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EXECUTIVE SUMMARY 
 

The NSW Taxi Council welcomes the opportunity to provide a submission to the Australian 

Consumer & Competition Commission (ACCC) Paper on the review of the proposed 

changes to the guidelines for quality of service monitoring at airports. 

 

Sydney Airport is a significant economic generator for NSW and Sydney.  With an estimated 

97,400 passenger movements per day, Sydney airport is also one of the major demand 

drivers for the NSW taxi industry.  Apart from the private motor vehicle, the NSW taxi 

industry is the key provider of ground transport services to Sydney Airport with thousands of 

vehicle movements per day encompassing services to both the domestic and international 

terminals.   

 

Taxis also form a major part of the overall customer experience at the airport.  The customer 

service by taxi drivers, which includes drivers having equitable and efficient access to 

kerbside space for the delivery and pick of passengers, is a critical component of this 

experience.  The efficient operation of taxi services at the airport is also critical to the overall 

functioning of the airport, particularly its groundside operations.  Passenger arrival and 

departures need to occur efficiently to ensure that the airport and its surrounding precinct 

operate effectively. 

 

In addition, the provision of key infrastructure for taxi operations is also critical to effective 

taxi services at the airport.  Taxi holding bays, with appropriate amenity and dedicated 

access and egress points, are a vitally important to the overall functioning of the provision of 

taxi services of the airport.  Sydney Airport has provided significant infrastructure for taxis in 

this regard, however this needs to be reviewed on a continual basis to ensure that this 

infrastructure is meeting the needs of both passengers and the taxi industry, particularly 

drivers. 

 

The management of the overall ground transport operations at the airport is also a key 

component of successful taxi operations.  Sydney Airport has established a Ground 

Transport Stakeholder Committee which meets on a quarterly basis and includes the major 

stakeholders involved in ground transport operations.  This governance structure is 

considered essential to the effective operations of transport at the airport and also as a 

medium through which key issues can be raised and resolved.   

 

The NSW Taxi Council therefore welcomes the proposed changes to the ACCC’s monitoring 

of services at Sydney Airport to include ground transport operations as part of the overall 

review process and generally supports the proposed sources of information and criteria the 

Commission is proposing to use to evaluate the quality of airport access facilities.  It is 

considered that the monitoring of services cannot be effectively achieved without looking at 

the holistic nature of the operation and the experience of customers across the spectrum of 

services at the airport.  
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INTRODUCTION 
 

The NSW taxi industry is a major contributor to the State’s public transport system.  It 

provides approximately 170 million passenger journeys each year and it meets customer 

travel needs right across NSW.  It functions as a door to door transport service that operates 

24 hours a day, seven days a week.  The NSW taxi industry also provides services at times 

when other forms of public transport either significantly reduce service levels or cease 

operations altogether.  Taxis are often the only form of public transport for some members of 

the community, and they provide essential transport services to some of the most 

disadvantaged people in the State. 

 
The NSW taxi industry is also a significant contributor to the State’s economy, providing 

employment opportunities for tens of thousands of drivers and operators, network 

management staff as well as for other industries who rely on economic activity that the NSW 

taxi industry generates.  The taxi industry contributes to the economic generation of the 

State by connecting people efficiently and effectively for business, education, tourism and 

essential lifestyle activities. 

 

The NSW taxi industry is made up of a complex array of providers, ranging from the licence 

owner (the licence being the principal legal instrument to provide a taxi service), through to 

operators and drivers. A licence owner may own, operate and drive a taxi, where as some 

elect only to own and be the operator of the vehicle.  Some licence owners have chosen to 

invest in a licence and then subsequently lease the licence to an operator.  Authorised taxi 

networks are the principal means through which taxi services are coordinated.  They provide 

direct booking services to the public and a range of safety and other services to operators 

and drivers. 

 

The NSW Government does not, unlike other forms of public transport, procure taxi services 

from the NSW taxi industry.  Whilