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OC250416  
 
13 June 2025 
 

 
Tēnā koe  
 
I refer to your email dated 8 May 2025 requesting the following under the Official Information Act 
1982 (the Act): 
 
 

“I request information, policy documents and aide memoire used in the development of the 
Review of the Total Mobility Scheme, in the time period August 2024 to present day And I 
request information relating to scheduling of the release of the Review of the Total Mobility 
Scheme”. 

 
21 documents fall within the scope of your request and are enclosed. The documents are listed in 
the document schedule attached as Annex 1 and outlines how the documents you requested have 
been treated under the Act. 
 
Certain information is withheld under the following sections of the Act:  
 

9(2)(a) to protect the privacy of natural persons 

9(2)(ba)(ii) protect information which is subject to an obligation of confidence or which 
any person has been or could be compelled to provide under the authority of 
any enactment, where the making available of the information would be likely 
otherwise to damage the public interest 

9(2)(f)(iv) to maintain the constitutional conventions for the time being which protect the 
confidentiality of advice tendered by Ministers of the Crown and officials 

9(2)(g)(i) to maintain the effective conduct of public affairs through the free and frank 
expression of opinions by or between or to Ministers of the Crown or members 
of an organisation or officers and employees of any public service agency or 
organisation in the course of their duty 

18(d) the information requested is or will soon be publicly available 

 
With regard to the information that has been withheld under section 9 of the Act, I am satisfied that 
the reasons for withholding the information at this time are not outweighed by public interest 
considerations that would make it desirable to make the information available.  
 
You have the right to seek an investigation and review of this response by the Ombudsman, in 
accordance with section 28(3) of the Act. The relevant details can be found on the Ombudsman’s 
website www.ombudsman.parliament.nz  
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The Ministry publishes our Official Information Act responses and the information contained in our 
reply to you may be published on the Ministry’s website. Before publishing we will remove any 
personal or identifiable information. 

Nāku noa, nā 

Marian Willberg 
Manager, Maritime, Freight, and Access 
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9 October 2024 OC241020 

Hon Simeon Brown Action required by: 

Minister of Transport  Monday, 14 October 2024 

TOTAL MOBILITY SCHEME REVIEW: OVERVIEW OF POLICY 
DIRECTION   

Purpose 

To seek your agreement on matters to consult on to improve the policy settings for the Total 
Mobility scheme.   

Key points 

• There are major regional variations in what people are entitled to. For example, there are
major variations in maximum fare caps.

Document 2
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TOTAL MOBILITY SCHEME REVIEW: OVERVIEW OF POLICY 
DIRECTION  

Background  

1 As you are aware, the Ministry is reviewing the Total Mobility scheme (Total Mobility) 
(OC240432 and OC240554 refer). The purpose of the review is to consider how Total 
Mobility currently operates and how it could be improved to enable better outcomes 
for disabled people. 

2 On 7 June 2024, we briefed you on the key policy issues that need to be addressed in 
this review. These included clarifying the purpose, eligibility, regional inequities, 
supply of services, and value for money. We have identified potential options to 
change the Total Mobility policy settings to include in the discussion document for 
public feedback. 

3 Concurrently, NZTA is developing a programme of work with Public Transport 
Authorities (PTAs) to improve Total Mobility administration and governance issues. 
This two-pronged approach will ensure the review adequately covers the Terms of 
Reference (Annex 1). 

Total Mobility is under financial pressure  

4 The cost of Total Mobility to the National Land Transport Plan (NLTP) is projected to 
increase by $52 million over the 2024-2027 period, an increase of 72 percent over the 
last National Land Transport Fund (NLTF) period.  

5 Increasing costs are due to a combination of factors: 

5.1 The number of users has increased 40 percent over the last five years, with 
approximately 107,000 registered users at present. The main driver is an aging 
population and a corresponding increase in the number of older New 
Zealanders experiencing age-related impairments. For example, almost three-
quarters of all Total Mobility users in Auckland are over 65 years 

5.2 The subsidy increase from 50 percent to 75 percent for Total Mobility fares has 
resulted in growing patronage and changes in service usage (e.g. increases in 
medium-distance trips) 

5.3 An increase in the fares charged by taxi services due to inflation. 

6 The budgeted Crown allocation for Total Mobility is $12 million. Based on demand the 
Crown component of Total Mobility funding is much higher ($20.5 million in 2024/25 
increasing in subsequent years). The multi-category appropriation Total Mobility is 
part of can accommodate these costs this financial year.  
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13 NZTA issued policy guidelines in 2008, including defining the recommended purpose 
in their guidance to PTAs in this way: 

“to assist eligible people with a long-term impairment who are unable to access 
appropriate transport to meet their daily needs and enhance their community 
participation”. 

Who can access Total Mobility needs to align with the purpose of the scheme  

17 Originally, Total Mobility was established to support people with disabilities with high 
levels of unmet transport need (e.g. people in wheelchairs who could not access a 
bus or regular taxi services). Over time, the scope of the scheme has expanded to 
include a wider cohort of people than was originally envisaged. We know from 
anecdotal evidence that Total Mobility is being used by people who regularly use 
public transport and who likely sit on the lower end of a spectrum of unmet transport 
needs. 

18 The growth in scope is primarily a result of broad and subjective eligibility settings, 
compounded by the absence of a national approach to assessment criteria (NZTA 
have guidance on eligibility criteria, but PTAs also develop their own), variable 
assessor capability, and limited oversight of assessment decisions.  
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27 While the scheme is highly appreciated by users, a common criticism is the 
availability of services when they are needed, especially at peak times.  

  

27.1  There are 
significant service issues for people in wheelchairs who require the use of 
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ANNEX 1 TERMS OF REFERENCE FOR THE TOTAL MOBILITY 
REVIEW  

This document replaces the initial Terms of Reference for the Total Mobility Review that were 
set in July 2023. The review will build on the work that commenced under the previous 
Terms of Reference. These Terms have been revised to give the review a clearer focus so 
that it can deliver on its original purpose.      

Purpose 

1 The purpose of reviewing the Total Mobility Scheme (Total Mobility) is to investigate 
how this scheme operates and how it can be improved to create better outcomes for 
disabled people.  

 
2 The review will support the human rights of disabled people, as outlined in New 

Zealand’s commitments under the United Nations Convention on the Rights of 
Persons with Disabilities.  
 

3 The review aims to recommend improvements and changes that could be made to 
the scheme in the short-term (i.e. within the next few years). It will also identify longer-
term changes and initiatives that may be needed in the future. 
 

Scope  
4 The review is covering four key areas: 

1.    The purpose of Total Mobility 
2.    How Total Mobility could be made more accessible for disabled people  
3.    How aspects of Total Mobility’s operations could be improved   
4.    Sustainable funding mechanisms for Total Mobility  

Area 1: The purpose of Total Mobility 

The review is focusing on: 

5 What the purpose of Total Mobility is and how it fits with other government initiatives 
to support transport accessibility for disabled people.  

 
6 How Total Mobility aligns with the human rights of disabled people under the United 

Nations Convention on the Rights of Persons with Disabilities. 
 
7 How Total Mobility and the transport needs of disabled people have changed over 

time, and how these could keep evolving in the future.   

Area 2: How Total Mobility could be made more accessible for disabled people 

The review is focusing on: 

8 Eligibility criteria for Total Mobility users and whether these criteria are fit-for-purpose.  
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9 Assessment processes for people applying for Total Mobility and whether these 
processes are fit-for-purpose.  

 
10 Whether the eligibility criteria and assessment processes are benefiting those who 

need Total Mobility the most.  
 
11 Costs faced by Total Mobility users, including costs such as assessment fees.  
 
12 The ability of people to use Total Mobility services in different regions, and how this 

may impact on disabled people travelling to different regions that deliver the scheme.  

Area 3: How aspects of Total Mobility’s operations could be improved  

The review is focusing on: 

13 Whether any changes are needed to make the scheme’s delivery more consistent 
and equitable across regions that deliver the scheme, and opportunities to innovate.   

 
14 The supply of Total Mobility services, including the availability of specialist wheelchair 

accessible vehicles and drivers, and options to increase service supply if needed. 
 
15 Who should be eligible to operate as a Total Mobility provider.  
 
16 Opportunities to deliver more innovative services to Total Mobility users.  
 
17 How Total Mobility providers are financially compensated in the scheme and whether 

the scheme needs to be more attractive for providers to encourage them to provide 
services.   

 
18 Whether operators are fairly compensated for installing and maintaining equipment 

such as wheelchair hoists.  

Area 4: Funding mechanisms for Total Mobility: 

The review is focusing on: 

19 Current and projected funding needs for Total Mobility, and how these funding needs 
could be met to enable the longevity of this scheme. 

 
20 How other government initiatives to support transport accessibility for disabled people 

are funded, and the interactions between these funding sources. 
 

21 The potential for new or innovative funding mechanisms.  

Approach for the review 

22 The Ministry of Transport is leading the review. It is being informed by research and 
engagement with stakeholders.  
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23 The Ministry will engage with other government agencies, organisations that 
represent the interests of disabled people, individuals in the disabled community, 
public transport authorities, and existing or potential Total Mobility operators during 
the review.   

 
24 The review is intended to be completed by March 2025.  
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19 February 2025 OC250090 

Hon Chris Bishop Action required by: 

Minister of Transport  Friday, 7 March 2025 

PUBLIC TRANSPORT CONCESSIONS AND TOTAL MOBILITY 

Purpose 

To advise you of anticipated funding shortfalls for Crown funded public transport concessions, and to 

seek your direction on the review of Total Mobility,  

  

Key points 

• There are three Crown funded public transport concessions. SuperGold provides free off-

peak public transport to over-65s and veterans, Community Connect provides half price

public transport to those on a benefit or very low incomes, and Total Mobility provides

subsidised taxi services to disabled people who cannot use other forms of transport.

•

•

• Total Mobility is currently undergoing a broad review, which is considering its long-term

sustainability under current funding and policy settings. 

•

 

We are

seeking your direction on how you wish to progress the review, and have three options for

you to consider. We have shared this briefing with Whaikaha Ministry of Disabled People,

and it is broadly comfortable with our proposed approach.

Document 4
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PUBLIC TRANSPORT CONCESSIONS AND TOTAL MOBILITY 

1 There are three Crown funded public transport concessions.1 A summary of each concession 

is provided as Annex 1.  

All three Crown-funded concessions are facing cost pressures in the medium-term, but 

decisions will be needed this year   

2  

 

 

  

 

 

3 While all three concessions receive some Crown funding, the level of risk to the Crown differs 

between the concessions.  

4 With regard to Community Connect and Total Mobility, there is a direct financial risk to the 

Crown, as Public Transport Authorities (PTAs) are reimbursed for the agreed Crown share 

based on actual use. Additional demand may lead to a Crown contribution beyond what has 

been appropriated.  

5 In comparison, since 2016/17, PTAs and eligible commercial public transport operators are 

bulk funded for SuperGold concessions at the beginning of each financial year based on 

forecast demand. This means that PTAs and commercial operators are required to meet the 

costs of higher-than-expected demand. However, PTAs and commercial operators can 

choose to opt out of the SuperGold scheme at the start of a financial year if demand 

consistently exceeds funding.  

6 

7 

 

 
1 Other concessions in New Zealand are funded by PTAs, either entirely (e.g. off-peak and child discounts), or 
through agreements with other entities (e.g. with education providers for tertiary concessions in some 
regions). 
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17 The Review is considering Total Mobility’s long-term sustainability under current funding and 

policy settings.  
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19 There is a high level of interest and concern from the disability community about 

Government funding for disability services and support, and how sustainable funding is for 

Total Mobility into the future. This has increased over the course of the Review. Changes 

were made to flexible funding for disability support in March 2024, and engagement on this 

with the disability community is ongoing, with a consultation on Disability Support Services 

running until 24 March 2025.  

21  we recommend you 

refer this briefing to, and confirm a preferred approach with your colleague. Whaikaha has 

expressed that it is broadly comfortable with our recommended approach, but notes that 

any change to the expected public consultation may disappoint some in the disability sector.  

 

22 We will continue to work with NZTA on advice regarding funding pressures across all 

concessions,  
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16 April 2025 OC250294 

Hon Chris Bishop Action required by: 

Minister of Transport  Friday, 2 May 2025 

FUNDING SUSTAINABILITY FOR THE COMMUNITY CONNECT PROGRAMME 

 

Purpose 

Provide an overview of the cost pressures  

 which includes public transport concessions for  

Total Mobility users,  and options 

to mitigate these. 

Key points 

• There are existing operational levers available to PTAs to mitigate cost pressures for Total

Mobility including lowering fare caps and using trip caps. Changes to policy and operational

settings being considered by the Total Mobility Review could also contribute to mitigating cost

pressures, 
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FUNDING SUSTAINABILITY FOR THE COMMUNITY CONNECT PROGRAMME 

 

3 On 31 March 2025, you asked for further advice on the cost pressures and funding 

shortfalls for the Total Mobility scheme  

and options to mitigate these issues where possible.  

 

  

Community Connect is a programme that includes public transport concessions for Community Service 

Card holders and Total Mobility users  

4 The Community Connect Programme provides public transport concessions to help with 

the cost of living. The two concessions and current funding allocations within the Vote 

Transport Public Transport Concessions Appropriation is as follows: 

4.1 Total Mobility Services Concessions: an additional 25 percent discount for Total 

Mobility users (in addition to the existing 50 percent discount funded by the National 

Land Transport Fund (NLTF) and PTAs) ($24.365 million).  

4 2 Community Connect Programme Public Transport Concessions: a 50 percent discount 

on public transport fares for Community Service Card (CSC) holders ($12 million). 
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7 Total Mobility boardings have increased from around 1.6 million trips in 2021/22 to 2.7 

million in 2024/25. This is expected to rise to over 4.7 million trips by 2030. The projected 

increase is partly attributable to the increased subsidy which has allowed people to afford 

more trips and has raised visibility of Total Mobility leading to more people registering to 

use it. This is likely the main driver of the cost pressures outlined in Table 1.  

8 The rising costs for Total Mobility are also putting pressure on the NLTF and local 

government share of funding, which are projected to increase significantly during the 

National Land Transport Programme 2024-27.  

10 NZTA manages funding demand on the NLTF by working with PTAs to manage within the 

approved funding during the National Land Transport Programme period. If the PTA 
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cannot manage funding within the approved programme budget, the PTA can request a 

cost increase from NZTA. An increase is not guaranteed as the request needs to be 

affordable and a priority for additional investment from the NLTF.   

There are a range of options to make Total Mobility more sustainable, some of which are being 

considered as part of the Total Mobility Review  

12 The Total Mobility Review aims to make Total Mobility fairer and more accessible for 

those who need it, while delivering cost effective services to make it sustainable in future 

years.  
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Next steps 

Out of scope
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Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

| www.transport.govt.nz

From: Kathleen Wong 
Sent: Friday, October 25, 2024 9:00 AM
To: Andy Roche (AT) Marleen Pankratz (AT) 
Cc: Whitney Adam 
Subject: RE: Demographics of Total Mobility Users - Auckland Transport data

Kia ora Andy and Marleen

Thank you again for providing the data below. I’ve collated the data Penelope provided and tried to come up with a ‘user
profile’ of TM users in Auckland.

Could you and/or your team please have a look at the attachment and let you know if it’s an accurate representation of TM
users in Auckland? I understand data will be limited, but anything additional you’re able to provide will great 

If you had any feedback, can you please get this to me by COP Tuesday 29 Oct?

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz

From: Penelope Sanchez Portillo (AT)  
Sent: Monday, August 19, 2024 2:08 PM
To: Kathleen Wong 
Cc: Whitney Adam  Callum Gill  Andy Roche
(AT) Marleen Pankratz (AT) 
Subject: FW: Demographics of Total Mobility Users - Auckland Transport data

Hi Kathleen,

Response below in blue. Please let us know if you need anything else.

Attached the feedback provided to MrCagney – it gives a good overview and issues in the TM scheme.

Ngā mihi

Penelope Sanchez | On-Demand & Mobility Manager 
Metro Service Operations | Public Transport & AM
Auckland Transport
20 Viaduct Harbour Avenue, Auckland 1010

 www.at.govt.nz
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From: Kathleen Wong  
Sent: Monday, August 19, 2024 10:25 AM
To: Penelope Sanchez Portillo (AT) 
Cc: Whitney Adam Callum Gill 
Subject: Demographics of Total Mobility Users

                                         
 

Kia ora kōrua

I’m part of the team at the Ministry of Transport working on the Total Mobility Review. Whitney Adam (cc’d)
has passed on your details to enquire about data your organisations might hold about Total Mobility (TM)
users.

We currently don’t have a clear profile of the typical TM user, so don’t fully understand the
extent of the Scheme’s impact to those who do use it, or who struggle to access taxi services
when needed. We’re hoping you might be able to provide some information about the following:

Ages of users, due to population aging the On Demand Mobility team expects the demand
for TM services to increase substantially between 2023 and 2030. Currently approximately
73 percent of clients are over age 65.  AT admits children to the TM scheme once they
reach intermediate school age. Below this age we do not think that any children travel
independently.
Range of disability type(s), We have an extremely wide range of disabilities e.g. epilepsy,
cerebral palsy, dementia, anxiety, low blind vision, hearing impaired, wheelchair users.
Many clients live with multiple issues (particularly as they age).  We have seen an
increase in clients with anxiety issues since Covid.
Typical duration of travel,

The figures for April 2024 show:
Average fare $48.11
Average duration 18.62min
Average distance 13 80km

Any other demographic data you’d be able to provide (e.g. gender, ethnicity). Most users
are Pakeha over 65+, but we have seen an increase of the Indian and Asian population
entering the scheme This may reflect a wider demographic of assessors (we know there
are some language difficulties for clients).

We have some more difficult questions which you may not have data on, but if you knew where
we could find it could you please let me know (or if this even exists)?

Whether a person who uses the scheme also has access to other transport schemes, yes,
in Auckland each TM card holder has the accessible concession Accessible concession
(at.govt.nz) loaded to use scheduled PT or  they are SuperGold users too. In Auckland TM
card holders also have access to the PlusOne Bus companion concession since 2022
Plus One Bus Companion making bus travel more accessible (at.govt.nz)
Any socio-economic information about the typical user, most users are superannuants or
receive some sort of disability allowance
Purpose of trips. From our FY24 survey results:
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Ideally we’d like to know how has this profile has changed over time as well (if this exists). This
would help us paint a better picture of how the scheme has transformed over time.   The
numbers of clients have increased substantially over recent years   See AAR to Waka Kotahi
and the Ministry’s own TM dashboard Funding and transport – dashboard and open data | NZ
Transport Agency Waka Kotahi (nzta.govt.nz). The move to the half price fares scheme
triggered major changes to client behaviour with a substantial increase in trips. This reflects the
price sensitive nature of the client base.  Please note we still have over 60% of clients who don’t
take a single trip a year.

We understand this data is sensitive, but if you’re able to provide us non-identifiable,
anonymous details we think this would be extremely useful to assist and develop the review.

Additionally, what are thoughts about reaching out directly to assessment organisations, like
Age Concern NZ, to ask about the assessment process? This is something we could ask for
when we go out for public consultation, but it could be beneficial to get more details from an
assessor earlier on (unless you held this information in your organisations). Yes, please refer to
the list of our assessor agencies How to get a Total Mobility AT HOP card Please note Age
Concern Auckland ceased doing TM assessments for AT in June 2024

Happy to set up a call if needed.

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz

MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW ZEALAND
| Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box 106238 |
Auckland City | Auckland 1143 | NEW ZEALAND | Tel: +64 4 439 9000 | 
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5. We cannot provide quantifiable data regarding whether a client has access to other transport schemes but we do know that there are clients that have access to ACC or
Workbridge who also use their TM card for travel, effectively meaning a no dollar spend for them.

6. Socio-economic information is not data we collect.

7. How has the general profile of the TM client changed over time?
Most TM clients are in the older age bracket, however the table below taken from RideWise shows that over the last 2 years we are seeing an increase in the 2 middle
age ranges.
We do know that some operators have been actively promoting their services promoting the scheme which has been changing the purpose of trips taken.
The increase in subsidy has certainly increased the volume and length of trips.

new
clients <20 21-60 61-80 81+

8/2022-
8/2023 1,130 30 121 368 611
9/2023 -
8/2024 1,501 50 217 499 735

8. This last graph shows the growth in trips from 2019 – 2024.
While hoist use has remained consistent the total number of trips has certainly grown.

I hope this information is helpful. If you require anything more, or more detail please come back to me.

Kind regards

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Mary

Mary Norris
Transport Support
Transport Operations
Bay of Plenty Regional Council Toi Moana

P: 0800 884 880 

W: www.boprc.govt.nz
A: PO Box 364, Whakatāne 3158, New Zealand

Thriving together – mō te taiao, mō ngā tāngata

Toi Moana is a flexible employer. Although I have sent this at a time that is convenient for me, it is not my expectation that you read, respond or follow up on this email outside
your hours of work.

Disclaimer: This message and accompanying data may contain information that is confidential or subject to legal privilege. If you are not the intended recipient you are
notified that any use, dissemination, distribution or copying of this message or data is prohibited. If you received this email in error, please notify us immediately and
erase all copies of the message and attachments. We apologise for the inconvenience. Thank you.

s 9(2)(a)
s 9(2)(a)
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From: Nathan Gill
To: Kathleen Wong
Cc: Whitney Adam; Callum Gill; Nick Potter
Subject: RE: Demographics of Total Mobility Users
Date: Tuesday, 20 August 2024 9:18:53 am
Attachments: image001.png

Test-C2 16ac23d1-728d-4b89-abd1-c4f9f8ebb9cb1.png

Hi Kathleen,

Thanks for your email.

I have provided answers to your questions as best I can in a relatively short time-frame, and I
have placed responses below in RED – Hopefully these are the answers you’re looking for.

May I also drop in a summary of usage that I produced for April 2024 for our own snapshot:

TM usage from April 2024 for Gore and Invercargill.

- There were 10302 Trips taken for the month.
- The average total fare cost was $20.38
- The average concession paid was $15.12
- The average number of kms travelled was 6.05km*
- 811 different clients took trips
- The average number of trips taken per client was 12.7
- The highest number of trips taken by an individual client was 110 (second place was

100)
- 30 Clients took 50 trips or more
- 337 clients took 5 trips or less

The average kms per trip* figure is subject to accuracy issues as entered by the drivers.

For context, prior to 2020, our typical annual trips were in the 50,000 - 52000 range. Average
fare cost for our region for the previous years was fairly static at approx $12.00 - $14.00 (average
concession was $6.00 - $7.00)

Since the 75/25 concession was introduced, the trip numbers have increased significantly (which
I’m sure is well known).
I trust this information is helpful. Should you wish for any of this to be further explained, or other
data is desired, please contact me.

Kind regards

Nathan Gill
TM Co-ordinator Southland

Nathan Gill

Document 9

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Road Corridor Engineer

 
www.icc.govt.nz
101 Esk Street, Invercargill, 9810 • Private Bag 90104 

This message is for the named person's use only. It may contain confidential, proprietary or legally privileged information. No confidentiality or
privilege is waived or lost by any mistransmission. If you receive this message in error, please immediately delete it and all copies of it from
your system, destroy any hard copies of it and notify the sender. You must not, directly or indirectly, use, disclose, distribute, print, or copy any
part of this message if you are not the intended recipient.

From: Kathleen Wong  
Sent: Monday, 19 August 2024 3:57 PM
To: Nathan Gill 
Cc: Whitney Adam Callum Gill Nick
Potter 
Subject: Demographics of Total Mobility Users

Kia ora Nathan

I am part of the team at the Ministry of Transport working on the Total Mobility Review. As you
may know, the Ministry of Transport is undertaking a review of the Total Mobility Scheme to
understand if it is appropriately serving those who need it the most [I’d also like to note our
website is out of date and no longer 100% accurate – we’re in the process of updating this!].

Penelope Sanchez (AT) has passed on your details to enquire about data your organisation might
hold about Total Mobility (TM) users.

The Ministry currently does not have a clear profile of the typical TM user, so we do not fully
understand the extent of the Scheme’s impact to those who use it, or who struggle to access taxi
services when needed.

If you had the data readily available, we are hoping you might be able to provide some information
about the following:

Ages of users, In the last 12 months, we have added 437 new clients to the scheme in
Southland:

<20        = 16

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)
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RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



21-60    = 62
61-80    = 168
80+        = 191
Up until recently, the client D.O.B. wasn’t mandatory, so we only have mixed data on the
age of our entire client base – see below.

- Complete Age range summary
- 0-10  = 8*       
- 11-20     = 26
- 21-30     = 90
- 31-40     = 58
- 41-50     = 62
- 51-60     = 156
- 61-70     = 248
- 71-80     = 482
- 81-90     = 704
- 90+  = 307*
- Not defined = 170
*I would treat all age data collected for the 0-10 range and 90+ range with caution. Since
D.O.B. became mandatory in Ridewise, to update a client’s address, we’ve needed the
client’s date of birth, meaning a faux d.o.b. being entered on occasion to get the address up-
to-date - hence the very old or very young age data anomaly.
-

Range of disability type(s),
We currently 2311 Active Clients in total (you’ll note that the summation does not equal the
client number. This is due to some clients having multiple disability types noted on their
assessment.)

Not Specified = 257 (these are the clients who were transferred over to Ridewise in 2018
conversion from our previous paper-based system. Impairment types for existing clients were
not researched and entered)

Sensory = 626

Physical = 1580

Neurological = 666

Mental = 281

Intellectual = 205

Typical duration of travel,
- Not sure how to generate this data from Ridewise

Any other demographic data you’d be able to provide (e.g. gender, ethnicity).
Male = 843
Female = 1402
Not Specified = 66
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European = 1997
Maori = 141
Asian = 8
American = 3
Other = 45
Other: New Zealander = 76
Not Specified = 41

We have some more difficult questions which you might not have data on, but if you are able to
provide some insight on the following it is greatly appreciated:

Whether a person who uses the scheme also has access to other transport schemes,
 Don’t know this information.
Any socio-economic information about the typical user, Not recorded. In the 9 years I have
administered the scheme for Southland, I would suggest that a TM client comes from all
walks of life in our community, across all socio-economic sectors, and ages.   
Purpose of trips. This is not recorded. The scheme is to allow clients to connect with their
community. There is no stipulation for the purpose of the trip to be categorised/justified in
order to access the concession.  

Ideally we would like to know how has this profile has changed over time as well (if this data
exists). This would help us paint a better picture of how the Scheme has transformed over time in
your region. – We don’t have any prior gathered data summary of the questions asked

We understand this data is sensitive, but if you are able to provide us anonymised data this would
be extremely useful to assist and develop the review. We will also be going out for public
consultation later in the year to collect insight from those involved in the Scheme (i.e. users,
operators, and PTAs).

Please do not hesitate to reach out if you had any questions.

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz

MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW
ZEALAND | Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box
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Caution: This is an email from an external party. Please take care when clicking links or opening attachments.

Some people who received this message don't often get email from Learn why this is important

From: Sharon Boyle
To: Kathleen Wong
Cc: Dan Daly; Clare Collins; Bianca Kathan; Whitney Adam
Subject: RE: Demographics of Total Mobility Users
Date: Friday, 25 October 2024 11:32:27 am
Attachments: image001.png

image002.png

Kia Ora Kathleen
Thanks for your email

I’m able to provide the following additional information that I trust you find helpful (but I’m sorry
I can’t provide all the information you have asked for):

There are currently 16,320 active Total Mobility clients registered for TM in Canterbury. 
Of these, there are 220 with a temporary client status.  I’m sorry I don’t have any hard
data on those with fluctuating  impairments

Some  common barriers  identified for people with disabilities to access TM would be
language, support networks for people  living alone, especially older people; physical
barriers for some clients ,  and geographical barriers for clients living in more rural areas.

We  too have noticed an increase in new clients coming on the scheme with mental
health related disabilities such as anxiety in Christchurch post Covid.

There are currently 48 wheelchair accessible vehicles operating in Canterbury.

The information outlined in your email seems to be an accurate representation of TM  users in
Canterbury.

Nga mihi
Sharon

From: Kathleen Wong  
Sent: Friday, October 25, 2024 10:05 AM
To: Sharon Boyle 
Cc: Dan Daly Clare Collins  Bianca Kathan

Whitney Adam 
Subject: RE: Demographics of Total Mobility Users

Apologies I attached the old version of the document. Please ignore and use this latest version.  

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz

Document 10
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From: Kathleen Wong 
Sent: Friday, October 25, 2024 9:00 AM
To: Sharon Boyle 
Cc: Dan Daly Clare Collins Bianca Kathan

Whitney Adam 
Subject: RE: Demographics of Total Mobility Users

Kia ora Sharon

Thank you again for providing the data below. I’ve collated the data you’ve provided and tried to come up with a
‘user profile’ of TM users in Christchurch.

Could you and/or your team please have a look at the attachment and let you know if it’s an accurate
representation of TM users in Christchurch? I understand data will be limited, but anything additional you’re
able to provide will great 

If you had any feedback, can you please get this to me by COP Tuesday 29 Oct?

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt nz

From: Kathleen Wong 
Sent: Thursday, September 5, 2024 11:41 AM
To: Sharon Boyle 
Cc: Dan Daly Clare Collins  Bianca Kathan

 Whitney Adam Callum Gill
Nick Potter 

Subject: RE: Demographics of Total Mobility Users

Kia ora Sharon

We’ve discovered that RideWise is a very difficult to access database across all councils so we appreciate the
content you’ve been able to provide 

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz

From: Sharon Boyle  
Sent: Thursday, September 5, 2024 11:24 AM
To: Kathleen Wong 
Cc: Dan Daly Clare Collins Bianca Kathan

Whitney Adam Callum Gill
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s 9(2)(a)s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)

s 9(2)(a)

s 9(2)(a)s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)

s 9(2)(a)s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Nick Potter 
Subject: RE: Demographics of Total Mobility Users

Hi Kathleen

Apologies for not responding sooner.

Unfortunately, most of the information you are requesting is not easily extracted or available.

The information you seek relative to data for the Canterbury region that is available includes:

Age of users:
1% are under 20 yrs
12% are between 21 – 60 years
87% are 61 years or older

Range of disabilities /impairments
Wide ranging :  Physical, sensory, mental health, neurological and intellectual

We do not have reports  that specifically filter by disability type but as a generalisation, we do
have agencies that assess clients for  eligibility in disability fields their organisations specialise
in ( such as Blind Low Vision NZ).
Using that as a guide :

8% of active clients have neurological impairments – *see note below
6% of active users have sensory impairments
1% of active users  have intellectual impairments
85% of active users have a combination of either physical, mental health or multiple
impairments.

*The number of active users with neurological impairments is likely higher than noted as there
are a number of active  clients that were registered with the Stroke Foundation, but this
organisation has withdrawn from Total Mobility and their clients were transferred to a general
agency recently.

Purpose of trips.- no specific reports available to extract this data, but Environment
Canterbury  has  engaged with a company (Research First) to conduct Customer
Satisfaction Surveys ( randomly selected clients are contacted to seek their views on
their Total Mobility experiences.  The snip below shows the results from  the 2023
survey on trip purpose since 2020 ( please note this is a snapshot in time).

s 9(2)(a)s 9(2)(a)
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Caution: This is an email from an external party. Please take care when clicking links or opening attachments.

Some people who received this message don't often get email from  Learn why this is important

I trust you find this information useful , and apologies that most of the data you have
requested is not available.

Kind regards
Sharon
From: Kathleen Wong  
Sent: Wednesday, September 4, 2024 10:05 AM
To: Jeremy Dickson Sharon Boyle Dan Daly

Subject: RE: Demographics of Total Mobility Users

Kia ora koutou

I realise I never included a due date for this data, apologies for this. Do you think you’d be able to provide this to
us by the end of this week (Friday 6 September) please?

If you’re not the right people to be contacting at ECan, could you please provide me with the correct details?

Happy to call if you wanted to chat about it first.

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz
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From: Kathleen Wong 
Sent: Monday, August 19, 2024 3:57 PM
To: Jeremy Dickson 

Cc: Whitney Adam Callum Gill Nick Potter

Subject: Demographics of Total Mobility Users

Kia ora koutou

I am part of the team at the Ministry of Transport working on the Total Mobility Review. As you may know, the
Ministry of Transport is undertaking a review of the Total Mobility Scheme to understand if it is appropriately
serving those who need it the most [I’d also like to note our website is out of date and no longer 100% accurate
– we’re in the process of updating this!].

Penelope Sanchez (AT) has passed on your details to enquire about data your organisation might hold about
Total Mobility (TM) users.

The Ministry currently does not have a clear profile of the typical TM user, so we do not fully understand the
extent of the Scheme’s impact to those who use it, or who struggle to access taxi services when needed.

If you had the data readily available, we are hoping you might be able to provide some information about the
following:

Ages of users,
Range of disability type(s),
Typical duration of travel,
Any other demographic data you’d be able to provide (e.g. gender, ethnicity).

We have some more difficult questions which you might not have data on, but if you are able to provide some
insight on the following it is greatly appreciated:

Whether a person who uses the scheme also has access to other transport schemes,
Any socio-economic information about the typical user,
Purpose of trips

Ideally we would like to know how has this profile has changed over time as well (if this data exists). This would
help us paint a better picture of how the Scheme has transformed over time in your region.

We understand this data is sensitive, but if you are able to provide us anonymised data this would be extremely
useful to assist and develop the review. We will also be going out for public consultation later in the year to
collect insight from those involved in the Scheme (i.e. users, operators, and PTAs).

Please do not hesitate to reach out if you had any questions.

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz
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Metlink

From: Kathleen Wong  
Sent: Friday, 25 October 2024 10:05 am
To: Chyna-Rose Wood 
Cc: Rob Braddock Whitney Adam 
Subject: RE: Demographics of Total Mobility Users

Apologies I attached the old version of the document. Please ignore and use this latest version. 

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport
M: 022 100 1473 | E: k.wong@transport.govt.nz | www.transport.govt.nz

From: Kathleen Wong 
Sent: Friday, October 25, 2024 9:00 AM
To: Chyna-Rose Wood 
Cc:  Whitney Adam 
Subject: RE: Demographics of Total Mobility Users

Kia ora Chyna

Thank you again for providing the data below. I’ve collated the data you’ve provided and tried to
come up with a ‘user profile’ of TM users in Wellington.

Could you and/or your team please have a look at the attachment and let you know if it’s an
accurate representation of TM users in Wellington? I understand data will be limited, but anything
additional you’re able to provide will great 

If you had any feedback, can you please get this to me by COP Tuesday 29 Oct?

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

 www.transport.govt.nz
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From: Chyna-Rose Wood  
Sent: Wednesday, September 11, 2024 4:30 PM
To: Kathleen Wong 
Subject: RE: Demographics of Total Mobility Users

Ohhhh sorry this has been sitting in my drafts

Kia ora Kathleen,

Great meeting you too, its all ways worth talking through the data

Before I put my thoughts in to writing I have to get it sense checked. Ill get it
back to when other eyes have approved

If you have any other Te Hunga Whaikaha Total Mobility data questions I’m
always keen to korero about it

Noho ora mai

Chyna-Rose Wood 
Ngāti Tūwharetoa
She/Her/Ia

Kaitohutohu o Te Hunga Whaikaha Total Mobility 
Metlink

From: Kathleen Wong  
Sent: Thursday, 5 September 2024 11:56 am
To: Chyna-Rose Wood 
Subject: RE: Demographics of Total Mobility Users

s 9(2)(a)
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Kia ora Chyna

Great to meet you yesterday, was really good to chat in person about all the caveats with this
data etc 

Could you please clarify the impact of Accessible Concessions on TM? I wrote down the
following but I’m not clear about how they impact each other:

Accessible Concession (50% discount for those with disabilities) 
Some regions don't have the eligibility criteria the Accessible Concession, there is only
criteria for TM. [This means the (12% only on PT, buses and trains slide)???]
Since they can access TM, why would they use the Accessible Concession for PT? 
The roll out of the NTS will impact the Accessible Concession 

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

www.transport.govt.nz

From: Chyna-Rose Wood  
Sent: Wednesday, September 4, 2024 12:21 PM
To: Kathleen Wong 
Subject: Demographics of Total Mobility Users

Here is our data, see you soon 

Noho ora mai

Chyna-Rose Wood 
Ngāti Tūwharetoa
She/Her/Ia

Kaitohutohu o Te Hunga Whaikaha Total Mobility 
Metlink

ATTENTION: This correspondence is confidential and intended for the named recipient(s)
only. If you are not the named recipient and receive this correspondence in error, you must

s 9(2)(a)

s 9(2)(a)
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not copy, distribute or take any action in reliance on it and you should delete it from your
system and notify the sender immediately. Unless otherwise stated, any views or opinions
expressed are solely those of the author, and do not represent those of the organisation.

MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW
ZEALAND | Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box
106238 | Auckland City | Auckland 1143 | NEW ZEALAND | Tel: +64 4 439 9000 | 

Disclaimer: This email is only intended to be read by the named recipient. It may contain information
which is confidential, proprietary or the subject of legal privilege. If you are not the intended recipient
you must delete this email and may not use any information contained in it. Legal privilege is not
waived because you have read this email.

Please consider the environment before printing this email.

ATTENTION: This correspondence is confidential and intended for the named recipient(s)
only. If you are not the named recipient and receive this correspondence in error, you must
not copy, distribute or take any action in reliance on it and you should delete it from your
system and notify the sender immediately. Unless otherwise stated, any views or opinions
expressed are solely those of the author, and do not represent those of the organisation.
ATTENTION: This correspondence is confidential and intended for the named recipient(s)
only. If you are not the named recipient and receive this correspondence in error, you must
not copy, distribute or take any action in reliance on it and you should delete it from your
system and notify the sender immediately. Unless otherwise stated, any views or opinions
expressed are solely those of the author, and do not represent those of the organisation.

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Typical duration of travel 

Average fare Average duration Average customer pays Concession 
2018/19 $19.16 0:09:42 $        9.40 50% 

2020/21 $20.96 0:10:05 $     10.00 Covid free 
& 50% 

2023/24 $ 28.24 0:10:27 $        8.00 75% 

Demographic data 

Based off export of active profile with assessments, and from June 2023 no 
longer a required field  

Ethnicity 
European 20167 
Blank 4199 
Māori 1735 
other 1051 
Asian 832 

Based off export of profile created with assessments, and from June 2023 
no longer a required field. 

Profiles created per year 
Year Profiles created 
2014 1558 
2015 1608 
2016 1780 
2017 1991 
2018 2660 
2019 2628 

Gender Makeup of THWTM 
Blank 1,793 
Female 8,384 
Gender Diverse 5 
Male 4,847 
Prefer Not To Say 1 

RELE
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2020 2335 
2021 2050 
2022 2248 
2023 2851 
2024 1848 

Total number of profiles created with in a year 
- Large number of duplicate profiles created due to Ridewise fault
- No ability to see number of active profiles at a given time
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NOT GOVERNMENT POLICY 

Total Mobility user profile | Greater Wellington Regional 
Council  

Prepared by Kathleen Wong 

Last updated 25/10/24 

PTA contacts Chyna-Rose Wood  

Rob Braddock  

Total Mobility user demographics: Greater Wellington Regional 
Council  

Purpose of a Total Mobility user profile 
The purpose of this Total Mobility user profile for Greater Wellington Regional Council (GWRC) is 
to assist with the review of the Total Mobility scheme. It helps to build a picture of who uses Total 
Mobility, for what purpose and how this may have changed over time. It also helps to guide any 
recommendations made in the review.    

The information requested by Ministry of Transport of councils (if available) about registered Total 
Mobility users include: 

• Age

• Disability or impairment type(s)

• Any other demographic data (e.g. gender, ethnicity)

• Typical duration of travel

• Whether a person who uses the scheme also has access to other transport schemes

• Any socio-economic information about the typical user

Information sources and limitations 
Information sources include: 

• Ridewise, the main system used by most councils to record Total Mobility trips.

• GWRC led customer satisfaction survey for Total Mobility users in 202X [are the latest
survey results available yet?].

Limitations of the information are: 

• Demographic data of Total Mobility users is not collected or monitored by all PTAs.

s 9(2)(a)
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Page 2 of 6 

• Some councils have identified gaps in data meaning these conclusions may not be entirely 
representative of the Total Mobility users.  

 
 

Summary of Total Mobility users in Wellington 
Age 
Total Mobility users in Wellington are typically older (over 65) and with many aged over 80 years old.  
 
Disability type 
The type of disability that people report in Wellington is very wide ranging and often many people have 
multiple disabilities or impairments, and generally change and multiply the older the person is.  The 
scheme saw an increase in the number of new people using the scheme with mental health related 
disability, such as anxiety, following Covid. This is especially the case in urban areas, such as 
Auckland and Wellington. Many have access to and use other disability schemes and/or funding for 
transport, in addition to Total Mobility.    
 
Are you aware of the common barriers those with disabilities have to access TM?  
 
Would you be able to provide a ballpark figure of the number of permanent, temporary and fluctuating 
disabilities/impairments? 
 
 
Ethnicity 
Most people who use the scheme across both rural and urban areas identify as Pākehā/NZ European. 
This is consistent with trends in the annual Household Travel Survey data (conducted by the Ministry 
of Transport) which selects over 2,000 households to complete the survey to note their travel 
patterns; the proportion of those who drive themselves is almost double of those who are a passenger 
being driven in a vehicle for Pākehā/NZ European.  
 
Compared to the other ethnicities that are collected (Māori, Pasifika, Asian, and Other), the number 
of drivers versus travelling as a passenger is more similar. Based on available TM data, it is not clear 
why there is a significant difference between ethnicities. However, anecdotal data suggests there are 
differences due to ethnically different household makeup; for example, a Pasifika person who finds it 
difficult driving themselves or using public transport may have a wider network of people available to 
transport them to and from locations because they live in intergenerational housing and have family 
available to assist them.  
 
Gender 
More women than men use the scheme in Wellington. This may correlate with a higher proportion of 
older women than men, when considering the New Zealand population age profile.  There is no 
information about people who identify as gender diverse who use the scheme as this information is 
not collected by Ridewise or the PTAs.  
 

Trip purpose 
Purpose?  
 
Is the number of wheelchair vehicles operating in your region available? 
 
Access to other schemes?  
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Page 3 of 6 

We have heard that for some users, TM trips make up part of their travel journey as they use TM to get 
to their closest public transport stop or station to use a bus, train, or ferry. This is reported as being 
because of poor access from their homes to and from the closest stop or station (e.g. they cannot 
walk up and down hills, there are regular obstacles on footpaths which they cannot move around).  

There has been an increase of shorter-medium duration trips since the increase to a 75% subsidy in 
2022. The average trip duration was 10 minutes long.  

Those living in larger urban areas tend to have longer travel times due to traffic congestion [is this a 
correct assumption for Wellington?]. 

Those living in more rural / isolated areas also have longer travel times as the services they need are 
further away. [is this a correct assumption for Wellington?]. 

NZTA recently completed a study of Ridewise data (Total Mobility Data Analysis cost and usage trends 
2019-2024).  

The timing and introduction of half price fares, and the subsequent increase in TM subsidy from 50% 
to 75% coincide with the increased costs to the scheme. The detailed data analysis tells us that the 
subsidy change alone, was not the only influencing factor for increased costs. 
The data analysis has found three casual factors, (against the backdrop of the subsidy increase) 
which combined have resulted in the increase in costs and patronage. The three elements 
summarised in figure 1 below are influencing cost increases which include: 

1. The increase in registered users has grown year on year between 8-11% (through 2019 to
2024). Over this period there has been an increase of 30,937 people registered from 76,587 to
107,524 people.

2. The average increase in cost of a fare per trip since April 2022, aligns to cost of living increases
including cost of fuel rising by $7.86 per trip from $23.51 to $31.37.

3. The average increase in kilometres travelled by 2.6 kilometres per trip from 6.4 kms to 9kms,
which coincides with post-covid lockdowns and subsequent community outbreaks.
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Hi Adam a couple of points to note for possible inclusion in your response 

Ngā mihi

Annette Meates (she/her)
Principal Advisor – Demand Responsive Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

Waka Kotahi NZ Transport Agency
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From:  
Sent: Wednesday  2 April 2025 11:05 pm
To: Adam Lawrence 
Cc: Annette Meates  Whitney Adam 
Subject: RE: OC250294 Community Connect, Total Mobility and SuperGold concessions - funding sustainability - Briefing - Policy

Slightly updated version. The email below still holds.

From:  
Sent: Wednesday, April 2, 2025 2:34 PM
To: Adam Lawrence 
Cc: Annette Meates  Whitney Adam 
Subject: OC250294 Community Connect, Total Mobility and SuperGold concessions - funding sustainability - Briefing - Policy

Hi Adam I have highlighted bit that may require your attention in terms of data.

I have also started framing up the options in the table but have not really assessed them against all criteria. If you have any
likely dollar figures or demand impacts data we could put alongside those options that would be helpful but not vital.

s 9(2)(a)

s 9(2)(a)
s 9(2)(a) s 9(2)(a)

s 9(2)(a)
s 9(2)(a) s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(ba)(ii)

s 9(2)(a)
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I might send a more up to day version later today as I complete the table and reorder information to get the flow better but if
you read this one it should be fine

MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW ZEALAND | Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box 106238 | Auckland City | Auckland 1143
| NEW ZEALAND | Tel: +64 4 439 9000 | 

Disclaimer: This email is only intended to be read by the named recipient. It may contain information which is confidential, proprietary or
the subject of legal privilege. If you are not the intended recipient you must delete this email and may not use any information contained
in it. Legal privilege is not waived because you have read this email.

Please consider the environment before printing this email.

This message, together with any attachments, may contain information that is classified and/or subject to legal privilege.
Any classification markings must be adhered to. If you are not the intended recipient, you must not peruse, disclose,
disseminate, copy or use the message in any way. If you have received this message in error, please notify us immediately
by return email and then destroy the original message. This communication may be accessed or retained by NZ Transport
Agency Waka Kotahi for information assurance purposes.

s 9(2)
(a)
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Total Mobility client assessment form 

NZ Transport Agency Waka Kotahi Page 2 of 3 

o Congenital (since birth)

o Due to an accident

o Degenerative

o Due to other disease or illness

o Multiple

3. Eligibility Length: (Permanent / Temporary)

o Date of review:

4. Additional Information (Optional): (Please provide relevant information about the applicant's

impairment)

Eligibility Information 

5. Can the applicant do the following independently in a safe and dignified manner?

o Get to and from the nearest public transport stop or station without assistance (Able

/ Unable)

o Stand and wait without assistance for public transport (where there is no seat) (Able

/ Unable)

o Get on or off public transport without assistance (Able / Unable)

o Handle money or tickets without assistance (Able / Unable)

o Travel securely on public transport without assistance (Able / Unable)

o Travel on public transport without getting confused or anxious (Able / Unable)

6. Does the applicant use any of the following mobility aids?

o Manual wheelchair (Yes / No / Sometimes)

o Electric wheelchair (Yes / No / Sometimes)

o Scooter (Yes / No / Sometimes)

o Walking frame (Yes / No / Sometimes)

o Walking stick (Yes / No / Sometimes)

o Guide dog (Yes / No / Sometimes)

o Travel buddy (Yes / No / Sometimes)

o Crutches (Yes / No / Sometimes)

o Other (Please specify)

7. Does the applicant require the use of a wheelchair accessible vehicle to travel? (Yes / No)

Government Funding 

8. Is the applicant in full-time dependent care funded by the Government health system? (Yes

/ No)

Transport Related Financial Assistance 

9. Transport related financial assistance details:

o ACC (Yes / No) Please specify

o WINZ (Yes / No) Please specify

o Workbridge (Yes / No) Please specify

o Other (Yes / No) Please specify

Trip Estimator Calculator 

10. Trip estimate of one-way trips: (table)

o Trip reason: (multiple rows)

o Frequency: (Weekly / Fortnightly / Monthly)

o Trip count:
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Total Mobility client assessment form 

NZ Transport Agency Waka Kotahi Page 3 of 3 

o Monthly trip count:

o Monthly total:

11. Has the applicant previously used the total mobility scheme in any PTA? (Yes / No) Please

specify

Personal Information 

12. Gender: (Male / Female / Gender Diverse / Prefer not to say)

13. Age: (0-16 years / 17-29 years / 30-64 years / 65 years or over)

14. Ethnicity: (New Zealand European / New Zealand Māori / Pacific Peoples / Other European

/ Asian / Middle Eastern / Latin American / African / Prefer not to say / Other (please

specify))

15. Income Source: (In full-time paid work / In part-time paid work / A super-annuitant /

Undertaking voluntary work / A student (specify level) / A beneficiary / Other (please

specify))

Declaration 

• I hereby confirm that the above details are correct. I declare that I have read, or had read to

me, and understand the enclosed applicant declaration and conditions of use for the Total

Mobility scheme and agree to abide by them.

Upload client photo in Total Mobility system 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Total Mobility Scheme: 
Recommendations for review 

2 April 2013 

Lawrence Planning Associates Ltd 

Prepared by Adam Lawrence for the NZ Transport Agency 

adam@lawrenceplanning.co.nz  

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Review of Total Mobility Scheme 
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15. Consider the introduction of a nationally consistent, regionally branded, photo 

identified card for all clients. Consideration should be given to rolling this out in 

conjunction with the introduction of the national administrative system. 

16. Travel should continue to be reimbursed by region in which it occurs, including 

because maximum fare subsidies are based on cost of travel in that local area. 

Maximum subsidised fare 

17. Clarify maximum fare guidance, including that regional councils when carrying 

out three-yearly review provide the results of that review to the NZTA. 

18. The method for calculation of maximum fares should be simplified with 

consideration given to a more principles based approach (e.g. based on 

consideration on size of town and cost of travel to town centre and/or community 

facilities). 

Assessment 

services 

19. A full contract template should be prepared by the NZTA for regions to use as 

basis of contracts with assessment agencies and agency assessors 

20. Regions should not be required to contribute to assessment agency costs but 

could do so if necessary to procure services. This would be a matter that should 

be covered in the procurement manual. 

21. Revised and simplify the handbook for agency assessors and consider providing 

as a standalone document for assessors to use. 

22. Consideration should be given to requiring each region to provide a low cost 

option for access to the Total Mobility scheme, taking account full costs including 

costs of a photo, photo identification card, and any assessment fees. 

Transport 

providers 

23. A full contract template should be prepared by the NZTA for regions to use as 

basis of contracts with transport providers. Terms and conditions for drivers 

should also be prepared. These could be based on the GW documents in 

Appendix F3 and Appendix F2. 

Entry of new providers into the Total Mobility scheme 

24. The procurement manual should be updated to include a principles for entry of 

new providers into the Total Mobility scheme. 

25. The entry of new service providers should be encouraged, especially where this is 

a lack of coverage by existing service providers. In areas not serviced by taxis, 

private hire and volunteer organisations may be the most efficient way of 

providing coverage and should be actively encouraged, with financial incentives as 

necessary (refer section 5.5.2) 

Private hire and volunteer organisations 

26. Provide clear guidance for private hire and volunteer organisation service 

providers, including options for how fares should be charged. 

27. The introduction of the national administration system will provide detailed 

information on fares across the country and should be used as a basis to 

benchmark private hire (and voluntary organisation) fares against.  

28. Options using the company dispatch and fare zones be considered as appropriate 

way of dealing with private hire. It is not considered appropriate or necessary to 

provide dispensation for meter equivalents in private hire vehicles. 
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29. The rules around voluntary organisations should also be reviewed, but this may 

require a wider consideration of regulations as not being able to pay the driver 

creates some difficulty. It is considered that voluntary organisations would be an 

ideal way of providing services in areas not viable for other companies but some 

form of payment might be appropriate. 

Charging fares for Total Mobility 

30. The procurement manual should be updated to include principles for how fares 

are charged (and other guidance). 

31. The sustainability of transport operators is primarily an issue in areas where it is 

difficult to maintain a taxi or other service rather than bigger centres. In these 

areas there may be more appropriate delivery models such as supporting 

voluntary organisations, although the issue of voluntary organisations not 

charging fares may need to be addressed. 

Commercial viability of wheelchair hoist vehicles 

32. Existing policy and payment should be retained for wheelchair hoist vehicles. 

33. Consider making full hoist fee available to volunteer organisations, as they are 

contribute to coverage of the scheme in areas not viable commercially and this 

would provide incentive for those vehicles to be available.  

34. Consider reviewing the regulations around payments to volunteer organisations. 

35. Further work is required to determine whether or not wheelchair hoist payments 

are achieving their goal. 

Administration 

and monitoring 

36. Investigate range of opportunities to tie policy changes to the implementation of 

the new national administration system. 

37. The issues of indirect and direct cost shifting from other government agencies 

should be considered as a separate review work stream. 

38. The NZTA should develop clear requirements and recommended processes for the 

detection of fraud by regions. Regions should be required to report this through 

to NZTA.  

39. The national administration system will great increase the ability to detect fraud 

and this should be a requirement for all regions or they should be required to 

provide their own equivalent level of fraud detection. 

Quarterly and annual achievement reports 

40. The national administration system would be used to meet quarterly and annual 

reporting requirements and that NZTA should run these reports directly on the 

system. Those regions without the national administration system would be 

required to submit information to NZTA in the same format as the NZTA reports 

in the national administration system reports 

41. NZTA should ensure that the national administration system is specified to collect 

all the information required above and to include standard reports that NZTA can 

run. 

42. Update policies and guidelines to reflect new data and reporting requirements 

arising from national administration system. 
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Annual customer satisfaction surveys 

43. Replace existing regional surveys with a national customer satisfaction monitor as 

proposed by the NZTA. 

44. The national administration system should be used as the source for client and 

address details but the survey should be carried out independently of the system. 

45. The frequency and timing of national surveys should be discussed with regions, 

including how the information might be expected to be used by regions. 
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2 Introduction  

2.1 Purpose of review and scope 

The purpose of the review is to identify issues and make recommendations to improve the 

consistency, efficiency and effectiveness of the Total Mobility Scheme. 

This report focuses on identifying areas for further review that would improve national consistency 

and improve value for money outcomes in the procurement of services. This report also considers 

opportunities arising from the implementation of a national total mobility administrative system being 

developed by NZTA on behalf of regional councils. 

The original scope of services was to: a) Consider TM policy issues identified by NZTA to improve 

consistency in regional implementation of TM and to investigate and recommend an NZTA approach, 

and b) Review chapter 9 of the procurement manual, make recommendations for amendments to 

clarify TM policy and concessionary top up payments policy and to remove references to SuperGold. 

This report is much more limited in scope and focuses on identifying recommendations, as a basis for 

further work to confirm their appropriateness. 

The Ministry of Transport review in 2005 needs to be updated the continued relevance of the 

implementation phases considered further. 

2.2 Information limitations 

This review was a desktop review based on information provided by NZTA and in the public domain. 

Greater Wellington Regional Council also provided some information. 
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3 Background 

3.1 History of the scheme 

The Total Mobility Scheme was initiated by the Disabled Persons Assembly in the 1980s as a ‘grass 

routes’ initiative
1

. The Total Mobility Scheme – A guide for local authorities (2008) describes the 

scheme as follows: 

“The Total Mobility scheme provides a subsidised taxi service to people with serious mobility 

constraints by way of taxi vouchers that provide a discount of 50 percent off the normal taxi 

fare. It also provides funding to help purchase and install wheelchair hoists in taxi vans  The 

scheme is funded in partnership by local and central government. Local government (usually 

regional councils) manage and operate the scheme in most regions.” 

The Total Mobility Scheme has developed differently in the various regions and in 2004/05 the 

Ministry of Transport completed a comprehensive review of the scheme to improve the adequacy, 

consistency, portability, sustainability and coverage of the scheme
2

. The subsequent focus of NZTA 

(and its predecessor organisations) work on the Total Mobility Scheme has been the facilitation of 

regional council adoption of the two phases of improvements set out in the Ministry of Transport 

review (refer section 3.2).  

The outcome of improving the national consistency of the Total Mobility Scheme has yet to be 

achieved despite seven years of implementation since the review. All but three regional councils are 

now signed up to both phases of the review but there is still variation in scheme rules and the level of 

assistance provided across regions, with some regions having comparatively generous schemes and 

others applying extra rules and rationing techniques to remain with budgets. There is also variation in 

the rules and requirements for transport providers to gain access to the scheme
3

 and varying 

responses to the detection and management of fraud. While some regional variation is expected the 

current extent of variations means that nationally it is unclear as to whether regions and NZTA are 

receiving value for money from their investment in the Total Mobility Scheme.  

Current NZTA guidance includes the Total Mobility Scheme – A guide for local authorities (2008) and 

the Procurement Manual (2009). The local authority guide focuses on requirements for each of the two 

phases of improvements identified in the Ministry of Transport review. It also includes templates for 

transport provider and assessment facilitator contracts and a “handbook for assessment facilitators” 

that includes an application form and explanation of client eligibility criteria. The Procurement Manual 

provides very limited guidance applicable to the Total Mobility Scheme. Further detail on current 

guidance is provided in section 3.2. 

The NZTA has recently, as part of a government cross-agency Disability Action Plan (refer Appendix C), 

taken an opportunity to review their work on the Total Mobility Scheme to: 

a) Improve national consistent within the scheme for the benefit of passengers 

 

1

 The bulk of material in this section is sourced from an NZTA memo “Update of Total Mobility and cross 

government work on the Disability Action Plan” dated 26 September 2012. 

2

 Transfund New Zealand (now NZTA) also undertook an initial review of the scheme in 2002/2003 as part of the 

Passenger Transport Social Services Review. Further background information is provide in the Ministry of Transport 

review document (2005). 

3

 An example of regional variation is that some regions limit transport provider access to registered taxi companies, 

whereas other regions allow private hire vehicles. 
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[excluding terminal illness] be eligible for the Scheme. 

g) That children with impairments who meet the criteria for the Total Mobility 

Scheme should be eligible for the Scheme. 

h) That people with impairments who meet the criteria for the Total Mobility Scheme 

and live in residential care should be eligible for the Scheme. 

i) That people with impairments who meet the criteria for the Total Mobility 

Scheme, and who live in areas that do not have bus, train or ferry services should 

be eligible for the Scheme, enabling them to use the Scheme wherever it 

operates. 

 

Phase 1 

 

Phase 1 

 

 

Phase 3 

Entitlement j) That the fare subsidy for the Total Mobility Scheme should be nationally 

consistent and standardised at 50%. 

k) That the Total Mobility Scheme has no minimum fare threshold. 

l) That local authorities determine maximum subsidised fares for the Total Mobility 

Scheme in negotiation with Land Transport NZ, taking into account the NZ Travel 

Survey, and review them annually. 

m) That town boundary travel restrictions for the Total Mobility Scheme be removed 

and replaced with a maximum subsidised fare. 

n) That the number of allocated subsidised trips for the Total Mobility Scheme take 

into account the self-assessed needs of individual Scheme members, and be 

adjusted by local authorities to manage their budgets, and negotiated with Land 

Transport NZ. 

o) That there are no restrictions on the purpose of the trip for the Total Mobility 

Scheme. 

Phase 1 

 

Phase 1 

Phase 2 

 

 

Phase 2 

 

Phase 2 

 

 

 

Phase 1 

 

Assessment 

services 

p) That Land Transport NZ develop guidelines for contracts between local 

authorities and assessment agencies to ensure high quality and consistent 

assessments. 

q) That local authorities enter into contracts with assessment agencies, aligned with 

the guidelines produced by Land Transport NZ. 

r) That local authorities should make a financial contribution towards the cost of 

assessments and administration undertaken by assessment agencies. 

s) That appropriate training is provided to assessors to assist in the consistent 

application of the eligibility criteria. 

t) That a handbook, including best practice guidelines, be developed and published 

by Land Transport NZ in conjunction with local authorities, to help assessors in 

consistently applying the eligibility criteria. 

u) That the assessment process assists Total Mobility Scheme members estimate 

how many trips they would use (self assessed needs). This information will be 

provided to local authorities to assist them determine the appropriate number of 

allocated subsidised trips. 

v) That potential members of the Total Mobility Scheme are not required to become 

financial members of an assessment agency in order to have an assessment for 

the Scheme, although they may be asked to pay an application fee. The 

appropriate amount of any such fee should be negotiated between Land 

Transport NZ, local authorities and assessment agencies. 

w) That potential members of the Scheme have the option to be assessed by a 

voluntary disability sector agency in every region. 

Phase 2 

 

 

Phase 2 

 

Phase 2 

 

Phase 2 

 

Phase 2 

 

 

Phase 2 

 

 

 

Phase 2 

 

 

 

 

Phase 2 

Administrati

on 

x) That Land Transport NZ encourages local authorities to establish systems for 

data collection, monitoring and evaluation. 

y) That Land Transport NZ encourages local authorities to improve their 

administrative systems for the allocation and redemption of trip entitlement 

vouchers. 

z) That local authorities implement appropriate methods to promote the Total 

Mobility Scheme. This should be phased in following the implementation of other 

Phase 2 

 

Phase 2 

 

 

Phase 3 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Review of Total Mobility Scheme 

13 

improvements to the Scheme. 

Transport 

operators 

aa) That Land Transport NZ develops guidelines for contracts between local 

authorities and Total Mobility Scheme transport operators to ensure high quality 

and adequate service levels, including the provision of wheelchair accessible taxis 

within the fleets. 

bb) That local authorities enter into contracts with transport operators, aligned with 

the guidelines produced by Land Transport NZ. 

cc) That Land Transport NZ encourages adequate provision of wheelchair accessible

taxis by providing a flat payment (in addition to the fare) to the transport

operator for each trip taken by a Total Mobility Scheme member using a

wheelchair hoist.

dd) That Land Transport NZ investigates the establishment of an appropriate regime

to ensure that wheelchair hoists meet acceptable safety standards.

ee) That local authorities are encouraged to investigate the possibility of contracting 

taxi services operating in areas that are not currently covered by the Total 

Mobility Scheme, to provide a Scheme service. 

ff) That the possibility of other types of transport providers participating in the Total 

Mobility Scheme is investigated. 

Phase 2 

Phase 2 

Phase 2 

Phase 2 

Phase 2 

Phase 2 

Funding and 

implementati

on 

The review recommended (recommendations gg), hh), and ii) three implementation 

phases as set out in the right hand column of this table. This phases included 

financial incentives for regions signing up to these improvements. 

3.2.2 A guide for local authorities 2008 

The Total Mobility Scheme - A guide for local authorities (2008) was developed to help implement the 

Ministry of Transport’s 2005 review. The purpose of the guide is set out below: 

This guide outlines the improvements that resulted from the Ministry of Transport’s 2005 

review, offers explanatory notes for each improvement to help local authorities implement the 

improvements and provides templates to be used when creating/updating contracts with Total 

Mobility scheme providers, along regional with a training manual for Total Mobility 

assessment facilitators. 

The guide is structured around and explains the phase 1 and 2 requirements set out in the 2005 

review recommendations. The guide appendices provide additional information, including the total 

Mobility application form and “Handbook for assessment facilitators”. The guidelines also include draft 

contracts and guidelines for transport providers and assessment agencies although the contacts 

require further work to be suitable. Greater Wellington Regional Council found that contracts had to be 

updated to enable implementation of their Total Mobility Electronic System in 2010
5

.  

The guide for local authorities has not been updated for some time. 

3.2.3 Procurement manual 2009 

The NZTA Procurement manual (2009) sets out the procedures that regional councils must follow 

when procuring services funded by the NZTA
6

.  

The NZTA Procurement Manual provides guidance and rules about the procurement (purchasing) of all 

services that receive funding from the national land transport fund. Approval of procurement 

procedures is part of the NZTA's statutory functions under the Land Transport Management Act 2003 

5

 Reference to contract updates provided in Greater Wellington Regional Council Report “Introduction of the Total 

Mobility Electronic System and implementation of other improvements” (http://www.gw.govt.nz/assets/council-

reports/Report_PDFs/2010_472_1_Report.pdf). 

6

 A detailed review of the procurement requirements has not been undertaken as part of this review. 
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(LTMA)
7

. The current manual provides very limited guidance for the procurement of Total Mobility 

transport services and hoist vehicles and no specific guidance for assessment agencies (who at this 

time are generally not paid). 

The main relevant sections of the Procurement manual are: 

• Strategic approach to procurement (Chapter 4.0) provides high level requirements but 
nothing specific to Total Mobility. 

• Procurement procedure 4 – Public transport fare subsidy schemes (Chapter 9.0) which 
applies to the Total Mobility scheme, including wheelchair hoists. This chapter groups Total 
Mobility in with the concessionary fare scheme and SuperGold card payments which are 
unrelated.  

• Appendix A Procurement strategy checklist is relevant but includes nothing specific to Total 
Mobility. 

Regional councils are able to take different approaches from those set out but these need to be 

described in their procurement strategy or discussed with NZTA. Alternative procedures need to be 

approved by the NZTA, who will consider whether they are value for money as defined in section 25 of 

the LTMA. The lack of guidance in the current manual essentially requires regional councils to consider 

their approach separately from other regions, for example, chapter 4.0 specifically addresses Total 

Mobility but does not have any practical guidance, other than a reference to the guidelines for local 

authorities (discussed in section 3.2.2). Matters such as access by private hire and voluntary transport 

providers are not covered. 

3.2.4 Guidelines for the development of regional public transport plans 

NZTA’s Guidelines of the development of regional public transport plans (2011) set out the 

requirements for regions when preparing a regional public transport plan (RPTP).  

The RPTP must include a description of the public transport services (including shuttle bus and Total 

Mobility services) and how these services will assist the transport disadvantaged. It must also include 

relevant Total Mobility policies. The guidelines set out the description of service requirements for Total 

Mobility as follows (section 5.1): 

The level of detail provided about Total Mobility will need to be considered to give a clear idea 

of what is intended, but provide sufficient flexibility. As a minimum the RPTP should state the 

areas of operation, any exemptions to 24 hour operation, eligibility criteria (as described in 

the Ministry of Transport Total Mobility Review) and discount levels available for total mobility 

schemes or any other subsided taxi and shuttle based services. NZTA recommends that 

included here is a statement about how and when the recommendations of the Ministry of 

Transport Total Mobility Review have or will be implemented. 

The guidelines under assistance for transport disadvantaged (section 5.2) provides a brief summary of 

eligibility requirements. The guidelines under public transport service policies – national Total Mobility 

policy (section 5.4.2) also identify some of the requirements for transport providers, including access 

provisions and the need to review maximum fares. Both sections refers the reader referred to the 

guidelines for local authorities (refer section 3.2.2). 

The Total Mobility requirements in the guidelines are set out in Appendix Z.  

 

 

 

 

7

 Refer NZTA note “Total Mobility providers and fares” 
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Maximum subsidised fare Section 6.1 of Total Mobility scheme: A guide for local authorities provides a 

methodology for setting maximum fares. This is discussed in section 5.3.1 

below. 

No town boundary restrictions Section 6.2 of Total Mobility scheme: A guide for local authorities requires 

there to be no town boundary restrictions. This is considered an appropriate 

rule but consideration of the size of town and area serviced by the Total 

Mobility scheme should be a factor in setting maximum fares within in 

region (or towns within the region). Refer section 5.3.1 on maximum fare 

subsidies.  

Allocation criteria / trip limits Section 6.3 of Total Mobility scheme: A guide for local authorities sets out 

allocation criteria. The introduction of the smart-card based national 

administration system may make it more difficult to limit number of trips 

(because client likely to not find out if they hit their trip limit until asked to 

pay). There should however continue to be flexibility in each regions ability 

to manage it budgets through limiting its exposure. Consideration could be 

given to changing the maximum fare subsidy more dynamically in response 

to changing trip patterns based on information that would be readily 

available through the national administration system. 

Purpose of trip Section 4.11 of Total Mobility scheme: A guide for local authorities states 

that there is no restriction on trip purpose, except if is or should be 

subsidised by another government agency  This would allow for travel by 

self-employed persons, an area where further guidance has been sought by 

regional councils (issue 18). 

Group travel Group travel is allowed provided no other source of funding but regional 

councils have identified lack of guidance on this area. 

Travel on public transport services This is currently now allowed but this is a lower cost travel option for both 

client and regional council with average public transport fares significantly 

lower than average taxi fares (even with 50% discount). 

Suggest consideration be given to allowing use of public transport (as per 

Auckland) but without any discount. This could be monitored through 

national administration system and depending on usage patterns client 

eligibility could be reassessed (because if always using public transport then 

likely rather large chance that no longer meeting edibility criteria). This 

would also pick up where client circumstances change. 

Cost shifting between government 

agencies 

Information on the range of transport assistance available to people with 

disabilities would be useful for regional Total Mobility coordinators and 

assessment agencies. NZTA has compiled information as set out in Appendix 

D. 

Out of town travel A national consistent, regionally branded, photo identified card is 

recommended to be introduced. Introduction of a national photo card should 

coincide with the roll-out of the national administrative system or otherwise 

through regular card replacement. Regions still operating with vouchers 

should also require a photo identification card to use with vouchers. 

A nationally consistent card will mean that transport providers in different 

regions only have to deal with one card. 

Travel should continue to be reimbursed by region in which it occurs, 

including because maximum fare subsidies are based on cost of travel in 

that local area. 
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56. While many regions have adjusted maximum fares, in other regions the maximum fare is

still set at the same level as 2005. This is despite significant increases in the consumer price 

index and taxi fares, partially driven by higher fuel costs. See [Appendix A] for a table of 

current and 2005 maximum subsidised fares. 

57. It is unclear whether in regions where the fares have not changed if the maximum fares

have been reviewed and no change was required, or if there has not been a review. It is 

possible that some regions are reluctant to increase maximum fares due to budgetary 

constraints. 

58. The Guide for Local Authorities sets out a proposed methodology for reviewing the

maximum I fares. However this methodology can be difficult to apply as it requires 

information on the average distance travelled in the region (as measured by the New Zealand 

Household Travel Survey) which may differ between the towns in the region. The methodology 

does not address congestion delays well. 

59. In those regions that have reviewed maximum fares, it appears that different approaches

have been used. Auckland used an economist to undertake an evaluation using a different 

methodology, suggesting that the recommended methodology was not suitable. 

60. Ideally every regional council would use the same methodology that takes into

consideration regional variations. One way of achieving this would be for NZTA or one of the 

larger regional councils to develop a simple model based on an agreed methodology that 

enables regions to simply enter some local data and produce a recommended maximum 

subsided fare that could become part of the Procurement Manual tools. 

61. This approach could result in increases in the maximum fares in some regions if existing

maximum fares are too low. Potentially this could lead to cost increase if the maximum fares 

have not been covering 50% of the fare or have been suppressing demand. 

62. Consequently the desire for a consistent methodology will need to be balanced against

political and budgetary considerations. Regional councils could still adopt a maximum 

subsided fare different from that produced with the agreed methodology provided they clearly 

and transparently state the rationale for the deviation from the agreed approach and get 

NZTA approval. 

63. Such a methodology should take into account:

• Movement in the consumer price index

• Movement in taxi fares

• The average cost of Total Mobility trips

• The percentage of trips above the current maximum fare

• Feedback from scheme members and providers.

64. NZTA could develop a draft methodology and a simple model that could be supplied to

regional councils to enable them to calculate the recommended maximum fare on a three 

yearly basis to align with the National Land Transport Programme process. 

Also, refer section 5.5.3. The current guidelines, which require information from the New Zealand 

Household Travel Survey, adjusted for congestion if it occurs, appear to be rather difficult for many 

regions to apply and consideration should be given to simplifying the requirements. It is 

recommended that the focus be on simplifying the requirements and provide more ‘principles based’ 

guidance, as for many regions there probably isn’t much benefit in going through complex 

calculations. For example, a principle might be that fares should be set to take into account the size of 

the town being serviced (e.g. distance from one side to the other) and likely cost of travel to the town 

centre and community facilities. 
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5.5.3 Charging fares for Total Mobility  

The purpose of the Total Mobility scheme is to provide subsidised taxi fares for people with 

disabilities. Fare policy of the scheme is based on standard taxi fares, with some taxi vans charging a 

slightly higher per kilometre tariff (tariff 2) and a wheelchair hoist payment. 

There are a number of other methods that could be used for charging fares, as set out in Appendix B, 

which could be considered for private hire companies and voluntary organisations (i.e. organisations 

that are not approved taxi organisations and which cannot have a meter without dispensation). The 

setting of maximum fares is discussed in section 5.3.1. 

The NTZA note Transport providers and fares includes the following discussion regarding charging 

fares for Total Mobility: 

Problem statement 

18. The Total Mobility Scheme's purpose is to provide subsidised taxi fares for people with 

disabilities. Fare policy of the scheme is based on standard taxi fares, with some taxi vans 

charging a slightly higher per kilometre tariff (tariff 2) and a wheelchair hoist payment. 

Discussion 

21. The Total Mobility Scheme was designed to provide subsidised taxi fares. Approved Taxi 

Organisations have specific rules for how taxis charge. Fares charged are regularly checked 

through meter calibration when vehicles are inspected. Fare schedules must be notified to the 

NZTA, but NZTA does not have any mandate to refuse or alter fares as the market is seen as 

the best mechanism for setting general taxi fares. Fares are normally made up of a flag fall 

when a journey starts, a per-kilometre rate and a different rate for waiting time. Fares can 

also have a time based component; for example taxis may charge a higher after-midnight 

rate. Taxis are also permitted to charge a pre-quoted point-to-point fare, but must leave the 

meter running and customers can choose to pay the metered fare if it is cheaper. 

22. There is also an additional payment of $10 (GST excl) per hoist user for wheelchair hoist 

vehicles on top of standard fares. This is currently paid to taxi and private hire providers, but 

not volunteer providers. 

23. Because the different components of the fare are transparent, and the meter calculates 

the fare for a particular distance, there is reasonable confidence around taxi fares. 

24. While all providers are required to notify the relevant regional council about their fares, it 

is not clear to what extent regional council's currently influence or approve fares. 

45. There are several possible approaches to fare setting that could become approved 

procurement procedures if analysis shows that they deliver value for money. Some of these 

are set out in Table 7.2. 

NZTA's policy position 

37. NZTA's Guide for Local Authorities provides guidance on calculating maximum fare 

subsidies, but not on what methods of charging are acceptable. Other than using standard 

taxi's fares regional councils have been left to develop approaches independently. The 

Procurement Manual currently requires donations paid for voluntary services to be less than 

average taxi fares, but doesn't provide any other guidance. 

38. While part of the rationale for the 2005 review was to improve national consistency, 

regional variations in approach may be appropriate, provided they meet NZTA procurement 

criteria and are transparent and justifiable. 

39. All providers receiving NZTA funding must be procured in accordance with approved 

procurement procedures designed to obtain best value for money. 

40. There is an expectation that procurement strategies should set out the strategic approach 

regions are taking to Total Mobility, including how providers can join the scheme and how 

fares can be charged. However most procurement strategies do not do this. Having some 

simple guidance on what types of charging were pre-approved procurement procedures could 

make/' this easier for regional councils. 

41. While under the NZTA procurement philosophy regional councils could develop their own 

approaches to charging for Total Mobility, more specific NZTA guidance may be beneficial to 

improve regional consistency, accommodate cross regional travel, reduce inequity and 
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30. Total Mobility fares and charging methods are generally based on standard taxi costs,

with an additional $10 payment made for use of the wheelchair hoist. However, hoist vans 

that provide a critical part of the Total Mobility services have a different cost structure to 

sedans. The differences in cost structure are: 

• Higher vehicle purchase costs

• Higher operating costs

• Hoist installation and maintenance costs (although this is provided for through hoist

installation grants)

• Longer 'dead running' between jobs due to dispersed client base

• A higher proportion of short trips due to the nature of the clientele

31. As a consequence, despite the $10 payment for hoist use, many hoist vehicles often only

remain financially viable because of Special Education School Transport Assistance (SESTA), 

Accident Compensation Corporation or District Health Board (DHB) contracts. These contracts 

also tend to use most of the capacity of the hoist vehicle fleet at certain times of day. This can 

be a barrier to Total Mobility clients who would otherwise use services at these times, for 

example, to travel to tertiary training. 

32. While the total number of hoist vehicles in New Zealand has almost doubled from 164 in

2005 to 314 in 2011/12, there are still some areas which may be underprovided and some 

towns with no hoist vehicles. The national average in 2011/12 was one hoist for every 157 

scheme members. But Auckland has a much higher rate at one hoist per 86 scheme members, 

and Northland has one of the lowest rates at one hoist per 557 scheme members. 

33. A number of hoist providers have looked at different ways of charging as they feel current

taxi fares do not adequately cover their costs. 

34. The wheelchair hoist payment was intended to address the difference in costs, but in order

to be eligible for the $10 hoist payment taxis must not run the meter while loading and 

unloading clients. Consequently many hoist providers feel that they are not any better off. 

NZTA recently changed the basis of this payment to reinstate the original policy intent after it 

was brought to its attention that for some operators $10 per trip was not adequate when they 

had multiple passengers requiring the use of the wheelchair hoist. 

35. Volunteer providers are not currently eligible for wheelchair hoist payments. However the

wheelchair hoist payment is partly to cover operational costs such as maintenance of the hoist 

which voluntary services do incur. Conversely, part of the wheelchair hoist payment is also to 

compensate taxi drivers for the additional amount of time taken to assist wheelchair 

passengers into the van, and as voluntary services cannot pay drivers that part of the hoist 

payment is not applicable. 

36. To address the difference in costs between hoist and non-hoist vehicles, an option would be

to look at differential fares for hoist vehicles. However that would be contrary to the 2005 

review recommendations which sought to place wheelchair hoist users on the same basis as 

other scheme members. 

The existing policy and hoist payment should be retained. The hoist payment appears to be an 

important incentive for transport providers to provide hoist vehicles.  

This incentive is probably most necessary in those areas that are marginal for taxi company operations 

and where volunteer organisations may be required to provide coverage. For this reason it is 

considered that volunteer organisations should be eligible for the full wheelchair hoist payment. 

Volunteer organisations rely on donations and in many ways the full hoist payment could be 

considered a donation to the organisation as no other fares are payable.  

While hoist payment to taxi companies in part covers driver time for volunteer organisations the 

payment would not be for driver time but to provide incentives necessary to ensure coverage of a 

service. There is also an equity argument in that volunteer organisations who provide the same 

services as a taxi company shouldn’t be worse off. There may be some benefit in reviewing the 

regulations around payments to volunteer organisations. 
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▪ Nature of the impairment (physical sensory, intellectual, neurological) - Client 

records in NTMAS 

▪ Number of clients who can use public transport some of the time - Client 

records in NTMAS 

o Provider data  

▪ Number of providers by type (taxi, private hire, voluntary) - Provider records 

in NTMAS 

▪ Number of wheelchair hoist vehicles - Provider records in NTMAS 

▪ Average age of wheelchair host vehicles/hoists -Provider records in NTMAS 

▪ Number of providers who been removed from the scheme due to contract 

breaches/misconduct. - Provider records in NTMAS 

o Assessment agency data  

▪ Number of assessment agencies - Assessment agency contracts 

▪ Cost of assessment/membership of assessment agency - Assessment agency 

contracts 

o Financial performance  

▪ Subsidy (NZTA and local share)  

▪ Lowest and highest subsidy per trip  

▪ Maximum fare subsidy  

▪ Percentage of trips higher than the maximum fare subsidy  

▪ Number of trips  

▪ Costs/number of hoist replacements  

▪ Number of wheelchair hoist flat payments  

▪ Number of wheelchair hoist trips (ie. How many hoist trips carried more than 

one passenger) 

21At present not all regions may be able to provide this information, as they are using paper 

based administrative systems. There will need to be a transitional period for regions to adapt 

systems and to enable uptake on NTMAS. As NTMAS is implemented it will become much easier 

to collect and report on this information as it will become automated. 

22 Frequency of data collection, systems for collection and reporting should be aligned with 

those for public transport more broadly. 

Proposed next steps for quarterly and annual reporting 

o NZTA seek agreement from regions for the key data sets to be collected, recognising 

that not all regions may be able to provide them at this time 

o The desired data sets are fed into the National Total Mobility Administration System 

design process 

o NZTA manuals, systems and processes are amended to reflect the new monitoring 

requirements 

The introduction of the national administration system (NTMAS) will essentially provide all the above 

information on Total Mobility in regions, plus additional information. It is recommended that the NZTA 

ensure that the national administration system is specified to include all the above information and 

standard reports for NZTA to run reports directly on the system. This would provide better and more 

up to date information that TIO can and also reduce the administration requirements for regions to 

enter information in TIO. Those regions without the national administration system would be required 

to submit information to NZTA in the same format as the NZTA reports in the national administration 

system reports. Recommend policies and guidance be updated to reflect this. 
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Appendix A Maximum fares and key factor data 
The following table is incomplete due to lack of readily available information. It is also unclear whether 

the average subsidy per trip might be the fare paid by passengers (there should be a difference 

between two due to maximum fare).Table 6.1 Maximum fares and key factor data 2011/12 

Region Maximum fare 

($)
(a)

 

Avg. subsidy 

per trip ($) 

Number of TM 

clients 

Number of TM 

trips (000)
(d)

 

Total TM 

subsidies ($) 

Northland 15 5.24  35  

Auckland 80 11.79  353  

Waikato 40 6.48  56  

Bay of Plenty 26 10.15  85  

Taranaki 12 5.55  65  

Gisborne 30/50
(b)

 11.80  26  

Hawkes Bay 20 6.78  69  

Horizons 10-20
(c)

 4.34  171  

Whanganui 20 -  -  

Palmerston North 20 -  -  

Taumarunui 20 -  -  

Levin 10 -  -  

Foxton 10 -  -  

Marton 10 -  -  

Feilding 10 -  -  

Wellington 80 15.75  245  

Nelson/Tasman 40? 7 25  32  

Marlborough 40? 4.77  20  

West Coast 30 6.05  ?  

Canterbury 50-70
(c)

 9.26  205  

Christchurch 70 -  -  

Ashburton 50 -  -  

Timaru 60 -  -  

Waimate 60 -  -  

Otago 50 7.98  107  

Southland 50 5.75  54  

Total - -  1,522  

(a) Total Mobility subsidy is up to 50% of maximum fare. 

(b) Special fare to specified locations 

(c) Maximum fare varies by town 

(d) Number of trips from 2010/11 financial year 
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Appendix C Disability Action Plan 
The Office of Disability Issues in the Ministry of Social Development is putting up [or has put up] a 

Cabinet paper seeking cross government transformational actions to be included in the Disability 

Action Plan
17

. The NZ Transport Agency is using this cross government work as an opportunity to 

improve the consistency and administration of the scheme. 

The Disability Action Plan is a response to the UN Convention on the Rights of People with Disabilities 

that the New Zealand Government signed up to in 2008
18

. The Disability Action Plan is seeking 

transformational cross government shared outcomes that will
19

: 

a. Enable Good Lives: Government services and specialist disability supports provide

opportunities for disabled people to have a good life on an equal basis with other

b. Rebuild Christchurch: The rebuild of Christchurch is inclusive of disabled people

c. Employment: Improving the economic participation of disabled people

Transport is seen as a key enabler to help achieve all three themes. Across these three themes there is 

an emphasis on building the resilience of individuals and communities, and applying a disability lens 

to mainstream supports to lessen people's reliance on specialist disability support services. When 

looking at specialist disability supports there is a shift to making these person centred and flexible. 

The Ministries of Health, Education, Social Development and the Accident Compensation Corporation 

are all doing significant work in this space. 

One key idea is that of having one place or person for people with disabilities to go to access 

information about the supports provided by different government agencies and their eligibility, rather 

than needing to approach each agency separately. The Ministry of Health is leading this work. At this 

stage it is not proposed that transport be included  

Currently at least six government agencies, including the NZTA, are providing some transport 

assistance for people with disabilities. There is some confusion, cost shifting, areas of overlap and 

there may be gaps in what is available. There is a need to better understand and coordinate this 

assistance as currently it is fragmented and the criteria for eligibility are unclear. The Public Transport 

Investment Team, as part of the management of the Total Mobility Scheme, have started preparing a 

document, Key messages about Transport assistance for people with disabilities, describing the 

assistance that is currently available. It is intended that this document be provided to regional council 

Total Mobility Coordinators and assessment agencies. 

The Officials group have discussed using the Key Messages document as a base to scope longer term 

work to better coordinate transport assistance for disabled people. Greater coordination could result 

in better provision for individuals and efficiency gains in administration. An example of this is 

eligibility assessments. The Total Mobility Scheme, the Ministries of Health, Social Development, 

Education and the Accident Compensation Corporation have different criteria and assessment 

processes for transport assistance although most people with disabilities will be receiving some 

assistance from a combination of these agencies. Longer term work could look at whether it would be 

17

 This section is based on an extract from the NZTA memo “Update of Total Mobility and cross government work 

on the Disability Action Plan” dated 26 September 2012. 

18

 The Disability Action Plan’s governance strategy includes the Minister for Disability issues, a Ministerial 

Committee, a Chief Executives group and an Officials group. NZTA is involved in the Officials group, Transport is 

represented on the Chief Executives Group by Martin Matthews, Chief Executive of the Ministry of Transport and on 

the Ministerial Group by Hon Simon Bridges, Associate Minister of Transport. 

19

 At this stage actions are Christchurch focused, but earlier discussions highlighted a need to better coordinate the 

whole of government transport spend for people with disabilities to improve their quality of life. 
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possible to make transport assistance more person centred such as through pooling of funding across 

departments. This has the potential to result in an approach that is outside of current legislative and 

administrative settings. 
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everyday 

activities. 

Social disability 

allowance 

To assist with 

extra travel 

costs where a 

partner is In 

residential care. 

People who have 

a partner with a 

disability living 

in residential 

care receive a 

benefit, or 

whose partner 

gets a subsidy 

or who pays 

benefit 

contributes to 

care costs. 

Civilian amputee 

assistance 

To attend an 

Artificial Limb 

Centre. 

People who need 

artificial limbs 

fitted or 

adjusted. 

District health 

boards 

National travel 

assistance 

To travel to see 

specialists. 

People who are 

referred by a 

specialist to see 

another 

specialist. 

The specialist 

must be part of 

the public health 

system. 

Ministry of 

Health 

Residential care 

and support 

subsidies 

For transport to 

health providers. 

People who live 

in residential 

ca e and are 

eligible for the 

subsidy. 

Income and 

asset testing 

apply. 

Vehicle 

medication and 

purchase 

assistance 

To modify (or in 

a few cases 

purchase) a 

vehicle. 

Income and 

asset testing 

apply. 

In some cases 

funding can be 

supplemented 

with grants from 

the Lottery 

Welfare 

Individuals with 

Disabilities 

subcommittee. 

Accident 

Compensation 

Corporation 

Transport 

assistance 

Non-emergency 

treatment costs, 

and to maintain 

employment. 

People who have 

an injury that is 

covered by ACC. 

Types of travel 

are restricted 

and distance (or 

cost for public 

transport) 

criteria apply. 
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D2 Assistance available 

Table 6.4 NZ Transport Agency and regional councils - Total mobility scheme 

What is the Total 

Mobility Scheme? 

The Total Mobility Scheme subsidises 50% of the fare for taxi (and in some case voluntary 

or specialist mobility provider) trips for people who have mobility constraints that prevent 

them from using public transport. The scheme also provides financial assistance to 

operators to install wheelchair hoists and extra payments to the operator for the use of 

the wheelchair hoist. 

The Total Mobility Scheme is administered by regional councils with funding from rates 

and the National Land Transport Programme (Managed by the NZ Transport Agency). The 

scheme was reviewed in 2005 to improve the consistency of how entitlement and 

eligibility were determined across the country. As a result of this review, many regions 

have been making changes to how they administer the scheme. 

What can the Total 

Mobility Scheme be 

used for? 

The Total Mobility Scheme is not restricted to particular types or purposes of trip. Rather 

it is to enable scheme members to be able to participate in normal everyday activities. 

However, there are some specific restrictions on what Total Mobility can be used or. For 

example, it cannot be used for travel costs that would normally be the responsibility of an 

employer. 

The Total Mobility Scheme cannot be used to substitute or supplement in part or in full 

for travel that it the responsibility of other government agencies such as the Ministries of 

Health or Education, District Health Boards or the Accident Compensation Corporation. 

Total Mobility vouchers (or cards) cannot be used on public transport (urban buse trains 

and ferries). 

To manage funding levels some regions may limit the number of vouchers customers are 

able to get per month. The Total Mobility Scheme can be used for—any purpose (unless 

specifically excluded), but Total Mobility customers must cover half the cost of the taxi 

fare themselves. 

What eligibility criteria 

apply? 

Assessment agencies assess people wishing to join the scheme based on the following 

criteria: 

An eligible person must have an impairment that prevents them from undertaking any 

one or more of the following five components of a journey unaccompanied, on a bus train 

or ferry in a safe and dignified manner: 

i. Getting to the place from where the transport departs  

ii. Getting onto the transport 

iii. Riding securely  

iv. Getting off the transport  

V. Getting to the destination  

The impairment must have lasted, or be expected to last more than six months. 

People may be eligible part, but not all the time if their impairment is such that they can 

use public transport some of the time, or on particular journeys.  

Children are eligible provided they are of an age where their peers could be expected to 

travel independently (except in Northland, Waikato and the West Coast'), but travel to 

school is excluded as this is the responsibility of the Ministry of Education.  

People in residential care are eligible (except in Waikato'), although trips that are the 

responsibility of the care provider or another government agency, such as travel to 

medical appointments are excluded. 

The inclusion of children in the Total Mobility Scheme was one of the recommendations 

of the 2005 Review. Regional Councils were given an option to sign up to implement 

these recommendation and received a higher rate of financial assistance. These three 

regions have not yet committed to implementing both phases of recommendations. The 

exception is because the Waikato Regional Council has not signed up to implement this 

recommendation. 

Where can I find out The Total Mobility Scheme: A guide for local authorities and Total Mobility around New 
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more? Zealand, available on the NZ Transport Agency website3 provide further information. 

Information on the Scheme can also be provided by the regional councils. 

Table 6.5 Ministry of Education - Special education school transport Assistance 

What is special 

education school 

transport assistance? 

The Ministry of Education provides transport to school for eligible students who have 

mobility or safety needs that prevent them from traveling independently to and from 

school. 

There are three types of Special Education School Transport Assistance which may be 

provided to eligible students to assist with transport from home to the nearest school or 

setting that is able to meet their special education needs: 

- A place on a school bus; or

- A place on a contracted special education transport service (taxi, minibus or total

mobility vehicle 4); or 

• A conveyance allowance.

Please note total mobility vehicle term here is used to refer to a vehicle equipped with a 

wheelchair hoist, it does not mean that the trip is eligibility for Total Mobility assistance. 

What can special 

education school 

transport assistance be 

used for? 

Special Education School Transport Assistance can be used for travel to and from the 

nearest appropriate school (in the case of students with higher needs this will often not 

be the closest school) and the child's home. Assistance can also be used for travel 

between school and a respite care home or an alternative home address, where formal 

respite or alternative care arrangements have been made at an address other than the 

student's usual home, or in situations of shared custody where the student is resident at 

more than one home address. 

What eligibility criteria 

apply? 

If a student cannot safely access the school bus service, the type of assistance provided 

to eligible students is determined by considering the special educational needs of the 

individual student, the school attended and the availability of places on existing special 

education transport routes. 

Applications are assessed for eligibility and eligible students are granted assistance for 

either a specified period or for as long as the student's circumstances or special 

education needs don't change. 

Where can I find out 

more? 

Parents can apply for Special Education School Transport Assistance by completing an 

application form available from the Ministry of Education's website http://www.minedu 

govt.nz/NZEducation/EducationPolicies/Schools/SchoolOrerations/SchoolTransport.asrx 

or local Special Education Office, and from the Ministry of Education's transport service 

agents. 

Table 6.6 Ministry of Social Development – Disability Allowance 

What is the Disability 

Allowance? 

The Disability Allowance is an allowance for people (including partners and dependent 

children) with disabilities to meet costs that are: 

• regular and ongoing

• a direct result of a disability which is expected to continue for at least 6 months

• additional to, or over and above those costs that a person without a disability would

have 

• not fully funded by another agency such as Health, ACC or other accident insurers,

Education, regional councils; and 

• not a residential care service.

The Disability Allowance cannot be used to cover costs that are funded by another agency 

such as Health and Education. However, in some cases, it maybe available if the costs are 

only partially funded by another agency, such as ACC. People with partially funded costs 

should talk with Work and Income about their circumstances. 
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What eligibility criteria 

apply? 

To qualify for Disability Allowance the person must: 

• meet an income test (people on a benefit will usually qualify) • have a disability that is

likely to last at least 6 months 

• have ongoing, additional costs arising from that disability

• be a New Zealand citizen or permanent resident, who normally lives here.

What can the disability 

allowance be used for? 

Disability Allowance can be paid to assist with any additional costs including transport 

costs such as the following: 

regular travel to and from a health practitioner for supervision or treatment • travel to 

and from counselling 

• additional travel costs incurred because of their disability while undertaking everyday

activities. 

The Disability Allowance cannot be paid for any costs that are fully funded by another 

agency. 

The amount of Disability Allowance paid depends on the extra costs the disabled person 

has because of their disability. The maximum amount payable is a fixed sum set by the 

Ministry of Social Development. 

Where can I find out 

more? 

For more information contact Work and Income either: 

Through their website: http://www.workandincome.govt.nz/ • On the free call number: 

0800 559 009 

Or by visiting your local Work and Income Office. 

Table 6.7 Ministry of Social Development – Special disability allowance 

What is the Special 

Disability Allowance? 

A Special Disability Allowance is a weekly allowance paid to a client living in the 

community to help with extra costs including travel associated with their partner being in 

hospital or residential care when: 

• they are receiving NZ Superannuation, Veterans Pension, Invalids Benefit,

Unemployment Benefit, Sickness Benefit or a related Emergency Benefit and 

the partner is in hospital and receiving a reduced rate of benefit or 

. the partner is in residential care and receives a Residential Care Subsidy. 

Where can I find out 

more? 

For more information contact Work and Income either: 

Through their website: http://www.workandincome.govt.nz/ . On the free call number: 

0800 559 009 

Or by visiting your local Work and Income Office. 

Table 6.8 Ministry of Social Development – Civilian Amputee Assistance 

What is Civilian 

Amputee Assistance? 

Civilian Amputee Assistance helps with the costs including travel that people incur when 

they are required to attend an Artificial Limb Centre to have an artificial limb fitted, 

adjusted or repaired. In some cases assistance can also be provided for the cost of an 

attendant. 

What eligibility criteria 

apply? 

Civilian Amputee Assistance is not income or asset tested. Where can I find out more? 

For more information contact Work and Income either: 

Through their website: http://www.workandincome.govt.nz/ . On the free call number: 

0800 559 009 

Or by visiting your local Work and Income Office. 

Table 6.9 Ministry of Social Development – Other transport assistance 

What other types of 

assistance for travel 

People with disabilities that require one-off assistance for travel costs may be able to 

receive assistance, such as a Special Needs Grant, an Advance Payment of Benefit or 
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costs are provided by 

the Ministry for Social 

Development? 

Recoverable Assistance Payment where: 

• they meet an income and asset test . the travel is immediate and essential 

• they are unable to meet the cost through their own resources or other sources 
(such as funding from other agencies) 

Where can I find out 

more? 

For more information contact Work and Income either: 

• Through their website: http://www.workandincome.govt.nz/ • On the free phone 

number: 0800 559 009 

Or by visiting your local Work and Income Office. 

 

Table 6.10 District health boards – National travel assistance 

What is National Travel 

assistance? 

The National Travel Assistance Policy (NTA) of District Health Boards reimburses the cost 

of travel for eligible clients and their support people to specialist health and disability 

services 

The national travel assistance is for travel to publically funded health or disability 

specialists, and the person must be referred by another publicly funded specialist health 

or disability service. 

What eligibility criteria apply? 

People must be referred by a publicly funded health or disability specialist (not their 

General Practioner or primary health care provider or a private specialist). 

The eligibility criteria are: 

1. For a child under 18 

• Travel per visit over 80 kilometres or more one way 

• attend more than 22 visits in two months 

• attend more than five visits in six months, and travel per visit 25 kilometres or more 

one way 

• hold a Community Service Card and travel per visit 25 kilometres or more one way 

2. For an adult 

• Travel per visit over 350 kilometres or more one way 

• attend more than 22 visits in two months 

• attend more than five visits in six months, and travel per visit 50 kilometres or more 

one way 

• hold a Community Service Card and travel per visit 50 kilometres or more one way 

 

Where can I find out 

more? 

You can speak to your specialist health of disability provider, DHB coordinator or social 

worker or 

Contact the Ministry of Health: 

• Through its website : httl://www.health.govt.nz/vourhealth-topics/healthcare-

services/hospitals-and-specialist-services/travel-assistance 

• On the free phone number: 0800 281 222 (option 2) 

 

Table 6.11 District health boards – Residential Care and support subsidies 

What are the Residential 

Care and Support 

subsidies? 

These are funded by District Health Boards and the Ministry of Health for different eligible 

groups. 

The Ministry of Health centrally funds residential support services for people with 

physical, sensory and intellectual disabilities who are under 65. The Minstry specifies 

what services will be provided for a person, and contracts for these services. 

DHBs fund residential care and support subsidies for people for people with mental 

illness and addictions, and chronic health conditions and people 65 or older and people 

50-64 assessed as having needs similar to older people, who can no longer live 
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independently at home. Generally they will be accommodated in a DHB contracted facility 

such as a rest home or continuing care hospital. 

The Ministry of Health funds residential support subsidies for people under 65 with a 

long-term physical sensory or intellectual disability, a chronic health condition or a 

mental illness or addiction, who is assessed as needing long-term residential care. 

If the person is receiving a benefit and once all other option for care have been explored 

they may receive a government subsidy to access residential services in a home or facility 

contracted by the Ministry or a DHB. 

Most residential care providers are funded to transport for residents to other health 

providers from the care facility for medical appointments. There may also be some 

additional transport assistance for those over 65. People receiving Residential care or 

support subsidies may also be eligible for the Disability Allowance for transport costs not 

covered in their residential contract or by national travel assistance. 

The residential care and support subsidies are not available to people living 

independently in flats, their own home, or in their own unit in a retirement village. 

What eligibility criteria 

apply? 

For residential care people must be needs assessed by the DHB, a care coordinator or a 

needs assessment and service coordination organisation to determine: 

• whether or not the person has a condition that can be reversed;

• whether or not the person can be safely supported in the community; or

• if the person needs long-term residential care indefinitely, what level of care is needed

in a rest home or hospital. 

Those under 65 must be on a benefit to receive the subsidy. 

The Residential Care Subsidy can then be applied for through Work and Income. Access to 

the Residential Care Subsidy is subject to income and asset testing by Work and Income. 

People over 65 receiving the Residential Care Subsidy make a contribution to the cost of 

their care from their Superannuation. 

People over 65 assessed as not el gible for the Residential Care Subsidy may still receive a 

top up of the cost of living in a residential care facility. 

Where can / find out 

more? 

Contact the Ministry of Health: 

• Through its website : http://www.health.govt.nz/our-work/life-stacies/healtholder-

peorle/long-term residential-care 

On the free phone number: 0800281 222 

Or contact your local Work and Income New Zealand Office 

Table 6.12 District health boards – Vehicle modification and vehicle purchase assistance 

What is vehicle 

modification and 

vehicle purchase 

assistance? 

The Ministry of Health, through Disability Support Services, funds Equipment and 

Modification Services for eligible people of all ages, including modifications to vehicles 

and very limited vehicle purchase assistance for those who meet access and eligibility 

criteria. Maximum amounts of funding are available for both modifications to a vehicle 

and for the purchase of a vehicle and funding can only be applied for following an 

assessment by a suitably qualified occupational therapist. 

What eligibility criteria 

apply?  

Vehicle Modification 

Funding for vehicle modifications will be considered for disabled drivers (1 6 years and 

over) where it is essential for the person to have a modified vehicle to do one of the 

following and no other viable options are available to them: 

get to/from or undertake their full time employment 

get to/from tertiary education or vocational training 

• undertake their role as the main carer of a dependent child or children

Examples of modifications include hand controls, seating, ramps or hoists and safe ways 

of transporting a wheelchair. The person must be the intended driver of the vehicle, have 

a minimum of a Learner Licence to drive a vehicle and either own the vehicle (or intend to 

purchase a vehicle) or be an employee of an organisation that provides a vehicle for their 
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use. 

Additional support is available for disabled passengers 16 years and over where they: 

. are a passenger who is unable to drive because of their disability 

• need a modified vehicle to travel safely to meet their full time employment or

educational requirements (as above), and 

• have no other viable options are available to them. They must always have someone

who is available to drive the vehicle for them. 

Funding for vehicle modifications will be considered for families of disabled children aged 

15 years or under if the modifications are essential for the safe travel of their child. 

Examples of modifications are safety restraints, ramps or hoists and safe ways of 

transporting wheelchairs. 

The vehicle must be owned by: 

• a family or whanau member who is the main carer of the child and lives with them full-

time. 

• a foster family member who is the main carer of the child on a long term basis i.e. a

minimum of 2-3 years. 

• Child, Youth and Family, if this service has provided a vehicle for a child so that a foster

family can transport a disabled foster child in their care. 

Vehicle Purchase 

When access to alternative transport is not a viable option, a disabled person (1 6 years 

or over) may be able to receive a one off grant up to a maximum set by the Ministry of 

Health towards the purchase of a vehicle to be modified. To qualify for assistance, they 

must need a vehicle to get to and from their work, tertiary study or vocational training, or 

fulfil their role as main carer of a dependent child who lives with them. 

The availability of this funding will depend on the person's financial situation (they and 

any partner or spouse will need to have an income and cash asset test carried out by 

Work and income), as well as their reasons for needing a vehicle. 

In some cases the Individuals with Disabilities Subcommittee, Lottery Grants Board may 

provide some funding for vehicle purchase and modifications instead of or in addition to 

funding available from the Ministry of Health 

Where can I find out 

more? 

More information can be found from the Ministry of Health: 

• Through their webs ite: http://www. health.govt.nz/yourhealth-

topics/djsabilityservices/equipment-a nd-modification-services 

On its free phone number: 0800 281 222 

Table 6.13 Accident Compensation Corporation – Transport assistance 

What is Accident 

Compensation 

Corporation (ACC) 

transport assistance? 

ACC pays non-emergency transport costs associated with treatment for people who have 

been injured as a result of an accident, and to enable people injured as a result of an 

accident to maintain employment. 

What can ACC transport 

assistance be used for? 

The transport must be necessary and appropriate because of the nature of the client's 

injury. 

The client must have cover for the injury for which the service or treatment is being 

provided. 

The purpose of the travel is to get to rehabilitation services, to receive treatment or be 

assessed and to get to work to maintain employment. 

What eligibility criteria 

apply? 

The travel from the start to the nearest appropriate rehabilitation provider, must exceed 

20km in a single, one-way trip within 14 days of the injury, or more than 80km in total in 

one calendar month. 

When travelling by scheduled public transport the cost of the transport must be more 
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than $46 within the calendar month or the client must have prior approval. 

Travel must be for: 

• Emergency transport of injured person and escort within 24 hours of the injury (or the

person with the injury being found) 

Non-emergency transport (non-ambulance) prior to admission Emergency transport of 

injured person and escort within 24 hours 

• Inter-hospital transfers within 24 hours because of specialist treatment requirements

(i.e. specialist level of treatment required that is not normally available at DHB) 

• Non-emergency transport for the injured person (and family/support person) to travel

to and from the DHB for treatment at medical outpatients (after a 6 week period following 

admission to hospital, within this six week period it is covered by the DHB) and non-

medical outpatient services. 

• Non-emergency transport and other travel assistance for injured person (and support

person/escort) for hospital visits associated with elective admissions 

Where can I find out 

more? 

Contact your local ACC Office for more information 
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Appendix E Total Mobility sections from the guidelines for the 
development of regional public transport plans 
 

5.1 Description of services 

… 

In addition to conventional public transport services, the RPTP must also include the taxi or shuttle 

services that it intends to provide financial assistance to (including Total Mobility schemes)  

The level of detail provided about Total Mobility will need to be considered to give a clear idea of what 

is intended, but provide sufficient flexibility. As a minimum the RPTP should state the areas of 

operation, any exemptions to 24 hour operation, eligibility criteria (as described in the Ministry of 

Transport Total Mobility Review) and discount levels available for total mobility schemes or any other 

subsided taxi and shuttle based services. NZTA recommends that included here is a statement about 

how and when the recommendations of the Ministry of Transport Total Mobility Review have or will be 

implemented. 

… 

5.2 Assisting the transport disadvantaged  

… 

5.2.1 Total Mobility Services 

The Total Mobility Scheme is one way that the needs of some transport disadvantaged people can be 

met. 

The RPTP must include Total Mobility, consistent with the information provided in these guidelines.  

The Total Mobility Scheme provides a subsidised taxi service for disabled people with serious mobility 

constraints by way of taxi vouchers that provide a discount of 50 percent off the normal taxi fare. The 

scheme also provides funding to purchase and install wheelchair hoists in taxi vans. The purpose of 

the scheme is ‘to assist eligible people with impairments to access appropriate transport to enhance 

their community participation. This assistance is provided in the form of subsidised door-to-door 

transport services wherever transport providers operate’.  

Eligibility criteria  

To qualify for Total Mobility assistance people must meet eligibility criteria, these criteria are 

nationally consistent to ensure equity for all scheme users. An eligible person must have an 

impairment that prevents them from undertaking any one or more of the following five components of 

a journey unaccompanied, on a bus, train or ferry in a safe and dignified manner:  

1. Getting to the place where the transport departs  

2. Getting onto the transport  

3. Riding securely  

4. Getting off the transport  

5. getting to the destination  

People with impairments who meet the criteria for the scheme and are able to use bus, train or ferry 

services some of the time, but not all of the time, should be eligible for the scheme (e.g. people with 

impairments such as epilepsy or arthritis).  
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People who meet the criteria for the scheme and have an impairment that has lasted or is expected to 

last for six months or more should be eligible for the scheme. 

… 

5.4 Public transport service policies 

… 

5.4.2 National Total Mobility Policy 

All policies contained within the RPTP must be consistent with the following national policies: 

• The fare subsidy is set at 50% for all trips.

• The scheme has no minimum fare threshold.

• There are no restrictions on the purpose of the trip for the scheme, except at the discretion of

the regional council where this trip should be the responsibility of another government

agency, such as the Ministries of Education, Health or Social Development.

• One of the main methods of managing Total Mobility expenditure is through the establishment

of a maximum subsidised fare. The maximum subsidised fare must be negotiated with NZTA,

taking into account the New Zealand Travel Survey and must be reviewed every three years.

There is no minimum fare threshold and town boundary restrictions should not apply.

• Any review of the RPTP should include investigations into the potential for other types of

transport providers to participate in the scheme. The review process should also consider the

inclusion of contracting taxi services operating in areas that are not currently covered by the

Total Mobility

Scheme, although this will be subject to local willingness to contribute to the scheme through property 

rates or other means.  

Further information on these policies is provided in the Total Mobility Scheme – A Guide for local 

authorities.  

The RPTP should include a policy for procuring the equipment required for wheelchair accessible taxis. 
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Appendix F Contract and terms and conditions from Greater 
Wellington Regional Council 
The following sample contracts and terms and conditions have been provided by Greater Wellington 

Regional Council. Please note formatting has been modified for the purpose of this report. 

F1 Client terms and conditions (March 2013) 

General 

1. The Total Mobility Scheme (the Scheme) provides subsidised transport via taxi or specialist 

private hire services for people who cannot manage public transport due to their permanent 

disability or impairment. The Scheme is administered by Greater Wellington Regional Council 

(GW).  

2. By accepting and using your Scheme photo identification card (photo ID card) and/or using 

any Scheme vouchers, you are agreeing to these terms and conditions as varied from time to 

time. Please read them carefully and keep this form for your records  

3. If you fail to adhere to these terms and conditions, knowingly provide misleading or false 

information with respect to the Scheme, or fail to notify GW of any misuse of the Scheme, you 

risk cancellation of your photo ID card and/or withdrawal of the Scheme benefits and may, at 

the option of GW, face legal proceedings. 

Conditions of Use 

4. You must be a current registered member of the Scheme. 

5. You must not allow anyone else to use your photo ID card  

6. You must notify GW if you lose or misplace your photo ID card, or when you are aware or 

suspect your photo ID card is being used by someone other than yourself. 

7. Transport must be booked through a registered transport operator unless you are taking a 

registered transport operators taxi off of a taxi stand. A list of registered transport operators 

is provided over the page with these terms and conditions.   

8. You are not permitted to make direct arrangements with, or contact individual drivers to book 

your travel unless you are arranging a return trip with the driver initially sent to you by the 

registered transport operator.   

9. If your transport is being provided by a family member (including extended family) or a close 

associate, then the Scheme is not able to be used. For example; if your husband, wife or 

family friend is a taxi driver and you travel in their taxi, you cannot use the Scheme to reduce 

the amount of any fare that is charged. If you wish to use the Scheme then you must use 

another driver who is not a family member or close associate, from a registered transport 

operator.    

10. You must show your photo ID card to the driver at the start of every trip. Failure to do so may 

result in you having to pay the full fare.   

11. You must ensure the driver returns your photo ID card at the completion of each one way trip. 

Never leave your photo ID card with a driver.  
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12. If your travel is being paid for or part-paid for by an organisation other than GW then your

travel may not be eligible for the Scheme. In these instances you must contact GW on 04 801

7000 to discuss your travel requirements.

13. You may not use the Scheme for any travel in the course of your employment, or self-

employment where the cost could be considered a business expense of yours, or your

employers.

14. The maximum allowable period of waiting time that you may ask a driver to wait for you (that

is whilst not travelling and not in traffic) to conduct your business either inside or outside the

vehicle during any one trip is 5 minutes.

15. You must remain present in the vehicle for the entire duration of your trip, except where you

have requested a driver to wait up to a maximum of 5 minutes for you whilst you conduct your

business.

16. You must pay your share of the fare before exiting the vehicle.  The maximum amount that

GW will pay is 50% of the total fare or $40.00, whichever is the lesser amount. Where your fare

is payable on account by invoice, then the invoice must be presented to you by the registered

transport operator, and not any individual driver.

17. You must obtain a receipt from the driver, and check that the amount you have paid is shown

on the receipt. If the receipt amount shows more than you have paid, please contact GW on 04

801 7000 for advice.

18. You may take travelling companions with you when you travel, but you must remain with your

companions for the entire duration of the trip that is being paid for using the Scheme

19. You must meet all requirements of any regional council in whose geographical area you travel;

including any requirement to use Scheme vouchers. You are responsible for ensuring you have

vouchers for travel outside the region. Vouchers can be obtained by calling 04 801 7000.

20. You must advise GW by calling 04 801 7000 if any of the following occur:

a. Your photo ID card is lost or stolen

b. Your address changes

c. Your circumstances change, for example; you require the ongoing use of a wheelchair

accessible vehicle rather than a standard car

d. There is any other change of circumstances that may affect your eligibility for the

Scheme

e You are aware of any misuse or potential misuse of the Scheme

21 Under the Privacy Act 1993, you have the right to access your personal information held by

GW. You are also entitled to request information about you to be corrected. Only GW Total

Mobility staff and supporting agency staff will have access to personal information. This may

however be shared with the New Zealand Transport Agency or Audit New Zealand if audits of

the Scheme are conducted.

22. GW may change, at any time and without prior notice, these Client Terms and Conditions of

Use.  The current version of these Client Terms and Conditions of Use will be maintained on

the GW website.  GW is not obliged to notify you of any changes.  We recommend you review

the GW website from time to time for changes.

Registered Transport Operators 
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Not all transport operators are eligible to provide Scheme services. 

To receive the Scheme discount you must use one of the following transport operators in the list on 

this page, or at the following website address: http://www.gw.govt.nz/total-mobility-operators/. 

Transport Operator Phone 

Airport & City Shuttles 04 977 7406 

Driving Miss Daisy 0800 948 432 

Hutt & City Taxis Ltd 04 570 0057 

Kiwi Cabs Ltd 04 389 9999 

Masterton Radio Taxis Ltd 06 378 2555 

Overland Taxis Ltd (Porirua) 04 237 9999 

Paraparaumu Taxis Ltd 04 296 1111 

Porirua Taxis Marketing Ltd 04 237 6099 

Rideshop Ltd (Masterton) 06 377 4231 

Wellington Combined Taxis Ltd 04 384 4444 

Need more information? 

Please contact the GW Total Mobility team on 04 801 7000. 

Frequently asked questions 

Are wheelchair accessible vans covered by Total Mobility? 

Yes. 

Can I travel with a companion? 

Yes. 

How do I use my Total Mobility photo identification card? 

You must show your Total Mobility photo ID card to the driver every time you use a Total Mobility 

service. The driver will check your identification at the start of the trip and calculate your share of the 

fare at the end of the trip. Make sure you get your card back before leaving the vehicle. 

Can my caregiver do the shopping and use my Total Mobility photo identification card? 

No, only members of the Total Mobility Scheme can use Total Mobility services. 

Can I use Total Mobility outside the Wellington region? 

Yes, you will need to phone 04 801 7000 at least 7 days prior to your travel for a supply of Total 

Mobility vouchers to use while outside the region.  

What if my Total Mobility photo identification card is lost or stolen? 

You will need to phone 04 801 7000 for a new card.  You don’t need to send us a new photo but you 

may be charged a replacement card fee. 

Can I use my Total Mobility photo identification card in any taxi? 

No, not all taxi, shuttle of private hire services provide Total Mobility services.  Please call one of the 

registered transport operators listed opposite, or listed on our website at 

http://www.gw.govt.nz/total-mobility-operators/ 

Why do I need a receipt from the driver? 
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Issuance of a receipt ensures that neither you nor GW is charged the incorrect fare.  Please check that 

the amount on the receipt is the amount you have paid - If you are unsure about the amounts 

appearing on your receipt, or if the total amount differs from the amount shown on the taxi-meter or a 

pre-agreed fare then please phone 04 801 7000 for advice.    
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F2 Driver terms and conditions (March 2013) 

Total Mobility Scheme: Driver Terms and Conditions of Access 

1. General

a. The Total Mobility Scheme (the Scheme) provides subsidised transport by taxi (Approved

Taxi Operators) or specialist private hire service providers (Private Hire Service Providers)

for people who cannot manage public transport due to their permanent disability or

impairment (Scheme Client). This means Scheme Client’s receive subsidised fares.

b. The Scheme is administered and monitored in the Wellington region by Greater Wellington

Regional Council (GWRC).  Approved Taxi Operators and Private Hire Service Providers (in

each case, the "Transport Operator") and accordingly their Drivers must comply with the

contract relating to the Scheme between the GWRC and the Transport Operator.  The

terms of that contract prevail over these Total Mobility Scheme: Driver Terms and

Conditions of Access in the event of any inconsistency.

c. Each time a Scheme Client travels using the Scheme, a trip (Trip) is recorded in GWRC’s

Total Mobility Electronic System (TMES). Unless the Transport Operator is otherwise

notified, the maximum amount that GWRC will pay towards a single Trip is 50% of the

total fare (which for private hire services means the “agreed cost of travel” under the

Transport Operator contract) payable for the Trip or $40, whichever is the lesser amount

(Subsidy).

d. In accordance with Section 11 of these Driver Terms and Conditions of Access, GWRC

reserves the right to vary the terms of the Subsidy and any aspect of the Driver Terms and

Conditions of Access at any time and at its sole discretion.

e. The Transport Operator's claim for the Subsidy through the use of the TMES, and any

manual vouchers processed, can only be made subject to your compliance with these

Driver Terms and Conditions of Access.

f. You may not discount the fare payable by the Scheme Client. The fare payable by the

Scheme Client must be calculated with the in-taxi meter in accordance with the fare

schedule you are bound by, or in the case of Private Hire Service Provider, the pre-agreed

fare.

g. The TMES is maintained daily, ie new Scheme Clients are added, new electronic photo

identification smartcards (Photo ID Cards) issued by GWRC, and lost Photo ID Cards hot-

listed. It is very important that your in-vehicle payment terminal (TMES Equipment)

recognises these daily changes – therefore you must log off your TMES Equipment daily

and log on at the start of each new shift in order to recognise new and updated Photo ID

Cards. Note that Photo ID Cards do not have an expiry date.

h. GWRC reserves the right to withhold payment of any Subsidy to a Transport Operator if it

considers a failure to comply with these Driver Terms and Conditions of Access has

occurred.  GWRC does not pay the subsidy to the Driver and Driver payment is a matter

between the Transport Operator and the Driver.

i. You should be aware that failure to comply with these Driver Terms and Conditions of

Access may result in you permanently being removed from access to the Scheme.

j. You should also be aware that deliberate input of incorrect information into TMES

systems, misuse of a Scheme Client's electronic Photo ID Card or any other misuse or
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abuse of the Scheme may result in legal proceedings being brought against you, and 

recovery of any Subsidies paid to you or the Transport Operator.  

k. Please note also that acceptance by signature of these Driver Terms and Conditions of

Access is mandatory if you wish to access the Scheme.  Your signature at the bottom of

this form acknowledges this and is your undertaking to abide by the Driver Terms and

Conditions of Access.

l. GWRC reserves the right to undertake any investigation method it considers necessary in

order to verify the authenticity of any Trip or Subsidy claim. This includes accessing any

records held by you or any company that you are employed by, contract to or are a

shareholder / director of.

m. GWRC expects drivers to offer a level of service which enables people with disabilities to

safely manage their travel such as opening car or van doors to assist them in and out of

the vehicle, and to minimise the walking distance from vehicle to destination where

possible.

n. A maximum waiting time of five (5) minutes spent with the meter on after the Scheme

Client has entered the vehicle and the Trip has commenced is permitted in the course of a

single Trip (Waiting Time). Waiting Time is further explained in Section 4 of these Driver

Terms and Conditions of Access.

o. All Trips recorded in the TMES are to be single one-way Trips, where the origin and

destination are two separate locations. Time spent between the completion of one Trip

and commencement of another for the same Scheme Client cannot be considered as

Waiting Time. Recording of Trips is explained further in Sections 2 and 4 of these Driver

Terms and Conditions of Access.

2. Before you undertake a Trip for a Total Mobility Scheme Client

a. You must ensure the Scheme Client has a Photo ID Card before commencing any Trip.

b. You will not undertake Trips for a Scheme Client where either the Scheme Client has

contacted you directly in any form other than as described in Section 2(c) of these Driver

Terms and Conditions of Access; or where you have contacted the Scheme Client directly.

c. Other than as described in Section 2(d) of these Driver Terms and Conditions of Access, all

Trips for a Scheme Client must be allocated to you through booking and dispatch systems

in place w th the Transport Operator you are employed by, contract to or are a

shareholder/director of (Allocated Trip), except where you have completed an Allocated

Trip and the Scheme Client requests a return trip on the same day from you (a Return

Trip). A Return Trip is limited to one (1) Trip per Scheme Client per day.

d. You may undertake Trips for a Scheme Client where the Scheme Client has hailed you

from a designated taxi stand (Hailed Trip), but not any other location other than the

Allocated Trip or Return Trip pick-up address.

e. Under no circumstances must a Trip be entered into TMES when another organisation (in

other words, not the Scheme Client) is paying for the travel, for example: a rest home, the

Accident Compensation Corporation, or Workbridge etc. In other words, if the Scheme

Client is not paying for the Trip, they are not able to use the Scheme. This means that you

are not able to claim a Subsidy against the Scheme including any extra payments for use

of a wheelchair hoist (Hoist Fee). Where you are presented with a GWRC Supported User

voucher other rules apply, see Section 8 of these Driver Terms and Conditions of Access.
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f. Under no circumstances must a Trip ever be entered into TMES where a Trip has not 

occurred.  

g. The Scheme Client must always be present in your vehicle, except where Waiting Time as 

described in Sections 1 and 4 of these Driver Terms and Conditions of Access occurs. This 

means:  

i. You may not act as a courier to pick up parcels, family members or friends etc 

without the Scheme Client present in your vehicle; 

ii. Your Subsidy may only be claimed for the portion of travel the Scheme Client was 

in the vehicle. For example you may not pick up a non-Scheme client at point A, 

proceed to point B to pick up the Scheme Client and then claim a Subsidy for the 

entire journey once you reach the destination. 

3. Accepting and processing Total Mobility Scheme Clients’ electronic Photo ID Cards 

a. You must check the photo on the Photo ID Card to ensure the correct Scheme Client is 

using the Photo ID Card. 

b. If a Scheme Client does not present their Photo ID Card, they are not eligible for a Subsidy 

and you are not able to claim a Subsidy through the Scheme (this includes any manual 

claim). This applies to any Scheme Clients from other parts of the country, who will have a 

Photo ID Card issued by their relevant Regional Council  In some circumstances their 

Photo ID Card may not be electronic and if so they will also need to present a voucher.  

c. You must not keep a Scheme Client's Photo ID Card in your possession under any 

circumstances and you must return it to the Scheme Client at the end of each Trip. 

d. Only one Photo ID Card can be used per Trip to claim the Subsidy regardless of how many 

Scheme Clients are travelling – see Section 7 of these Driver Terms and Conditions of 

Access for conditions in relation to payment of Hoist Fees when either one or more 

Scheme Clients are travelling in wheelchairs.  

4. Completing and recording the Trip 

a. The GWRC Scheme Client’s Photo ID Card must be ‘tagged’ by holding it to the smart card 

reader on the TMES Equipment at the start of the Trip. This action registers the Trip start 

time, and verifies that the Photo ID Card is valid.  

b. If the Photo ID Card is not recognised as valid by the TMES Equipment you must return the 

Photo ID Card to the Scheme Client and advise them to contact GWRC (GWRC’s contact 

telephone number is printed on the Photo ID Card). The Scheme Client will be required to 

pay a full fare if their Photo ID Card is invalid.  

Note: to be sure a Photo ID Card is not valid, you must have logged on your TMES 

Equipment that day as described in Section 1 of these Driver Terms and Conditions of 

Access. 

c. As described in Section 1 of these Driver Terms and Conditions of Access, Waiting Time en 

route to a destination is limited to a maximum of five (5) minutes; therefore any time 

spent waiting for a longer period will require the completion of separate Trips. If you 

choose to provide extra assistance to Scheme Clients such as taking groceries to their 

door or waiting for a period greater than five (5) minutes then you must do this in your 

own time, and not at a cost to the Scheme by claiming a Subsidy that includes allowance 

for the time spent providing that extra assistance.  
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d. The meter must be closed immediately on the completion of each Trip, with fare 

calculation taking place in accordance with the fare schedule you are bound by (or in the 

case of a Private Hire Service Provider, the pre-agreed fare) whilst the Scheme Client is in 

the Vehicle.   

e. The meter is not to record any time after reaching the destination; in other words any time 

spent unloading any passenger luggage or deploying a wheelchair hoist is not to be 

included in any fare calculation. 

Note: any time spent at the destination is not considered Waiting Time. 

f. On calculation of the fare you must then enter Trip, fare, origin zone and destination zone 

information into the TMES Equipment whilst the Scheme Client is in the Vehicle.   

g. You must issue a receipt at the end of each journey and return the Photo ID Card to the 

Scheme Client. Note this also applies when a Scheme Client has requested a Return Trip, 

where two separate receipts will be issued – one each for the Allocated Trip and Return 

Trip. 

h. No extra charges are to be imposed (or Subsidy claimed) for transporting walking frames, 

manual wheelchairs or additional passengers other than those published in any fare 

schedule you are bound by. 

i. The Scheme Client must pay 50% of the total fare together with any amount that exceeds 

the Subsidy. 

j. If you realise you have entered a fare amount into the TMES Equipment incorrectly and it is 

too late to cancel the transaction and re-enter it, you must notify your Transport Operator 

administrator to correct the error as soon as possible.  

5. What to do if your TMES Equipment does not work 

a. In the event that your TMES Equipment fails you must follow the steps detailed in 

Appendix 1 of these Driver Terms and Conditions of Access. 

6. Carriage of your own family members or close associates 

a. You may not claim any Subsidy if transporting any of your own family members or close 

associates. In other words, when transporting a family member or close associate who is a 

Scheme Client, payment of the total fare is a matter between you, and not something the 

Scheme is there to subsidise.  

b. In this context, a family member or close associate is a person who is part of a group of 

people affiliated through a shared relationship, affinity, or co-residence. This includes 

extended family. 

7. Payment of Hoist Fees (GWRC Registered Wheelchair Hoist Equipped Vehicle Operators only) 

a. A Hoist Fee may only be claimed by the Driver under the Scheme where: 

i. The Scheme Client has a Photo ID Card; and requires the use of a wheelchair hoist 

to get into the vehicle; and 

ii. The Driver uses a wheelchair hoist equipped vehicle certified and registered with 

GWRC under the Scheme. 

iii. The fare calculated does not include any time spent assisting the Scheme Client 

out of the vehicle on completion of the Trip.  
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b. Additional Hoist Fees may be charged by the Driver when two or more Scheme Clients 

require use of a wheelchair hoist during the course of one Trip. Each wheelchair hoist 

using Scheme Client must present their Photo ID Card - the process used to record this in 

the TMES Equipment is detailed in Appendix 2 of these Driver Terms and Conditions of 

Access. 

c. If a Scheme Client does not require a wheelchair hoist equipped vehicle but you are 

providing their transport with one you are not able to claim a Hoist Fee should you deploy 

the hoist. For example;  

i. A Scheme Client has ordered a standard sedan but a GWRC registered wheelchair 

hoist van has been sent and the hoist deployed because the Scheme Client has 

difficulty using the steps up into the van. Because a standard sedan would have 

met their needs, a Hoist Fee can not be claimed. 

8. Auckland Region Photo ID Cards 

a. Total Mobility clients from the Auckland region will also present an electronic Photo ID 

Card. This Photo ID Card can be processed via the magnetic stripe reader (not the smart 

card reader) on your TMES Equipment.  

9. Paper vouchers from other regions  

a. There are two types of vouchers which must be accepted: 

i. Other region vouchers - Scheme Clients from other regions outside of Wellington 

and Auckland visiting Wellington will present vouchers issued by their region as 

well as their Photo ID Card. These vouchers entitle the user to the same Subsidy 

as a local Scheme Client. You must ensure that you record the client’s name and 

Total Mobility ID Card number on the voucher if the Scheme Client has not done 

so. 

ii. GWRC vouchers for Supported Users (Blue Vouchers) - these vouchers allow the 

Scheme Client to travel without paying a fare. The Subsidy remains at 50% of the 

total fare payable for the Trip or $40, whichever is the lesser amount.  

10. Rules for Scheme Clients you must be aware of 

a. Scheme Clients are not permitted to present their Photo ID Cards for business related 

travel ie: employer paid Trips. If you are aware that this is occuring and wish to avoid 

conflict with a Scheme Client you may accept the Photo ID Card, but are requested to 

contact GWRC on 04 801 7000 with the Scheme Client's Photo ID Card and fare details. 

b. If you become aware that a Scheme Client's travel is subsidised by any other means then 

you are requested to contact GWRC on 04 801 7000 with the Scheme Client's Photo ID 

Card and fare details. 

c. Scheme Clients are required to undertake their Trips as soon as possible after any pre-

arranged Trip commencement time, to avoid any unnecessary waiting. Please advise GWRC 

on 04 801 7000 if your experience is that any Scheme Client does keep you waiting an 

unreasonable amount of time beyond pre-arranged Trip commencement time.  

Please note that any information provided to GWRC will be treated in the strictest confidence. 

11. Changes to and benefit of these Terms and Conditions 

a. GWRC may vary, at any time, upon prior notice (either to you directly or the Transport 

Operator you contract to) these Driver Terms and Conditions.  You are not obliged to 
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accept these changes but if you continue to transport Scheme Clients subsequent to any 

changes to Terms and Conditions then you will be deemed to have accepted those 

changes. 

b. These ‘Total Mobility Scheme: Driver Terms and Conditions of Access’ are intended to be 

for the benefit of, and enforceable by, Greater Wellington Regional Council and your 

Transport Operator for the purposes of the Contracts (Privity) Act 1982. 

12. Declaration 

I ……………………………………………..(Driver or Driver Entity Name) have read and understood 

these Total Mobility Scheme; Driver Terms and Conditions of Access (together with any variations 

notified to me by GWRC) and agree to abide by them.  

I understand that failure to adhere to the Total Mobility Scheme; Driver Terms and Conditions of 

Access or my misuse of the Scheme may result in my access to the Total Mobility Scheme and/or 

that of the Transport Operator I contract to being permanently withdrawn by GWRC.  

I also understand that my failure to adhere to the Total Mobility Scheme; Driver Terms and 

Conditions of Access or my misuse of the Scheme may also result in GWRC reporting my actions to 

the New Zealand Police, and the New Zealand Transport Agency or any successor organisations, 

which may result in legal proceedings being brought against me and/or the Transport Operator I 

contract to.    

Driver Signature…………………………………………………. Date …………………… 

(where the Driver is not an individual these terms and conditions must identify the name of the 

Driver entity and be signed by a director or authorised signatory of such Driver entity) 

Driver Unique ID………………………………………. 

 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Lawrence Planning Associates Ltd 

62 

Appendix 1 – Manual Back-up Process 

Appendix 2 – Processing of Multiple Hoist Fees per Trip 

Start

Scheme Client(s) 

enters vehicle 

Driver checks the 

photo on the Photo ID 

Card to ensure the 

correct Scheme Client 

is using the card. 

Driver tags Photo ID 

Card, but TMES 

Equipment fails to 

operate

IF a TMES Equipment 

fault is established 

then the Scheme 

Client is not to be 

inconvenienced – 

Driver takes Scheme 

Client to destination

Driver stops taxi meter 

and calculates fare (or 

in the case of a private 

hire service, the pre-

agreed fare)

End

On reaching the 

destination Driver 

manually calculates 

the Scheme Clients 

contribution being 

either 50% of the total 

fare payable for the 

Trip or $40, whichever 

is the lesser amount

Whilst the Scheme 

Client is still in the 

vehicle Driver advises 

Scheme Client details 

and fare information to 

dispatcher or 

administrator

Driver makes 

arrangements for 

repair or swap-out of 

the TMES Equipment

If the Trip undertaken is for wheelchair hoist dependant 

Scheme Clients and you are using a wheelchair hoist, 

advise the number of wheelchair hoist dependant 

Scheme Clients travelling to your dispatcher or 

administrator in order to claim a Hoist Fee(s)

Scheme Client pays 

share of fare and 

Driver issues manual 

receipt

Note that the message ‘Card Invalid’ does not mean that the TMES 

Equipment is faulty – but it may be that the TMES Equipment has not 

been logged on correctly. In this case the Driver should log off and log 

on the TMES Equipment. A repeated ‘Card Invalid’ message will 

require the Client to pay full fare. If this is not the case and the TMES 

Equipment is faulty then the Client still qualifies for a discounted fare

Start

Scheme Client(s) 

requiring the use of 

wheelchair hoist is 

assisted into 

wheelchair hoist 

equipped vehicle

After the Scheme 

Client has been 

assisted into the 

vehicle, Driver tags 

Photo ID Card or 

swipes card on TMES 

Equipment, and starts 

taxi meter if meter is 

present

Driver takes Scheme 

Client to destination

Driver stops taxi meter 

and calculates fare (or 

charges any pre-

agreed fare if a private 

hire service) for input 

into TMES Equipment, 

and enters ‘Y’ when 

prompted for claim of 

a Hoist Fee

Scheme Client pays 

share of fare and 

Driver issues receipt
End

TMES Equipment 

automatically sends 

transaction information 

to switching provider

 (Smartpay)

Switching provider 

exports transaction 

data directly to TMES 

Transaction recorded 

in TMES the following 

business day, for any 

analysis by Greater 

Wellington

If a second and any subsequent wheelchair 

hoist using client is present, the Driver will 

process the Photo ID Card on the TMES 

Equipment, repeat entry of same Trip details 

and then close the transaction by entering a 

one (1) cent fare amount, and entering ‘Y’ 

when prompted for claim of a Hoist Fee. This 

process is repeated for any subsequent 

Scheme Client. Note: No payment of the one 

cent fare amount is required from the second 

or subsequent Scheme Client. RELE
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F3 Transport operator standard contract (March 2013) 

Agreement for the Provision of Total Mobility Transport 

Services  

Between  

Greater Wellington Regional Council 

And 

<name> 

Contract PT <number> 

Contents 

1. Purpose ...................................................................................................... ....................................................................  

2. Definitions and interpretation ...............................................................................................................................  

3. Nature of the Agreement .........................................................................................................................................  

4. Contractor obligations................................................. ... ........................................................................................  

5. Variations .......................................................................................................................................................................  

6. Greater Wellington's obligations ......... ... ..........................................................................................................  

7. Health and safety ........................................................................................................................................................  

8. Payments ........................................................................................................................................................................  

9. Indemnity and Insurance .........................................................................................................................................  

10. Operational and Administrative Audits .............................................................................................................  

11. Information ...................................................................................................................................................................  

12. Confidentiality .............................................................................................................................................................  

13. The Total Mobility Electronic System .................................................................................................................  

14. Force Majeure ...............................................................................................................................................................  

15. Dispute Resolution .....................................................................................................................................................  

16. Termination ..................................................................................................................................................................  

17. Notices ............................................................................................................................................................................  

18. Miscellaneous ...............................................................................................................................................................  

Executed as an agreement................................................................................................................................................  

Schedule 1: Services provided by the Contractor ....................................................................................................  

Schedule 2: Fees and Invoicing .......................................................................................................................................  
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Schedule 3: Driver Training Standards ........................................................................................................................  

Schedule 4: TMES Guidelines and Procedures for Contractors ..........................................................................  

Schedule 5: Terms of Use for users of the Total Mobility Electronic System ..............................................  

Schedule 6: TMES Equipment ...........................................................................................................................................  

Schedule 7: TMES Equipment Set-up Process ............................................................................................................  

Schedule 8: Driver Terms and Conditions of Access to the Total Mobility Scheme. .................................  

Agreement dated <year> 

Parties 

Wellington Regional Council, a local authority and regional council under the Local Government Act 2002, 

trading as Greater Wellington Regional Council (Greater Wellington) 

<name>, a company incorporated and existing under the laws of New Zealand with its registered office at 

<address>; registered by the Registrar of Companies under the Company Number <number> (Contractor). 

Background 

a) Greater Wellington has certain statutory responsibilities for the control and provision of public

transport services.

b) Greater Wellington provides discounted travel for people with permanent disabilities or

impairments through funding and administering the Total Mobility Scheme (Scheme).

c) A client of the Scheme is any person with a permanent disability or impairment who has been

assessed by Greater Wellington as eligible to use the Scheme (Client) and issued with an electronic

photo ID card (Photo ID Card)

d) The funds for these discounts are drawn from the regional transport rate paid by ratepayers and

from New Zealand Transport Agency (NZTA) funds. Greater Wellington is accountable for the

proper use of these funds.

e) Greater Wellington makes the Scheme available to Clients through a number of agencies and

transport operators and relies on those agencies and transport operators to ensure that the

conditions for participation and use are observed.

f) Scheme Services are delivered by Approved Taxi Organisations) or Private Hire Service Providers.

g) Greater Wellington’s subsidy of a Client’s fare for the transport which as at the Commencement

Date is a maximum for any single Trip of the Subsidy.

h) Greater Wellington reserves the right, at any time, upon prior notice to the Contractor to vary the

Subsidy and any other aspect of the Scheme.

i) Greater Wellington is required to ensure that the Scheme is used effectively and efficiently for the

benefit of the greatest number of Clients and minimise opportunities for abuse under the Scheme.

Greater Wellington believes that understanding and acceptance of these conditions by all

participants in the Scheme is essential.
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j) Greater Wellington is committed to a Scheme which is fair and transparent to Clients, Contractors 

and Drivers. Greater Wellington takes any allegation of misuse of the Scheme seriously, and 

investigation action will be initiated, when considered appropriate. Where there is evidence of 

Scheme misuse the evidence will be referred to the Police for action. Any information provided to 

Greater Wellington alleging misuse of the Scheme will be treated in confidence, subject to the 

requirements of the Local Government Official Information and Meetings Act 1987 and any other 

applicable laws of New Zealand. Concerns about the misuse of the Scheme should be directed to 

Greater Wellington.  

Operative provisions 

1. Purpose 

The purpose of this Agreement is to record the terms under which the Contractor is to supply the Services 

to Clients and Greater Wellington described in this Agreement (including all schedules to this Agreement). 

2. Definitions and interpretation 

2.1 Definitions 

In this Agreement, unless the context requires otherwise: 

Agreed Cost of Travel means in the context of the Services being provided, a fair and reasonable amount 

agreed between the Client and a Private Hire Service Provider as the full amount payable by the Client. The 

Agreed Cost of Travel must be established prior to the commencement of a Trip or calculation of any 

Subsidy; 

Agreement means this Agreement for the Provision of Total Mobility Transport Services; 

Applicable Laws means any New Zealand law, statute, proclamation, by-law, directive, regulation, 

statutory instrument, rule, order, legislation or delegated or subordinated legislation applicable to the 

performance of this Agreement and includes a reference to that proclamation, by-law, directive, regulation, 

statutory instrument, rule, order, legislation or delegated or subordinated legislation as it is amended, 

extended or re-enacted from time to time; 

Approved Taxi Organisation means a contracted provider of Services that is properly licensed to provide 

taxi services in accordance with and as defined by the Land Transport Rule: Operator Licensing 2007 and its 

amendments;   

AT means Auckland Transport (an Auckland Council organisation) and its successors and lawful assigns; 

Business Day means any day registered banks are open for general banking in Wellington, other than a 

Saturday, a Sunday, and a public holiday; 

Certificate of Fitness means evidence of a Vehicle inspection issued under the Land Transport Rule 

35001/1: Vehicle Standards Compliance 2002; 

Client means any person with a permanent disability or impairment who has been assessed by Greater 

Wellington as eligible to use the Scheme and issued with a Photo ID Card; 

Client Information means any information about an identifiable person gathered by the Contractor or of 

which the Contractor or a Driver providing Services for the Contractor may become aware in the course of 

delivering the Services (including health information); 

Commencement Date means the date on which this Agreement is signed by the Parties; 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Lawrence Planning Associates Ltd 

66 

Complaints Register means the record of complaints received and maintained by the Contractor in 

accordance with clause 5 of Schedule 1; 

Driver means any taxi driver (whether an individual, corporate or other entity) who is an employee, an 

agent, a contractor, an assignee, or any other person providing Scheme Services for the Contractor; 

Driver Terms and Conditions of Access means the terms and conditions in a form set out in Schedule 8, 

as varied from time to time by Greater Wellington in accordance with this Agreement; 

Fare means the fare shown on the Meter at the end of a Trip, calculated in accordance with the Fare 

Schedule; 

Fare Schedule means the Contractor’s fare schedule which sets out the rate to be charged to Clients and 

which is registered with the NZTA; 

Force Majeure Event means any act of God or act of nature, confiscation or expropriation, embargo, 

public mains electrical supply failure, public gas supply failure, fire, flood, storm, explosion, nuclear 

accident, sabotage, revolution, riot, act of war whether declared or not, warlike operations, embargo, 

sabotage, expropriation, confiscation or requisitioning of facilities by any agency or official having or 

appearing to have authority, strike, lockout or other industrial action (other than a strike, lockout or 

industrial action limited to the Contractor’s Personnel only), earthquake, landslide, volcanic eruption, 

epidemic or quarantine restriction which gives rise to a declaration of civil emergency, or any other event 

which is beyond the reasonable control of the party claiming relief; 

GST means goods and services tax imposed under the GST Act; 

GST Act means the Goods and Services Tax Act 1985; 

Hoist Payment means the payment made by Greater Wellington to the Contractor when a wheelchair hoist 

is deployed by the Driver of a Hoist Vehicle in accordance with the Driver Terms and Conditions of Access; 

Hoist Vehicle means a Vehicle fitted with wheelchair hoist equipment, certified to and approved by Greater 

Wellington; 

HSE Act means the Health and Safety in Employment Act 1992 together with any applicable regulations 

made thereunder; 

Low Volume Vehicle Code means the Code of the Low Volume Vehicle Technical Association Incorporated; 

Low Volume Vehicle Plate means a plate, label or authority card issued in accordance with the Low 

Volume Vehicle Code; 

Meter means the in-taxi meter which calculates the Fare as per the Fare Schedule; 

Motor Vehicle Register means the register established by NZTA under the Transport (Vehicle and Driver 

Registration and Licensing) Act 1986 which records details of vehicles that are registered to operate on the 

road; 

NZQA means the New Zealand Qualifications Authority; 

NZTA means the New Zealand Transport Agency and its successors and lawful assigns; 

Party means, as the context may require, Greater Wellington or the Contractor; 

Parties means Greater Wellington and the Contractor; 
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Personnel means any member, director, officer, Driver, employee, agent, contractor, assign or any other 

person of a Party; 

Photo ID Card means a photo identification card issued to a Client by Greater Wellington to prove their 

eligibility for the Scheme and to record Trip details; 

Private Hire Service Provider means a contracted provider of Services that is properly licensed to provide 

private hire services in accordance with and as defined by the Land Transport Rule: Operator Licensing 2007 and its 

amendments.   

Services means taxi and Client services provided under the Scheme to Clients as specified in this 

Agreement; 

Subsidy means Greater Wellington’s subsidy of a Client’s Fare or Agreed Cost of Travel for transport 

determined under clause 8.1 as varied from time to time by Greater Wellington in accordance with this 

Agreement, which as at the Commencement Date is a maximum for any single Trip of either 50% of the 

total Fare or Agreed Cost of Travel payable for the Trip or $40, whichever is the lesser amount;  

Term means the term of this Agreement set out in clause 3.2.1; 

Terms of Use means the document ‘Terms of use for users of the Total Mobility Electronic System’, as 

provided in Schedule 5 and subject to Greater Wellington’s right to vary, at any time, upon prior notice to 

the Contractor any aspect of the Terms of Use as detailed in Schedule 5; 

Total Mobility Scheme means the scheme administered by Greater Wellington providing for discounted 

door-to-door transport services delivered by Approved Taxi Organisations and Private Hire Service 

Providers for Clients; 

TMES means the Total Mobility Electronic System used by Greater Wellington to record Client information 

and Client Trips operated under the Scheme; 

TMES Equipment means any equipment and materials required to ensure the operation of the TMES and to 

provide the Scheme, including all equipment required and installed in a Vehicle; 

TMES Guidelines and Procedures means the document ‘TMES Guidelines and Procedures for Contractors’ 

as provided in Schedule 4 and subject to Greater Wellington’s right to vary, at any time, upon prior notice 

to the Contractor any aspect of the TMES Guidelines and Procedures as detailed in Schedule 4; 

Trip means conveyance by the Contractor of a Client from one point of origin to one destination, where the 

destination is not the same as the origin; 

Vehicle means any taxi or small Client service vehicle, including Hoist Vehicles, used to deliver the 

Scheme;  

Vehicle Fleet Register means the register held by the Contractor that includes the information specified in 

clause 3 of Schedule 1 to this Agreement; 

Voucher means paper payment vouchers issued by either Greater Wellington or any other regional council 

used by Clients for access to the Total Mobility Scheme; and 

Waiting Time means a maximum waiting time of five (5) minutes spent with the Meter remaining on after 

the Client has entered the Vehicle and the Trip has commenced, in the course of a single Trip. 

2.2 Interpretation 

In this Agreement, unless the context otherwise requires: 
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a) Headings are inserted for convenience only and do not affect the interpretation of this 

Agreement. 

b) If the day on which any act, matter or thing is to be done under this Agreement is not a 

Business Day, the act, matter or thing must be done on the next Business Day. 

c) A reference in this Agreement to dollars or $ means New Zealand dollars and all amounts 

payable under this Agreement are payable in New Zealand dollars.  

d) A reference in this Agreement to any law, legislation or legislative provision includes any 

statutory modification, amendment or re-enactment of that law, legislation or legislative 

provision, and any subordinate legislation or regulations issued under that legislation or 

legislative provision. 

e) A reference in this Agreement to any agreement or document is to that agreement or 

document as amended, novated, supplemented or replaced. 

f) A reference to clauses or schedules are to clauses in and schedules to this Agreement. Each 

such schedule forms part of this Agreement. 

g) An expression importing a natural person includes any company, trust, partnership, joint 

venture, association, body corporate or governmental agency. 

h) Where a word or phrase is given a defined meaning, another part of speech or other 

grammatical form in respect of that word or phrase has a corresponding meaning. 

i) A word which denotes the singular also denotes the plural, a word which denotes the plural 

also denotes the singular, and a reference to any gender also denotes the other genders. 

j) A reference to the word 'include' or 'including' is to be construed without limitation. 

3. Nature of the Agreement 

3.1 Obligations of parties 

3.1.1 The Contractor must, for the Term, perform the Services and fulfil all of its obligations under this 

Agreement. 

3.1.2 Greater Wellington shall make payment to the Contractor as set out in clause 8 and must fulfil all 

of its obligations under this Agreement. 

3.2 Term of Agreement 

3.2.1 This Agreement commences on the date it is signed by both Parties (Commencement Date) and 

shall continue for a term of 2 years thereafter or until this Agreement is terminated in accordance 

with its terms or by operation of any Applicable Law (whichever is the earlier). 

3.2.2 This Agreement once signed by both Parties supersedes any other agreement for the provision of 

Total Mobility services, but not any agreement for the funding of wheelchair hoists for the Total 

Mobility Scheme that may exist on the Commencement Date.   

4. Contractor obligations 

4.1 Scope of Services provided by the Contractor 

4.1.1 The Contractor must provide all Services in accordance with requirements set out in this 

Agreement. 
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4.1.2 The Contractor will familiarise themselves with all obligations and requirements of this 

Agreement.  

4.1.3 The Contractor will ensure that all Drivers confirm by signature their understanding of Driver 

Terms and Conditions of Access within 60 calendar days of the Commencement Date, or prior to 

commencement of the provision of Services by the Driver if that Driver was not a Driver as at the 

Commencement Date.  The Contractor must not permit Drivers to provide Services until they 

have provided signed confirmation.  

4.2 The Contractor’s relationship to the Driver Terms and Conditions of Access 

to the Scheme 

4.2.1 The Contractor must ensure that Drivers comply with the Driver Terms and Conditions of Access 

and will use best endeavours to promote to Drivers the importance of compliance with the Driver 

Terms and Conditions of Access. 

4.2.2 The Contractor agrees that any final decision on actions taken by Greater Wellington in response 

to non-compliance by any Driver with the Driver Terms and Conditions of Access lies solely with 

Greater Wellington.  

4.3 Provision of the Services 

4.3.1 In the provision of Services, the Contractor must: 

a) Provide timely and efficient Services to Greater Wellington and Clients;

b) Ensure Clients are treated with respect and dignity at all times;

c) Ensure that any written and oral communication the Contractor’s Personnel has with Greater

Wellington, Clients, or the general public regarding the delivery of the Services is helpful,

timely and professional;

d) Work co-operatively with Greater Wellington;

e) At its own expense in all respects, provide all Vehicles, TMES Equipment, tools, materials and

supplies required to perform the Services unless otherwise specified in this Agreement;

f) Ensure that sufficient technical and secretarial support staff are available to ensure the timely

completion and submission of reports and other information required to be provided;

g) Comply with all Applicable Laws (including without limitation, the Resource Management Act

1991, the Building Act 2004, and the HSE Act) and ensure that any Personnel performing

Services under the direction or control of the Contractor are appropriately qualified and

maintain all certificates, licences and registrations which are reasonably required for them to

perform the Services;

h) Provide reports and all other information as may be required for the carrying out of the

Services and provide the same to Greater Wellington at the time(s) and frequency requested

by Greater Wellington.

i) Ensure that all Drivers are trained appropriately as set out in clause 4 of Schedule 1.

j) Permit Greater Wellington and Greater Wellington’s Personnel full access to the location

where data, information and records relating to the Scheme and the Contractor’s provision of

Services are stored, and ensure that Greater Wellington and Greater Wellington’s Personnel

are given full access to such data, information and records for the purpose of auditing the
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accuracy of Contractor’s reports and other information supplied pursuant to paragraph (h) of 

this clause 4.3.1 and the Contractor’s compliance with this Agreement generally. 

k) Have in place appropriate policies and procedures to ensure Drivers are properly accountable

for their actions in providing the Services and complying with the Scheme. These polices and

related procedures are to include, but are not limited to:

i. Code of conduct;

ii. Fraud policy or similar;

iii. Disciplinary policy; and

iv. Protected disclosure policy.

l) Act at all times to preserve the integrity of the Scheme and whenever the Contractor has

reason to suspect a Driver is not complying with the Scheme or is behaving in a way that may

defraud Greater Wellington or put the integrity of the Scheme at risk it shall immediately

notify Greater Wellington of such suspicion or risk(s).

4.4 Licensing requirements 

4.4.1 The Contractor must be, and at all times during the Term remain, either: 

a) an Approved Taxi Organisation; or

b) a Private Hire Service Provider

with a valid, current approval granted by the NZTA under the Land Transport Rule: Operator Licensing 

2007 and its amendments. Any exemptions granted under the Land Transport Rule: Operator Licensing 

2007 and its amendments must be notified to Greater Wellington prior to the Commencement Date.

4.4.2 Greater Wellington must be informed within 5 Business Days of any changes to the exemptions 

granted under the Land Transport Rule: Operator Licensing 2007 and its amendments that occur during the

Term. 

4.4.3 The Contractor will ensure that all Vehicles are registered and maintained as required by 

Applicable Law.  

4.4.4 The Contractor will ensure Drivers are properly qualified and licensed as required by Applicable 

Law.  

5. Variations

5.1 General provisions

5.1.1 Subject to clause 5.2, Greater Wellington may at any time require the Contractor to comply with 

any reasonable variation to the Services. A variation may result in the following (but not limited 

to) Scheme changes: 

a) The maximum amount of Subsidy paid by Greater Wellington;

b) The rate of Subsidy; or

c) The conditions of use of the Scheme; or

d) Administration or operation of the TMES.

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Review of Total Mobility Scheme 

71 

5.2 Administration of variations 

5.2.1 Greater Wellington will notify the Contractor within 15 Business Days of the commencement of 

any variation to this Agreement. All notifications of variations will be in writing or, if oral, 

confirmed in writing.  All variations will specify the full details of the changes required or to be 

implemented. 

5.2.2 If the Contractor reasonably considers a variation to be a substantial change to this Agreement 

which is detrimental to its interests and, as a result, does not wish to implement the variation, 

the Contractor must advise Greater Wellington to that effect in writing within 5 Business Days of 

receipt of the notice of variation referred to in clause 5.2.1. 

5.2.3 If within 15 Business Days of a notice from the Contractor of the type referred to in clause 5.2.2, 

Greater Wellington has not withdrawn its variation or the Parties have not agreed a variation 

which is acceptable to each of them in their absolute discretion, either Party may terminate this 

Agreement by giving the other 30 Business Days notice (which notice must be given not later 

than 30 Business Days after the Contractor’s notice given pursuant to clause 5.2.2). 

6. Greater Wellington's obligations 

6.1 Pay fees 

6.1.1 Greater Wellington agrees to pay the Contractor the fee for provision of the Services in 

accordance with clause 8 and Schedule 2 of this Agreement. 

6.2 Access to premises 

6.2.1 When on the location where data, information and records relating to the Scheme and the 

Contractor’s provision of Services are stored for the purpose set out in clause 4.3.1(j), Greater 

Wellington agrees to comply with the Contractor’s reasonable security procedures and building 

regulations for access to such location or, where no such procedures or regulations are in place, 

Greater Wellington and Greater Wellington’s Personnel will conduct such activities in a proper, 

diligent and competent manner.  

7. Health and safety 

7.1 General Provisions 

7.1.1 The Contractor shall comply with all health and safety requirements applicable to it, including 

those under the HSE Act, and the Land Transport Act 1998 or any other Applicable Laws. 

7.1.2 Without limiting in any way its obligations under clause 7.1.1, the Contractor will:  

a) Take all practicable steps to ensure the safety of the Contractor’s Personnel while at work 

and to eliminate hazards in accordance with the HSE Act; 

b) Take all practicable steps to ensure that no action or inaction of any of Contractor’s 

Personnel while providing the Services risk or harm any other person, including any Client; 

c) Take all practicable steps to ensure that all equipment, materials, Vehicles, are safe for their 

intended or reasonable foreseeable use in the provision of the Services; 

d) Ensure that all Vehicles carry at all times a Certificate of Fitness;  

e) Maintain a register of serious accidents and serious harm in accordance with the HSE Act;  

f) Maintain a register of hazards in accordance with the HSE Act; and  
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g) Where there occurs any accident or harm in respect of which an employer is required by the

HSE Act to record particulars, the Contractor shall take all practicable steps to ensure that the

occurrence is so investigated as to determine whether it was caused by or arose from a

significant hazard.

7.1.3 Greater Wellington will ensure that any of its Personnel who come on to the Contractor’s 

premises comply with the health and safety instructions and procedures of the site. 

7.1.4 The Contractor must provide the Services in accordance with all requirements of the Health and 

Disability Commissioner (Code of Health and Disability Services Consumer Rights) Regulations 

1996.  

7.1.5 In particular, the Contractor must ensure that there is respect for the personal privacy and dignity 

of Clients at all times during delivery of the Services. 

7.1.6 The Contractor must take account of the particular needs of Clients so that there are no barriers 

to access or communication. 

7.2 Hoist Vehicle operations 

7.2.1 The Contractor will ensure that all Hoist Vehicles hold and carry a Low Volume Vehicle Plate. 

7.2.2 The Contractor will ensure the wheelchair hoist equipment and the Hoist Vehicles are maintained 

at Certificate of Fitness standards, and all Hoist Vehicles carry a current Certificate of Fitness at 

all times.  

7.2.3 The Contractor will ensure that all wheelchair dependant Clients who are transported in a Hoist 

Vehicle are restrained with a harness belt, lap belt or lap-sash belt as defined in the Australian 

Standard AS 2942 1994. These restraints must be connected to floor-mounted anchor fittings at 

the rear of the wheelchair to stop any forward motion of the Client.  

7.2.4 All practicable attempts to secure all Clients travelling in a wheelchair in a Hoist Vehicle must be 

made. Drivers will not be permitted to carry any Client who refuses to wear the appropriate 

seatbelt unless the Client provides to the Driver an appropriate NZTA exemption document or 

medical certificate which exempts the Client from wearing a seatbelt.  

8. Payments

8.1 Payment for Services

8.1.1 The fee for the Services will be: 

h) The Subsidy set out at clause 1.1 of Schedule 2; and

i) The Hoist Payment set out at clause 1.2 of Schedule 2

8.1.2 Any variation to the Services requiring an increase or decrease in the fee must be made in 

accordance with clause 5 of this Agreement. 

8.1.3 It is the Contractor’s responsibility to recover from the Client the difference between the Fare or 

Agreed Cost of Travel and the Subsidy. 

8.1.4 Greater Wellington bears no responsibility for any non-payment of a Fare or Agreed Cost of Travel 

by a Client in any instance and the Contractor irrevocably waives all and any rights it may have to 

recover any such non-payment by a Client from Greater Wellington. 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Review of Total Mobility Scheme 

73 

8.2 Hoist Payments 

8.2.1 The Contractor will only be entitled to a Hoist Payment provided the following conditions are met: 

j) The Hoist Payment is claimed in accordance with the Driver Terms and Conditions of Access;

k) The Vehicle employed to transport the Client is registered with Greater Wellington as a Hoist

Vehicle; and

l) The TMES Equipment installed in the Hoist Vehicle is compliant with the specifications in

Schedule 6 to this Agreement.

8.2.2 For the avoidance of doubt; use of a Hoist Vehicle in the operation of a Trip where the wheelchair 

hoist is not employed does not constitute eligibility for a Hoist Payment. 

8.3 Invoices and payments 

8.3.1 The Contractor will comply with the invoicing rules and processes set out in this Agreement, 

including those set out in clauses 2 and 3 of Schedule 2. 

8.3.2 An invoice for payment of any Subsidy or Hoist Payment properly due and payable will be 

submitted by the Contractor on no less than a monthly basis to Greater Wellington no later than 

7 calendar days following the end of each month.  

8.3.3 The Contractor must immediately update the TMES in accordance with the TMES Guidelines and 

Procedures to ensure all transactions have been properly recorded. 

8.3.4 Each of the Contractor’s invoices must match the transaction records within the TMES. Greater 

Wellington will make no payment in respect of transactions which are not recorded in the TMES. 

8.3.5 Each of the Contractor’s invoices will be based on the value of transactions in accordance with 

the TMES only. Administration or handling charges are not permitted to be added.  

8.3.6 If the Contractor, with the prior agreement of Greater Wellington, sub-contracts either or both its 

invoicing and administration functions to a factoring agency or finance company, the Contractor 

must do so in compliance with clause 18.2 of this Agreement at all times.  

8.3.7 If the Contractor, with the prior agreement of Greater Wellington, assigns either or both its 

invoicing and administration functions to a third party the Contractor must do so in compliance 

with clause 18.3 of this Agreement at all times.  

8.3.8 The Contractor will be responsible for checking the validity of all data and transactions before 

submitting invoices to Greater Wellington.  

8.3.9 Greater Wellington has the right to deduct from the next Contractor’s invoice any transaction that 

has been in dispute for more than 15 Business Days. 

8.3 10 The Contractor must ensure that each of its invoices complies with the requirements of section 

24(3) of the GST Act. 

8.3.11 The Contractor must maintain full records of: 

a) The Services provided;

b) The Subsidy invoiced to Greater Wellington;

c) The Hoist Payments invoiced to Greater Wellington;

d) Any other approved expenses invoiced to Greater Wellington; and
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e) Any other information required by Greater Wellington including but not limited to the matters

referred to in clause 10.1.2.

8.4 Payment 

8.4.1 Subject to clause 8.4.2, Greater Wellington shall pay each of the Contractor's invoices properly 

due and payable on the 20
th

 day of the month following receipt of the invoice in accordance with 

clauses 2 and 3 of Schedule 2. 

8.4.2 Greater Wellington may withhold payment of any invoice (or part of an invoice) issued by the 

Contractor under this Agreement (or if the invoice in question has already been paid, may set off 

previous payment of any such invoice (or part of an invoice) against future invoices) if and only to 

the extent to which: 

a) The Contractor has, in providing any Services, failed to comply with this Agreement including

the quality of Services delivered or the Driver has, in providing any Services, failed to comply

with the applicable Driver Terms and Conditions of Access; and

b) Such failure is not directly attributable to any act or omission by Greater Wellington under

this Agreement; and

c) Greater Wellington has notified the Contractor of the failure in writing within 10 Business

Days of becoming aware of such failure; and

d) If the failure is capable of remedy, the Contractor has not remedied the failure within 10

Business Days of Greater Wellington’s notice referred to in paragraph (c) of this clause 8.4.2.

8.4.3 Any amounts withheld or set off by Greater Wellington under clause 8.4.2 will be paid or reversed 

once the failure has been remedied (if capable of remedy). 

8.4.4 In addition to Greater Wellington's obligation to pay any Subsidy and the Hoist Payment properly 

due and payable, Greater Wellington agrees to pay the Contractor GST for the Services supplied 

under this Agreement which are deemed to occur under the GST Act, except where an amount 

payable is inclusive of GST. 

8.4.5 GST will be payable by Greater Wellington on the date payment for the relevant supply is due 

under clause 8.4.1, provided the Contractor has provided a valid tax invoice which is in 

accordance with clause 2 of Schedule 2. 

9. Indemnity and Insurance

9.1 Indemnity

The Contractor will indemnify and hold harmless Greater Wellington, its Councillors, employees, 

agents, contractors and advisors (each, an “Indemnified Person”) from and against any liability, 

damage or damages, loss, awards (including, but not limited to, any reparation order) cost or 

expense (including, without limitation, damage to property, plant or equipment) suffered or 

incurred by Greater Wellington or an Indemnified Person, at any time, as a direct or indirect result 

of any action or inaction by the Contractor and the Contractor’s Personnel in the provision of the 

Services. 
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9.2 Set off 

Greater Wellington is authorised by the Contractor to deduct and set off any moneys payable by 

the Contractor to Greater Wellington from and against any moneys payable by Greater Wellington 

to the Contractor under this Agreement. 

9.3 Public Risk Insurance 

9.3.1 Unless otherwise agreed in writing between Greater Wellington and the Contractor, the 

Contractor will at all times during the Term, maintain in effect, and require each of the 

Contractor’s Personnel who are not employees of the Contractor, to maintain in effect, with in a 

reputable insurer with a place of business in New Zealand, an insurance policy of the type known 

as "Public Risk" including exemplary and punitive damages extension to the value of $1,000,000 

in respect of each and every event.  

9.3.2 Each “Public Risk” insurance policy referred to in clause 9.3.1 will be constructed so as to 

indemnify the Contractor, the relevant Personnel, together with Greater Wellington and NZTA, 

both severally and jointly, from any "Public Risk" liability which may accrue to them as a result or 

consequence of the Contractor’s undertakings in this Agreement and the performance of the 

Services by the Contractor or the Personnel on behalf of the Contractor. 

9.3.3 Evidence of the holding of the appropriate policy, to come into force on or prior to 

Commencement Date, will be provided by the Contractor at the Commencement Date. On request 

by Greater Wellington, proof of current policies should be made available to Greater Wellington 

throughout the Term as requested. 

9.3.4 The Contractor will ensure Contractor Personnel carry “Public Risk” insurance under this 

Agreement during the Term through the conduct of regular audits of Contractor Personnel’s 

insurance policy, for currency and appropriate cover. On request by Greater Wellington, proof of 

audit of current policies should be made available to Greater Wellington throughout the Term as 

requested.  

9.3.5 If the Contractor fails to comply with this clause 9 in any respect Greater Wellington shall be 

entitled to terminate this Agreement upon giving written notice to the Contractor with effect from 

the date specified in such notice. 

9.4 Other Insurance 

9.4.1 Unless otherwise agreed in writing between Greater Wellington and the Contractor, the 

Contractor will maintain comprehensive insurance policies with respect to all Vehicles operated 

under this Agreement during the Term including exemplary and punitive damages extension to 

the value of $1,000,000 in respect of each and every event. 

9.4.2 Where a Vehicle is owned by Contractor Personnel, then the Contractor must ensure that the 

Contractor Personnel maintains comprehensive insurance policies with respect to the Vehicle 

operated under this Agreement during the Term; including exemplary and punitive damages 

extension to the value of $1,000,000 in respect of each and every event. 

9.4.3 The Contractor will ensure Contractor Personnel carry comprehensive insurance policies with 

respect to the Vehicle operated under this Agreement during the Term through the conduct of 

regular audits of Contractor Personnel’s insurance policies, for currency and appropriate cover. 

On request by Greater Wellington, proof of audit of current policies should be made available to 

Greater Wellington throughout the Term as requested. 
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9.4.4 Where applicable, evidence of the holding of the appropriate Vehicle policy by the Contractor, to 

come into force on or prior to Commencement Date, will be provided by the Contractor at the 

Commencement Date. On request by Greater Wellington, proof of current policies should be 

made available to Greater Wellington throughout the Term as and when requested. 

10. Operational and Administrative Audits

10.1 Scope

10.1.1 Greater Wellington is entitled to audit from time to time the Contractor’s provision of the Services 

and compliance with its obligations under this Agreement (including Driver compliance) by giving 

no less than 5 Business Days notice before commencing the audit (except in the case of a health 

& safety audit in relation to a serious harm incident which has occurred, where less than 5 

Business Days notice may be given).  

10.1.2 Greater Wellington will conduct audits that include, but are not limited to: 

a) Transaction process requirements including appropriate audit trails; and

b) Entering of transaction information and transfer of data to the TMES; and

c) Compliance with health & safety standards; and

d) Driver training records; and

e) Driver acceptance by signature, of the “Driver Terms and Conditions of Access to the Total

Mobility Scheme”; and

f) Driver training content; and

g) Vehicle fleet details, including vehicle age; and

h) Client complaints register; and

i) The delivery of the Services.

10.1.3 During the audit, the Contractor will provide to Greater Wellington’s Personnel such information, 

assistance and co-operation as is required by Greater Wellington (acting reasonably) for the audit. 

10.1.4 The Contractor will ensure that all transactions are fully auditable and all queries relating to the 

audit are responded to within 3 Business Days.  

10.1.5 Greater Wellington will conduct reviews of submitted data entered into the TMES. Any identified 

anomalies within the data will become the responsibility of the Contractor to promptly investigate 

and report its findings to Greater Wellington. On receipt of the identified anomalies the 

Contractor will within 3 Business Days investigate and report its findings to Greater Wellington 

(and at the option of Greater Wellington) be held financially liable in cases of any unexplained 

anomaly (determined in sole discretion by Greater Wellington) or delay in investigation, including 

but not limited to the duplication of transaction data or any other instance leading to a breach of 

this Agreement.  

10.1.6 Greater Wellington reserves the right to conduct interviews with any Personnel, including Drivers, 

and Clients to assist in the conducting of audits of the Contractor’s obligations under this 

Agreement.  
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11. Information

11.1 Fares and Fare schedules of Approved Taxi Operators

11.1.1 The Contractor must provide Greater Wellington with a copy of its current Fare Schedule on the 

Commencement Date. 

11.1.2 The Contractor must give Greater Wellington at least 21 days notice in writing before making any 

change to the Fare Schedule.  

11.1.3 The Contractor must ensure the Fare is calculated and displayed on the Meter in accordance with 

the Fare Schedule.  

11.1.4 The Contractor will ensure that the Fare is not more than that stated in the Fare Schedule. 

11.2 Fares for Private Hire Service Providers 

11.2.1 The amount payable by the Client when travelling with a Contractor providing a Private Hire 

Service will be the Agreed Cost of Travel.  

11.2.2 The Contractor must provide Greater Wellington with its current Agreed Cost of Travel calculation 

methodology and any qualifying criteria.  

11.2.3 The Contractor must give Greater Wellington at least 21 days notice in writing before making any 

change to calculation methodology of the Agreed Cost of Travel and any qualifying criteria.  

11.2.4 The Contractor will ensure that the amount charged for a Private Hire Service Trip is not more 

than the Agreed Cost of Travel calculated in accordance with the methodology and criteria under 

clauses 11.2.2 and 11.2.3. 

11.3 New Zealand Transport Agency Information 

11.3.1 The Contractor agrees to Greater Wellington accessing and sharing information with NZTA in 

relation the provision of the Scheme and the Services, which includes but is not limited to the 

following information:  

a) The Motor Vehicle Register to confirm the current ownership and ownership history of the

Vehicles to be used for the Services; and

b) NZTA systems in use to retrieve and provide details of Certificate of Fitness inspections,

including details of faults and re-inspections carried out during the Term; and

c) Any other NZTA information systems as may be necessary to retrieve and provide details of

events including roadside inspections of Vehicles and traffic offences related to the operation

of Vehicles; and

d) Seeking advice from NZTA personnel.

11.3 2 The Contractor will ensure that, if requested by Greater Wellington, the owner of any Vehicle 

providing the Services gives approval, in a manner prescribed by NZTA, for Greater Wellington to 

access and share information as may be required in accordance with clause 11.3.1.  

11.4 Sharing of information to other parties 

The Contractor agrees to Greater Wellington accessing and sharing any of the information 

referred to in clause 11.1, 11.2 and 11.3 with the Ministry of Education and territorial local 

authorities within Greater Wellington’s region in relation to the provision of the Scheme and 

Services. 
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12. Confidentiality

12.1 Confidentiality of Client Information

12.1.1 Greater Wellington and the Contractor acknowledge that during and after the Term, Greater 

Wellington and the Contractor may acquire or hold confidential Client Information. If Greater 

Wellington or the Contractor acquire any Client Information, Greater Wellington and the 

Contractor will only be permitted to use the Client Information to the extent necessary to 

perform their respective obligations under this Agreement and will not disclose the Client 

Information except as required or permitted by the Health Act 1956, the Privacy Act 1993 and the 

Health Information Privacy Code 1994. 

12.1.2 The Contractor must establish and maintain processes to ensure the confidentiality of Client 

Information in compliance with the Health Act 1956, the Privacy Act 1993 and the Health 

Information Privacy Code 1994, as applicable. The Contractor will ensure that Client Information 

is kept in accordance with the requirement of any Applicable Law. Any disclosure of information 

by the Contractor identifying any natural person must comply with the Health Act 1956, the 

Privacy Act 1993 and the Health Information Privacy Code 1994, as applicable. The Contractor 

warrants (as a continuing warranty for the Term) that any information including Client 

Information provided to Greater Wellington whether under this Agreement or not is provided 

lawfully. 

12.2 Local Government Official Information and Meetings Act 1987 

12.2.1 The Contractor acknowledges that for so long as Greater Wellington is a party to this Agreement, 

that Greater Wellington is subject to the Local Government Official Information and Meetings Act 

1987 (LGOIMA) and Greater Wellington may be required to disclose information under the 

LGOIMA or under any other Applicable Law or by order of any court. 

12.2.2 Upon receipt of a request under the LGOIMA by Greater Wellington in relation to confidential 

information relating to this Agreement, Greater Wellington will notify the Contractor of the 

request and will consider any comments from the Contractor as to how it will respond.  It will be 

the final decision of Greater Wellington to determine the manner in which the request will be 

dealt with.  Greater Wellington will notify the Contractor of its decision on the request in such 

time as to give the Contractor a reasonable opportunity to seek legal remedies before the 

information is released. 

12.2.3 Greater Wellington and the Contractor acknowledge that the LGOIMA provides for responses to 

be made for requests for information within stipulated time frames.  Greater Wellington and the 

Contractor must use their reasonable endeavours to comply with those time frames and 

communicate and respond, each with the other, having regard to those time constraints. 

12.2 4 The LGOIMA in some instances provides for grounds to withhold disclosure of information.  

Greater Wellington makes no representations and gives no warranties that these grounds will be 

applicable or can be relied upon at any time. 

12.2.5 In the event of an applicant appealing the decision of Greater Wellington of a request under the 

LGOIMA to the office of the Ombudsman not to disclose information, where the information 

concerned is confidential information of the Contractor, Greater Wellington will notify the 

Contractor of that fact.  Greater Wellington is entitled to provide the confidential information the 

subject of the official information request to the Ombudsman to enable the appeal to be 

considered but for no other reason. 
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13. The Total Mobility Electronic System 

13.1 Operation of the TMES 

13.1.1 The Contractor must comply with the TMES Guidelines and Procedures and the Terms of Use, 

both subject to Greater Wellington’s right to variation of any aspect, at any time, upon prior 

notice to the Contractor.   

13.1.2 To ensure the TMES operates efficiently and effectively, the Contractor must: 

a)  provide all Services in the manner specified in Schedule 1; and 

b) ensure that all Drivers confirm by signature their understanding of Driver Terms and 

Conditions of Access, in accordance with clause 4.1.3 of this Agreement.  

13.2 TMES Equipment  

13.2.1 All TMES Equipment will be compliant with the type specified in Schedule 6, and used in 

accordance with Schedule 1 of this Agreement. 

13.2.2 The Contractor will be required to upgrade TMES Equipment at it’s own cost as Greater 

Wellington requires, particularly in respect to linking between individual components of the TMES 

Equipment and any Meter or distance measuring equipment.  

14. Force Majeure 

14.1 No liability 

14.1.1 A Party is not liable for failure to perform or delay in performing an obligation if: 

a) The failure or delay arose from a Force Majeure Event;  and 

b) The Party took all reasonable precautions against the cause of the Force Majeure Event and 

used its reasonable endeavours to mitigate the consequences of the Force Majeure Event;  

and 

c) The Party is unable to provide alternative Personnel, facilities or materials or other equipment 

(Alternative Arrangements) to mitigate the consequences of the Force Majeure; and 

d) Written notice is given to the other Party as soon as practicable after it becomes aware of the 

Force Majeure Event setting out full particulars and detailed information about the 

precautions and Alternative Arrangements referred to in paragraphs (b) and (c) of this clause 

14.1.1 (to the extent not excluded by any confidentiality or privacy obligations) and of the 

likely effect on it and its ability to perform its obligations under this Agreement. 

14.1.2 A Party affected by a Force Majeure Event will promptly use all reasonable endeavours to mitigate 

the effect of the Force Majeure Event on its ability to perform its obligations under this 

Agreement despite the Force Majeure Event. 

14.2 Notice 

14.2.1 From the date notice is served in accordance with clause 14.1.1(d), neither Party is required to 

perform its obligations under this Agreement that are dependant on the delayed or failed 

obligations that are due to the Force Majeure Event until the Party that gave notice is able to 

resume full performance of its obligations. 
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14.2.2 Upon cessation of such effect of the Force Majeure Event so that the Party affected is once more 

able to perform its obligations under this Agreement, it will promptly give notice in writing to 

that effect to the other Party. 

14.3 Termination in the event of a Force Majeure Event 

If, after a continuous period of 6 months after a Force Majeure Event has occurred, the party 

affected by the Force Majeure Event is in the reasonable opinion of the other party, incapable of 

performing all its obligations under this Agreement, then that other party may give written notice 

to the other terminating this Agreement with effect from the date specified in such notice. 

15. Dispute Resolution

15.1 Dispute

15.1.1 If a dispute arises between the Parties under or in relation to or concerning this Agreement, or 

the Parties' rights and obligations under this Agreement then, unless other provisions of this 

Agreement govern the manner in which that dispute is to be resolved, the Parties must enter into 

negotiations in good faith to try to resolve the dispute.  Any Party may initiate the negotiations 

by giving written notice to the other Party.  The other Party must then promptly name its 

representative in the negotiations.  Each representative must have authority to settle the dispute. 

Within 3 Business Days of the Parties having advised each other of their representatives, the 

representatives must enter into negotiations to try and resolve the dispute. 

15.1.2 If the Parties have been unable to resolve the dispute in accordance with clause 15.1.1, then 

either Party may refer the dispute to mediation in accordance with clause 15.2. 

15.2 Mediation 

15.2.1 A referral to mediation by a Party must be commenced by that Party serving written notice (a 

Mediation Notice) on the other Party requiring the dispute to be referred to a single mediator to 

be appointed by the Parties.  If the Parties are unable to agree on the mediator within 5 Business 

Days after the date of service of a Mediation Notice, either Party may request the President for 

the time being of LEADR NZ Inc., or his or her nominee to appoint the mediator. 

15.2.2 The guidelines that govern the mediation shall be set by the Parties. 

15.2.3 If the Parties are unable to agree on the guidelines governing the mediation within 5 Business 

Days after the appointment of the mediator, either Party may request the mediator to set the 

guidelines (whether or not in conjunction with the Parties). 

15.2.4 The Parties acknowledge and agree that the purpose of exchange of information or documents or 

the making of any offer of settlement during any mediation is to attempt to settle the dispute 

between the Parties.  Neither Party may use any such information, documents or offer other than 

in an attempt to settle the dispute in the context of negotiation and mediation. 

15.2.5 Subject to any right a Party may have to apply to a court for any interim or preliminary relief in 

respect of the dispute, completion or termination of the mediation is a condition precedent to the 

referral of the dispute to arbitration pursuant to clause 15.3. 

15.2.6 Unless the Parties agree otherwise, the mediator's fee and any other costs of the mediation itself 

(such as venue hire) shall be shared equally between the Parties, but the Parties will each pay 

their own costs of preparing for and participating in the mediation. 
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15.3 Arbitration 

15.3.1 If the Parties are unable to resolve the dispute by mediation pursuant to clause 15.2 within 10 

Business Days of the establishment of the mediation guidelines, the dispute may be referred to 

and finally resolved by arbitration by a sole arbitrator under the Arbitration Act 1996.  The 

arbitral proceedings shall be commenced if a Party serves written notice (an Arbitration Notice) 

on the other Party requiring the dispute to be referred to arbitration. 

15.3.2 The arbitrator shall be appointed by the Parties, or failing agreement within 5 Business Days after 

the date of service of the Arbitration Notice, the arbitrator shall be appointed at the request of 

either Party by the President for the time being of the New Zealand Law Society or his or her 

nominee. 

15.3.3 The arbitration shall be conducted as soon as possible at Wellington in New Zealand.  Clauses 3 

and 6 of the Second Schedule of the Arbitration Act 1996 shall apply to any arbitral proceedings 

under this Agreement.  All other clauses in the second schedule shall not apply. 

15.3.4 The Parties will be bound by any decision or award of the arbitrator made in accordance with the 

Arbitration Act 1996, subject to the rights of appeal provided by that Act. 

15.4 Performance of obligations 

Despite the existence of a dispute, each Party must continue to perform its obligations under this 

Agreement. 

15.5 Interlocutory relief and right to terminate 

This clause 15 does not restrict or limit the right of any Party to obtain interim interlocutory relief 

through the New Zealand courts, or to immediately terminate this Agreement where this 

Agreement provides such a right. 

16. Termination 

16.1 Events of Default by Contractor 

16.1.1 In addition and without prejudice to its other available rights and remedies, Greater Wellington 

shall be entitled to terminate this Agreement if the Contractor: 

a) Fails to comply with any notice given by Greater Wellington pursuant to this Agreement; 

b) Fails to comply with or commits an offence under any Applicable Law; 

c) Fails to perform or breaches any of its obligations under this Agreement; or 

d) Breaches any warranty or representation provided under this Agreement;  

16.1.2 And such failure or breach is not the direct result of any act or omission of Greater Wellington, 

and the Contractor fails to remedy the failure or breach (if capable of remedy) within 10 Business 

Days of a written notice by Greater Wellington specifying the breach and requiring its remedy.  If 

the failure or breach is not capable of remedy the termination will be effective immediately upon 

notice by Greater Wellington to the Contractor. 

16.2 Further events of default 

16.2.1 Greater Wellington may, in addition and without prejudice to any other right or remedy it might 

have, by notice in writing to the Contractor, immediately terminate this Agreement: 

a) If: 
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An administrator is appointed to the Contractor or action is taken to make 

that appointment; 

A resolution is passed that the Contractor be wound up; 

An application is made to a court for an order or an order is made that the 

Contractor be wound up (whether on grounds of insolvency or otherwise); 

The Contractor ceases or threatens to cease to carry on its main business; 

A receiver or a receiver and manager of the Contractor is appointed whether 

by a court or otherwise; 

An order is made by a court appointing a liquidator or provisional liquidator 

in respect of the Contractor; 

The Contractor enters into a compromise or arrangement with its creditors or 

a class of them; or 

The Contractor is, or is deemed by any Applicable Law to be, or states that it 

is, unable to pay its debts as and they fall due. 

b) If Greater Wellington elects to terminate under any of the following clauses:

Clause 5.2.3 (failure to agree a Variation); 

Clause 9 (Insurance); or 

Clause 14 (Force Majeure Event). 

c) If Greater Wellington determines in its absolute discretion that there is a lack of funding for

Services available to Greater Wellington;  or

d) If Greater Wellington’s funding for the Scheme is withdrawn.

16.3 Termination of the Agreement by the Contractor 

16.3.1 The Contractor may give 30 Business Days notice to Greater Wellington of its wish to terminate 

this Agreement.  If the Contractor gives any such notice, this Agreement shall terminate on the 

expiry of the Contractor’s notice or on such earlier date as may be agreed between the Parties.  

16.4 Council's further options 

16.4.1 If Greater Wellington terminates this Agreement for any reason, the Contractor shall sign all 

necessary documentation and do all such acts matters and things as may be necessary to give 

effect to such termination.  

16.5 Effect of termination 

16.5 1 Termination of this Agreement does not affect any accrued right or liability of the Parties nor will 

it affect the coming into force or the continuation in force of any provision of this Agreement that 

is expressly or by implication intended to come into or continue in force on or after termination. 

16.5.2 If Greater Wellington terminates this Agreement for any reason, then Greater Wellington will 

reimburse the Contractor for any claims properly due and payable up to the date of termination 

but without prejudice to Greater Wellington’s available rights and remedies (including, but not 

limited to, its rights of deduction and set-off) 
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18. Miscellaneous 

18.1 Future Agreements 

Greater Wellington reserves the right not to enter into any future arrangement or agreement with 

the Contractor the same as or similar to this Agreement. 

18.2 Sub-Contracting  

18.2.1 The Contractor will not be permitted to sub-contract the whole or any part of the Services or any 

of its obligations under this Agreement to any other person without the prior written consent of 

Greater Wellington, such consent not to be unreasonably withheld and to be upon and subject to 

such reasonable conditions as Greater Wellington reasonably approves.  

18.2.2 The Contractor must establish to the satisfaction of Greater Wellington the suitability of a sub-

contractor for the provision of the Services and, notwithstanding any other provision of this 

Agreement, the Contractor remains entirely liable whether under statute, by-law, regulation or in 

contract or tort (including negligence) for the provision of the Scheme and satisfying the 

obligations and provisions of this Agreement, including supplying invoices, payment, and 

information as required, notwithstanding such sub-contracting.  

18.3 Assignment  

18.3.1 This Agreement will be binding on and continue for the benefit of the Parties and their respective 

successors. 

18.3.2 The Contractor will not be permitted to assign the Services or any of its rights or obligations 

under this Agreement, except with the prior written consent of Greater Wellington in its absolute 

direction. Any such consent given by Greater Wellington under this clause may be given subject 

to such conditions as Greater Wellington may require.  

18.3.3 The Contractor must ensure the suitability of any assignee of the Services or any of its rights or 

obligations under this Agreement and it will remain the responsibility of the Contractor to ensure 

the Services are performed in accordance with the Agreement, and that the provisions of the 

Agreement are observed in every respect, including invoices and payment, and information to be 

supplied notwithstanding such assignment.  

18.3.4 Any change in the shareholding or the effective management control of the Contractor or any 

alteration in its constitution or rules having the effect of altering the effective management 

control of the Contractor will be deemed to be a proposed assignment and will require the 

consent of Greater Wellington in accordance with this clause 18.3. 

18.4 Independent Contractors  

18.4.1 The relationship between Greater Wellington (on the one hand) and the Contractor and its 

Personnel (on the other hand) is and will be for all purposes be that of independent contractors 

and neither this Agreement nor anything contained expressly within it or implied by it will 

constitute any other relationship.  

18.4.2 For the avoidance of doubt, Greater Wellington and the Contractor acknowledge and agree that 

this Agreement will not operate as, or constitute, an offer or contract of employment between 

Greater Wellington and the Contractor or its Personnel either during termination after expiry the 

Term, for whatever reason.  
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18.4.3 The Contractor will not act, purport or hold itself out as the agent of Greater Wellington for any 

purpose whatsoever, or incur any obligation in the name of Greater Wellington whatsoever, or do 

any other act or thing which could or would lead to any claim being made against Greater 

Wellington.  

18.5 Entire Agreement 

This Agreement constitutes the entire agreement between the Parties for the Services and any 

previous agreements, understandings and negotiations on the Services are superseded and 

replaced by this Agreement and shall cease to be of any further effect as and from the 

Commencement date. Unless otherwise specifically agreed in writing between the Parties, the 

terms and conditions of this Agreement prevail over any terms or conditions set out in any other 

agreement between the parties or document which the Contractor directly or indirectly provides 

to Greater Wellington and such other terms and conditions are deemed to be rejected by Greater 

Wellington. For the avoidance of doubt, the conduct of Greater Wellington will not constitute 

acceptance by Council of any existing or subsequent terms set out in any such other document, 

which the Contractor directly or indirectly provides to Greater Wellington. 

18.6 Variations 

Without prejudice to clause 5 (Variations), no variation of this Agreement shall be effective unless 

it is in writing and signed by or on behalf of each Party. 

18.7 Waiver 

No waiver of any breach of, or failure to enforce, any provision of this Agreement, at any time by 

a Party in any way affects, limits or waives the right of such party to enforce and compel strict 

compliance with the provisions of this Agreement (including the ability to terminate following an 

event of default). 

18.8 Governing Law 

This agreement is governed by the laws of New Zealand.  Each party irrevocably and 

unconditionally submits to the exclusive jurisdiction of the courts of New Zealand. 
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Executed as an agreement 

Date: 

Signed for and on behalf of 

Wellington Regional Council by: 

In the presence of: 

) 

) 

)  Authorised Officer 

     Authorised Officer Signature 

Signature of Witness 

Name of Witness 

Occupation 

Address 

Signed for and on behalf of 

<name> by: 

in the presence of: 

) 

) 

)  Director 

Director/Authorised Person 

Signature of Witness 

Name of Witness 

Occupation 

Address 
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Schedule 1: Services provided by the Contractor 

1. Background

1.1 The Contractor will be responsible for providing Services in accordance with all aspects of 

this Agreement, including but not limited to all obligations of the Contractor as specified in 

clause 4 of this Agreement.  

1.2 The Contractor will be responsible for ensuring all Drivers confirm by signature their 

acceptance of the Driver Terms and Conditions of Access.  

1.3 The Contractor will be responsible for the conveyance of Clients and the handling of 

transactions to ensure the smooth running of the Scheme’s administration. The overview of 

the transaction process is set out in clause 7 of this Schedule.  

1.4 The Contractor will comply with all requirements of the TMES Guidelines and Procedures. 

2. Hours of service

2.1 The Contractor must ensure Vehicles, Hoist Vehicles, and Drivers are available and are able 

to provide Trips to the Clients over the equivalent hours that public bus, train and ferry 

services are available within the Contractor’s geographic operating area. 

2.2 Not withstanding clause 2.1 of this Schedule, Clients which require the use of a Hoist Vehicle 

are expected to pre-book a Hoist Vehicle for any Trips that will be made between 7pm and 

7am Monday to Saturday and all day Sunday and public holidays.  

3. Vehicle Requirements

3.1 The Contractor will ensure that all non-Hoist Vehicles will be no older than 10 years from 

date of first registration when providing Trips for the Scheme. 

3.2 The Contractor will ensure that all Hoist Vehicles will be no older than 15 years from date of 

first registration when providing Trips for the Scheme. 

3.3 The Contractor will ensure that all Vehicles hold and carry a current Certificate of Fitness. 

3.4 The Contractor’s Vehicles are recorded on the Motor Vehicle Register, and the Contractor will 

also maintain a Vehicle Fleet Register which contains the following information as a 

minimum: 

a) Driver(s) name(s)

b) Vehicle make / model

c) Registration number / year of 1
st

 registration

3.5 For each Hoist Vehicle the following additional information is required: 

a) Cab number

b) Driver(s) name(s)

c) Vehicle make / model

d) Registration number / year of 1
st

 registration

e) Low Volume Vehicle Plate number

f) Date of installation of hoist equipment
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g) Hoist maintenance records 

4. Driver training requirements  

4.1 All of the Contractor’s Drivers must be qualified in accordance with the Driver Training 

Standards set out in Schedule 3 of this Agreement at the Commencement Date.  

4.2 The Contractor must ensure all new Drivers must be qualified in accordance with the 

approved Driver Training Standards set out in Schedule 3 of this Agreement within three 

months of the Driver joining the Contractor; otherwise they will be prohibited to provide the 

Trips to Clients until such time as they are fully trained and qualified. 

4.3 The Contractor will undertake to allocate a trained Driver in all instances where the Client 

states that they are a Client of the Scheme.   

4.4 The Contractor must ensure that all Drivers operating a Vehicle are trained and are 

competent in the use of the TMES Equipment.  

4.5 The Contractor must ensure that Driver training records are held and are up to date at all 

times and Greater Wellington has access to the records at its request. 

5. Complaint handling and advice to Greater Wellington 

5.1 The Contractor will acknowledge all complaints and feedback received from Greater 

Wellington, Clients and the general public (the Complainant) regarding the provision of the 

Services by the Contractor. The Contractor will record details of these complaints as 

specified in clause 5.2 below.  

5.2 For each complaint the following information must be recorded in the Complaint Register: 

a) Unique complaint number; and 

b) Driver details, if the complaint is Driver related; and 

c) Date the complaint was received; and 

d) Complaint details i.e  reason for complaint; and 

e) Date the complaint was responded to and the resolution action taken; and 

f) Complainant's contact details 

5.3 The Contractor must ensure the Complaints Register is up to date at all times and Greater 

Wellington has access to the Complaints Register at its request. 

5.4 The Contractor must respond to all complaints within 5 Business Days of the receipt of the 

complaint. 

5.5 If more than 3 complaints are received in one calendar year for an individual Driver then the 

Contractor must retrain the Driver to ensure the Driver meets the approved Driver Training 

Standards as set out in Schedule 3. 

5.6 In the event a complainant wishes to remain anonymous then the Contractor will ensure that 

the rigour applied to investigation of the complaint is no less than if the complainant was 

not anonymous. 

6. Greater Wellington investigation of complaints 
 

6.1 Greater Wellington is committed to a Scheme which is fair and transparent to Contractors, 

Clients and Drivers. Greater Wellington takes any allegation of misuse of the Scheme 
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seriously, and investigation action will be initiated, when considered appropriate.  Where 

there is evidence of Scheme misuse the evidence will be referred to the Police for action. Any 

information provided to Greater Wellington alleging misuse of the Scheme will be treated in 

confidence, subject to the requirements of the Local Government Official Information and 

Meetings Act 1987 and any other applicable laws of New Zealand. Concerns about the 

misuse of the Scheme should be directed to Greater Wellington.  

6.2 The Contractor and Drivers will assist and co-operate with Greater Wellington or its 

personnel in the investigation of any complaints or reports of abuse or misuse or poor 

service and, if directed by Greater Wellington, the Contractor will conduct its own internal 

investigation. 

6.3 Where the subject of the complaint relates to allegations of non-compliance with the 

requirements of this Agreement, then the Contractor will advise the details of the complaint 

to Greater Wellington at the earliest opportunity.  

6.4 Should the Complainant wish to remain anonymous, and the complaint is of a nature 

described in 6.3 above then the Contractor should advise the Complainant that Greater 

Wellington will treat the Complainants anonymity with the same care as it applies to its own 

staff under its internal Protected Disclosures Policy
22

.  

7. TMES requirements and processes

7.1 The Contractor will comply with Schedule 5 of this Agreement. 

7.2 .The Contractor is responsible for the input of all data necessary for the operation of the 

TMES, including: individual Driver details, Vehicle details, and transaction information.  

7.3 All TMES Equipment required to be provided by the Contractor for the operation of the TMES 

is specified in Schedule 6. 

7.4 The TMES equipment set-up process is attached as Schedule 7. 

7.5 The Contractor will undertake all processes in accordance with those stated in the TMES 

Guidelines and Procedures. 

7.5.1 Photo ID Cards issued by Greater Wellington and AT are used to generate the 

electronic transactions. The Contractor must ensure that Drivers carry out the photo 

ID card acceptance procedures detailed in the Driver Terms and Conditions of 

Access.  

7.5.2 Figure 1 below shows the standard electronic transaction process overview that 

applies to all transactions using the TMES Equipment. 

Figure 1: Electronic transaction process overview 

22 The Protected Disclosures Policy is Greater Wellington’s internal procedure for receiving and dealing 

with information about serious wrongdoing , commonly referred to as ‘whistleblowing’.   

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Review of Total Mobility Scheme 

91 

 

7.5.3 For acceptance of Vouchers the Contractor and the Driver must follow the 

procedures as illustrated in Figure 2: 

g) whenever a Client presents an “out of town” Voucher, which is a Total Mobility Voucher 

issued by another regional council (other than Greater Wellington); or  

h) whenever a Client presents a valid Greater Wellington blue (supported Client) Voucher. 

Figure 2: Client voucher process overview 

 

 

8. TMES Equipment failure 

8.1 The cost of repair or reinstatement to any TMES Equipment shall be met by either the 

Contractor or the Driver in an arrangement to be agreed by them.  

8.2 Greater Wellington will not be held liable for any cost of repair or reinstatement to the TMES 

Equipment.   

8.3 In the event of known failure of TMES Equipment no Services shall be undertaken and the 

TMES Equipment repaired as soon as possible. 

8.4 Only when the TMES equipment has failed on entry to the Vehicle by a Client must the 

process detailed in Appendix 1 of the Driver Terms and Conditions of Access be followed.   

Client 

enters 

Vehicle 

END 

Driver tags 

or swipes 

Photo ID 

Driver 

takes 

Client to 

Driver 

stops 

Meter and 

Client pays 

balance 

and Driver 

TMES Equipment 

automatically 

sends transaction 

Switching 

provider 

exports 

Transaction 

recorded in 

the TMES 

Client enters 

Vehicle and 

advises using 

Driver 

checks 

Photo ID 

Driver stops 

Meter, calculates 

fare and fills in 

END 

Client pays 

balance and 

Driver 

Contractor enters 

transaction 

information 

Transaction 

recorded in 

Driver advises 

Contractor’s 

administrator or 

RELE
ASED U

NDER THE O
FFIC

IAL I
NFORMATIO

N ACT 19
82



Lawrence Planning Associates Ltd 

92 

Schedule 2: Fees and Invoicing 

1. Fees 

1.1 Subsidy Payment – Unless otherwise notified by Greater Wellington of a variation to the 

Subsidy, Greater Wellington will pay to the Contractor a Subsidy of 50% of the Fare or Agreed 

Cost of Travel up to a maximum of $40.00 (including GST) per Trip provided the Contractor 

complies fully with all its obligations in this Agreement, including, without limitation, that 

the Driver complies fully with the Driver Terms and Conditions of Access.  

1.2 Hoist Payment – Unless otherwise notified by Greater Wellington of a variation to the Hoist 

Payment, Greater Wellington will pay a Hoist Payment to the Contractor of $11.50 (including 

GST) for each trip conducted in a Hoist Vehicle provided the Contractor complies fully with 

all its obligations in this Agreement, including, without limitation, that the Driver complies 

fully with the Driver Terms and Conditions of Access. 

2. Invoicing 

2.1 The Contractor shall issue a GST invoice for Subsidy and Hoist Payments that relate to Trips 

occuring over the course of a calendar month.    

2.2 The Contractor shall issue the GST invoice no later than the 7
th

 day of the month following 

the calendar month for which Payment is being sought and it must contain the following 

information: 

a) The word ‘tax invoice’ in a prominent position; 

b) The Contractor’s full name (and GST registration number) 

c) The full name and address of Greater Wellington; 

d) The date that the invoice is issued; 

e) The description of services supplied to which the invoice relates; 

f) The amount payable by Greater Wellington showing; 

i. The consideration in respect to the Subsidy (excluding GST) 

ii. The consideration in respect to the Hoist payment (excluding GST) 

iii. The amount of GST; and 

iv. The total amount payable (the consideration including GST) 

3. Invoicing Process Overview  

3.1 The Contractor must ensure its invoicing process is compliant with this Schedule and the 

TMES Guidelines and Procedures. Figure 3 provides an overview of the invoicing process. 
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Figure 3: Invoicing process overview 

Schedule 3: Driver Training Standards 

There are two Driver training options available to the Contractor: 

1. Option 1

1.1 The Contractor will ensure that all Hoist Vehicle Drivers providing Services are trained in the 

following unit standards:  

a) NZQA Unit Standard 1748 Passenger Service: Demonstrate Skills Required to Assist

Passengers with Special Needs; and

b) NZQA Unit Standard 15165 Transport Passengers in Wheelchairs Using total Mobility

Vehicles Equipped with hoist or Ramp.

1.2 The Contractor will ensure all Drivers of Vehicles must be trained in the following unit 

standards: 

a) NZQA unit Standard 1748 Passenger Service: Demonstrate Skills Required to Assist

Passengers with Special Needs.

2. Option 2

2.1 The Contractor will provide a Greater Wellington approved training course by providing its 

own trained ‘Work Place Assessor’. Prior to obtaining ‘Work Place Assessor’ status the 

assessor must have completed the following unit standards: 

a) NZQA Unit Standard 4098 ‘How to Use Standards to Assess Candidate’s Performance’;

and

b) NZQA Unit Standard 11281 ‘Prepare Candidates for Assessment Standards’; and

c) NZQA Unit Standard 1748 Passenger Service: Demonstrate Skills Required to Assist

Passengers with Special Needs; and

d) NZQA Unit Standard 15165 Transport Passengers in Wheelchairs Using total Mobility

Vehicles Equipped with Hoist or Ramp.

2.2 Following successful completion of these unit standards the Contractor must ensure the 

assessor has applied for and obtained registration as a ‘Work Place Assessor’ from the New 

Zealand Motor Industry Training Organisation (MITO), www.mito.org.nz.   

2.3 Greater Wellington requires the Contractor’s ‘Work Place Assessor’ to incorporate into the 

Contractor’s Driver training programme the following: 
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(a) The Taxi Federation and NZTA (previously Transit NZ) training video and pocket 

guide ‘Total Mobility System - Training Drivers to Transport People with 

Disabilities’. This is available from the Taxi Federation. 

(b) Driver information and TMES equipment training pack 

Schedule 4: TMES Guidelines and Procedures for Contractors 

The following TMES Guidelines and Procedures for Contractors (as updated from time to time and 

subject to Greater Wellington’s right to vary any aspect at its sole discretion, at any time, upon prior 

notice to the Contractor).  The up to date version is available through the TMES home page for 

Contractors by selecting [Help]. 

Schedule 5: Terms of Use for users of the Total Mobility 

Electronic System 

The following Terms of Use (as updated from time to time and subject to Greater Wellington’s right to 

vary any aspect at its sole discretion, at any time, upon prior notice to the Contractor).  The up to date 

version is available through the TMES home page for Contractors by selecting [Terms of Use].  

Schedule 6: TMES Equipment 

The current TMES Equipment standard as at the Commencement Date is described in the images 

below: 

Note that as per clause 13.1 of this Agreement the Contractor will be required to upgrade TMES 

Equipment at its own cost as Greater Wellington requires, particularly in respect to linking between 

individual components of the TMES Equipment and any Meter or distance measuring equipment.  

Schedule 7: TMES Equipment Set-up Process 

The following flow-process is necessarily generic and may be subject to variation dependant on the 

individual requirements of the Contractor.  
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From: Annette Meates
To: Whitney Adam
Subject: RE: Total Mobility - funding questions
Date: Friday, 2 August 2024 4:32:30 pm
Attachments: image001.png

image002.png

Kia ora Whitney
Some responses below;

1. How the TM scheme is administered
PTAs have responsibility for the day-to-day management of the Total Mobility scheme and have agreements in
place with transport operators in each region.  

The Total Mobility scheme is managed by PTAs in line with policy and guidance set by the Ministry of Transport
and NZTA.
The following publicly available documents outline how the scheme operates:

Total Mobility scheme: policy guide for local authorities (July 2023) outlines the background, policy and
procedures for the scheme including roles and responsibilities of local authorities, such as training for drivers
and assessors.   

https://www.nzta.govt.nz/assets/resources/total-mobility-council-guide/Total-mobility-scheme-local-
authorities.pdf

Item 1.4 in the above document outlines further what is required of PTAs to administer the scheme.
Total mobility around New Zealand: a regional guide to using the Total Mobility scheme (July 2023)
identifies the transport operators who provide wheelchair accessibility.

https://www.nzta.govt.nz/resources/total-mobility-scheme/

2. Tracking PTA spending
The Transport Investment Online (TIO) is the mechanism we use to capture and manages all
NLTP activities, including monthly expenditure on Total Mobility.
There are 3 activity classes for TM;

517 - TM operations

519 – wheelchair hoist installation

521 - payments for wheelchair hoist use 

3. Training
In the first link above under item 5.2 I noticed it said, The cost of providing the training will be
financially assisted by Waka Kotahi at the local authority’s funding assistance rate through work
category 517: Total Mobility operations.
I realised this is different to what I said yesterday, apologies. I’ll need to find out how we
determine if at all, how the operations funding line is broken down to show any training spend.
So I shall follow up on this and come back to you.   

4. Reporting to MoT
We don’t report directly to MoT on the TM scheme.

Document 16
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Hope that is helpful for now. Have a good weekend and talk more next week.

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From: Whitney Adam  
Sent: Thursday, August 1, 2024 6:12 PM
To: Annette Meates
Cc: Julia Harker 
Subject: RE: Total Mobility - funding questions

Hi Annette

Thanks for the call earlier.

In addition to the questions we talked about, could you provide a short summary on how  the TM
scheme is administered by NZTA ie how PTA spending is tracked and then how (or to what
extent) that is reported to MoT?

Thanks
Whitney 

From: Annette Meates  
Sent: Thursday, August 1, 2024 12:38 PM
To: Whitney Adam 
Cc: Julia Harker 
Subject: RE: Total Mobility - funding questions

Kia ora Whitney

On your questions below perhaps an initial phone call is helpful. In the interim some points
below will answer most questions.
I am available this afternoon from 3.30pm if that works for you?

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)
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1. Funding split / breakdown
The cost of Total Mobility is funded as follows;

50% is NLTP and Local share – this 50% has a further split within it, of which 40% is paid by

the PTA, and 60% is from the NLTP. This is aligned to the Funding Assistant Rates (FAR)

that is applied to most transport investments across the country.

25% is Crown Funding

25% is from the user

2. Hoist funding
The FAR rate of 60% is applied to Hoist purchase and installation costs. PTAs know this

and it is on our website  Hoist Funding Assistance Rate
There is a $10 fee for every occasion that a hoist is used. This amount is fully funded at

100% by the NLTP (no contribution from the PTA) and no charge to the user.
Funding is only used for the cost of the trip and hoist installation and use.

3. Funding in 2023-24 was $57,805 million
TM Funding in 2023-24
Local 15580
NZTA funding 25882
Crown / Community Connect
funding 16343
total 57805

Happy for you to book a call if that is helpful.

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From: Whitney Adam  
Sent: Wednesday, July 31, 2024 10:19 AM
To: Andrew Wilson Julia Harker 

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)
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Annette Meates 
Subject: RE: Total Mobility - funding questions

Great, thanks Andrew. Happy to talk over the phone Annette – perhaps a teams call instead of
mobile? I’m online today and tomorrow, Thursday or next week Wednesday to Friday.

From: Andrew Wilson  
Sent: Wednesday, July 31, 2024 10:15 AM
To: Julia Harker Whitney Adam 
Annette Meates 
Subject: RE: Total Mobility - funding questions

Hi Whitney,

Annette is increasingly across all things Total Mobility will be best placed to help.  

@Annette Meates see below. Please touch base with Whitney and support as needed.

Ngā mihi

Andrew Wilson (he/him)
Team Leader / Public Transport

From: Julia Harker  
Sent: Wednesday, July 31, 2024 8:08 AM
To: Whitney Adam Andrew Wilson

Subject: RE: Total Mobility - funding questions

Kia ora Whitney

Andrew and his team are probably best placed to help you with these funding queries. 

Ngā mihi

Julia

From: Whitney Adam  
Sent: Tuesday, July 30, 2024 5:05 PM
To: Andrew Wilson  Julia Harker 
Subject: Total Mobility - funding questions

Hi Andrew and Julia

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)

s 9(2)(f)(iv)
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 Part of that is creating a clear picture of how funding is currently broken down.

Here are some questions - could you please help with them:

Installation of wheelchair hoists and ramps – do PTAs provide co-funding to vehicle
operators to install wheelchair hoists and ramps, or is this only funded through the NLTF?
Do any PTAs provide any additional funding, on top of NLTF, to encourage the supply of
wheelchair hoist and ramp vehicles?
Installation of wheelchair hoists and ramps – the NLTF funds grants vehicle
operators 60% of the cost to install wheelchair hoists and ramps. How was the 60% figure
chosen (if known)?
Breakdown of use of funding – please assist with the table below.

Funding source Funding in 2023/24
Trip fare subsidies (to cap) 75% made up of:

NLTF (30 percent)
Crown (25 percent)
PTAs (20 percent)

People who take the trip (25
percent)

$21.7 million
$12 million
$12 million

Fees to reimburse drivers for
using wheelchair hoists
($10/trip)

NLTF only? Do PTAs provide
any funding?

Vehicle modifications (up to
60% of cost)

NLTF only? Do PTAs provide
any funding?

Is funding used for any other
purposes? Admin? Training
/ certifying of drivers etc?

??

Thanks
Whitney 

Whitney Adam (she/her)
Kaitohutohu Matua | Senior Adviser, Urban Development and Public Transport
Auckland Policy Office
Te Manatū Waka Ministry of Transport

transport.govt.nz

My working days are Wednesday, Thursday and Friday

s 9(2)(f)(iv)

s 9(2)(a)
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MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW
ZEALAND | Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box
106238 | Auckland City | Auckland 1143 | NEW ZEALAND | Tel: +64 4 439 9000 | 

Disclaimer: This email is only intended to be read by the named recipient. It may contain information
which is confidential, proprietary or the subject of legal privilege. If you are not the intended recipient
you must delete this email and may not use any information contained in it. Legal privilege is not
waived because you have read this email.

Please consider the environment before printing this email.

This message, together with any attachments, may contain information that is classified
and/or subject to legal privilege. Any classification markings must be adhered to. If you are
not the intended recipient, you must not peruse, disclose, disseminate, copy or use the
message in any way. If you have received this message in error, please notify us
immediately by return email and then destroy the original message. This communication
may be accessed or retained by Waka Kotahi NZ Transport Agency for information
assurance purposes.
This message, together with any attachments, may contain information that is classified
and/or subject to legal privilege. Any classification markings must be adhered to. If you are
not the intended recipient, you must not peruse, disclose, disseminate, copy or use the
message in any way. If you have received this message in error, please notify us
immediately by return email and then destroy the original message. This communication
may be accessed or retained by Waka Kotahi NZ Transport Agency for information
assurance purposes.
This message, together with any attachments, may contain information that is classified
and/or subject to legal privilege. Any classification markings must be adhered to. If you
are not the intended recipient, you must not peruse, disclose, disseminate, copy or use the
message in any way. If you have received this message in error, please notify us
immediately by return email and then destroy the original message. This communication
may be accessed or retained by Waka Kotahi NZ Transport Agency for information
assurance purposes.RELE
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Canterbury 44 49 53 46 50 46 48 46 47

Gisborne 4 4 4 4 4 4 1 1 2

Hawkes Bay 19 22 24 25 24 23 24 25 27

Manawatu-Whanganui 16 17 22 12 15 16 16 17 19

Marlborough-Nelson-Tasman 9 10 12 12 11 10 10 9 9

Northland 2 2 2 4 4 6 6 6 7

Otago 17 15 17 18 19 20 23 19 16

Southland 6 6 9 9 8 8 8 10 10

Taranaki 7 6 6 8 10 10 10 12 12

Waikato 22 17 17 17 21 20 20 35 32

Wellington 38 42 46 41 42 41 37 42 39

West Coast 1 1 3 3 3 3 4 3 3

TOTAL 326 334 382 345 380 356 366 380 405

Happy to discuss if it was something else you needed.

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From: Kathleen Wong  
Sent: Wednesday, August 14, 2024 11:50 AM
To: Annette Meates 
Cc: Leah Coghill  Whitney Adam Callum Gill 
Subject: Total Mobility Data

Kia ora Annette

Hope you’re well 

Does NZTA hold data on how many operating accessible small passenger vehicles there are in NZ (both profit and not-for-profit)?

Ngā mihi nui,
Kathleen Wong (she / her)
Kaitohutohu | Adviser – Urban Development and Public Transport
Te Manatū Waka - Ministry of Transport

| www.transport.govt.nz

MINISTRY OF TRANSPORT

Wellington (Head Office) | Ground Floor, 3 Queens Wharf | PO Box 3175 | Wellington 6011 | NEW ZEALAND | Tel: +64 4 439 9000 | 

Auckland | NZ Government Auckland Policy Office |Level 7, 167B Victoria Street West | PO Box 106238 | Auckland City | Auckland 1143 | NEW ZEALAND |
Tel: +64 4 439 9000 | 

Disclaimer: This email is only intended to be read by the named recipient. It may contain information which is confidential, proprietary or the subject of legal
privilege. If you are not the intended recipient you must delete this email and may not use any information contained in it. Legal privilege is not waived
because you have read this email.

Please consider the environment before printing this email.

This message, together with any attachments, may contain information that is classified and/or subject to legal privilege. Any classification
markings must be adhered to. If you are not the intended recipient, you must not peruse, disclose, disseminate, copy or use the message in
any way. If you have received this message in error, please notify us immediately by return email and then destroy the original message. This
communication may be accessed or retained by Waka Kotahi NZ Transport Agency for information assurance purposes.
This message, together with any attachments, may contain information that is classified and/or subject to legal privilege. Any classification
markings must be adhered to. If you are not the intended recipient, you must not peruse, disclose, disseminate, copy or use the message in
any way. If you have received this message in error, please notify us immediately by return email and then destroy the original message. This
communication may be accessed or retained by Waka Kotahi NZ Transport Agency for information assurance purposes.

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)
s 9(2)(a) s 9(2)(a) s 9(2)(a)

s 9(2)(a)
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Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From: Whitney Adam  
Sent: Thursday, August 29, 2024 9:33 AM
To: Annette Meates 
Subject: RE: Total Mobility Data​ Analysis - cost and usage trends 2019-2024

Great, thank you Annette!

From: Annette Meates  
Sent: Thursday, August 29, 2024 8:49 AM
To: Whitney Adam 
Cc: Nick Potter 
Subject: RE: Total Mobility Data​ Analysis - cost and usage trends 2019-2024

Mōrena Whitney
Yes of course, happy for you to share with your team.

On your last point we think we’ll put it on our website, but let me confirm that first. I am meeting
with Talia about it on Monday so will confirm after that.

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social mediaōrena Whitney

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)
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From: Whitney Adam  
Sent: Wednesday, August 28, 2024 4:44 PM
To: Annette Meates 
Cc: Nick Potter 
Subject: RE: Total Mobility Data​ Analysis - cost and usage trends 2019-2024

Hi Annette

Thanks for sharing this. We will have a read.

Noted re wider distribution – would it be okay to share it with my Ministry of Transport colleagues
working on the Total Mobility review, with a caveat not to share wider? These people would be
Callum Gill,  Kathleen Wong and Jessica Ranger.

In terms of content that could be used once it is released to PTAs, would there be anything that
we cannot use in the public discussion document?

Thanks
Whitney 

From: Annette Meates  
Sent: Wednesday, August 28, 2024 4:04 PM
To: Whitney Adam  Nick Potter 
Subject: Total Mobility Data​ Analysis - cost and usage trends 2019-2024

Kia ora Nick and Whitney

Attached is the NZTA data analysis undertaken to assess user cost and trends for the TM scheme.
Note this is a data analysis only and does not make any recommendations at this stage.

We will share it next week with PTAs so not for wider distribution just yet. 
Happy to discuss it contents further if that is helpful.

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a)

s 9(2)(a) s 9(2)(a)

s 9(2)(a)
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From: Annette Meates
To: Whitney Adam
Cc: Kathleen Wong; Adam Lawrence
Subject: RE: Total Mobility users - demographic profile
Date: Thursday, 12 September 2024 4:51:47 pm
Attachments: image002.png

image003.png

Kia ora Whitney

We don’t ask for this type of information from PTAs.
Some PTAs may have this information through their eligibility assessment process, but I think as you have found already it will be inconsistent across the
country.  
I can make enquiries to see how well this information might be being collected and come back to you.  

Ngā mihi

Annette Meates (she/her)
Principal Advisor Public Transport
Te Toki Tūhono – Transport Services, Multimodal Integration

NZ Transport Agency Waka Kotahi 
44 Bowen Street
Private Bag 6995, Wellington 6141, New Zealand
Connect with us on social media

From: Whitney Adam  
Sent: Thursday, September 12, 2024 4:36 PM
To: Annette Meates 
Cc: Kathleen Wong Adam Lawrence 
Subject: Total Mobility users - demographic profile

Hi Annette

Thanks for the call yesterday about Total Mobility.

I meant to raise yesterday - we’ve been working on building up a high-level demographic profile of Total Mobility users, and how that has changed over time.
Kathleen has contacted most PTAs individually and they’ve provided variable information, partly extracted from Ridewise and from their own TM surveys, if
they have done them.

We’re aware of holes in the data though.

So that we are not doubling up on this, I wanted to check whether NZTA have a demographic profile of users by PTA area? Specifically, things like age, type
of disability/ies, gender, ethnicity and how this has changed over time. For example, we’re trying to answer questions like whether the people using TM who
are older are presenting disabilities that are age related.

This is the table format we’re compiling the info into (it’s very draft, missing lots of PTAs), but as an idea:

Region Auckland
Transport

Greater Wellington
Regional Council

Environment
Canterbury

Bay of Plenty Waikato
Regional
Council

Otago
Regional
Council

Invercargill City
Council

Age Due to
population aging
the On Demand
Mobility team
expects the
demand for TM
services to
increase
substantially
between 2023
and 2030. 

Currently
approximately 73
percent of clients
are over age 65. 

AT admits
children to the
TM scheme once
they reach

As of August 2024:
0-9: 53
10-19: 368
20-29: 597
30-39: 553
40-49: 627
50-59: 1096
60-69: 1787
70-79: 3294
80-89: 5171
90-99: 2695
100-109: 104

Based off export of active
profile,
the larger number of 0-9 &
100-109 is due to

·  incorrect
birthdays

·  temporary
cards

As of September
2024:

<20: 1%
21-60: 12%
61+: 87%

Range between 6-
103yrs old

As of 2023:
New clients
1130
<20: 30
21-60: 121
61-80: 368
81+: 611

As of 2024:
New clients
1501
<20: 50
21-60: 217
61-80: 499
81+: 735

In the last 12
months, 437 new
clients were added
to the scheme in
Southland:

<20        = 16
21-60    = 62
61-80    =
168
80+        = 191

Up until recently,
the client D.O.B.
wasn’t mandatory,
so we only have
mixed data on the
age of our entire
client base – see
below. 

Complete Age
range summary
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intermediate
school
age. Below this
age we do not
think that any
children travel
independently.

·  (90-109)
not being
informed
of a
customer’s
passing

·  missing
customers
with no
birthday
entered

All time:
No age provided:
2082
0-16: 483
17-29: 1052
30-64: 4783
65+: 19584

0-10
=8*
11-20
= 26
21-30
= 90
31-40
= 58
41-50
= 62
51-60
= 156
61-70
= 248
71-80
= 482
81-90
= 704
90+ 
= 307[1]

Not
defined =
170

Disability
types

We have an
extremely wide
range of
disabilities:

Epilepsy
cerebral
palsy
dementia
anxiety
low blind
vision
hearing
impaired
wheelchair
users

Many clients live
with multiple
issues
(particularly as
they age).  We
have seen an
increase in
clients with
anxiety issues
since Covid.

Clients have one or more
of the following:

Mobility
Sensory
Intellectual
Mental health
Neurological

Clients have one or
more of the
following:

Mobility
Sensory
Intellectual
Metal health
Neurological

No specific reports,
but note there are
agencies that assess
clients for eligibility in
disability fields their
organisations
specialise in. They
note  

8% of active
clients have
neurological
impairments[2]

6% of active
users have
sensory
impairments
1% of active
users have
intellectual
impairments
85% of active
users have a
combination
of either
physical,
mental health
or multiple
impairments.

Clients have one or
more of the
following:

Mobility
Sensory
Intellectual
Metal Health
Neurological

Currently 2311
Active Clients in
total with multiple

Sensory: 626
Physical:
1580
Neurological:
666
Mental: 281
Intellectual:
205

Not Specified = 257
(these are the
clients who were
transferred over to
Ridewise in 2018
conversion from our
previous paper-
based system.
Impairment types
for existing clients
were not
researched and
entered)

Does that make sense? I can also give you a call if easier.

Thanks
Whitney 

Whitney Adam (she/her)
Senior Adviser | Urban Development and Public Transport
Auckland Policy Office
Ministry of Transport Te Manatū Waka

 transport.govt.nzs 9(2)(a)
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[UNCLASSIFIED] 

[UNCLASSIFIED] 

 
7. Q: Please confirm the data about usage that suggests about 50% of the total fare revenue is 

attributable to the 20% of ‘high user’ clients who use over 15 trips per month.  

A: The following figure shows the percentage of clients or subsidy against the average client 
subsidy per week, for the period Mar 2024 to Feb 2025. This indicates that over 90% of 
clients receive $100 or less subsidy per week and that this accounts for just over 60% of the 
total annual subsidy.  

 
8. Q: What is the immediate cost pressure for 2025/26 that is being managed?  
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[UNCLASSIFIED] 

[UNCLASSIFIED] 

 
Source: Monthly PTA reporting. 

 

11. Q: I have assumed that while working in a demand driven model is challenging there are 
budgetary measure that can be put in place to make sure we don’t always spend more than 
is forecast/budgeted for. Or do you think there is a case for changing the model.  

A: There should be further consideration given to the model. Any changes should be 
developed in consultation with PTAs. The previous engagement process for SGC (some 5-
10 years) could be a model for this.  
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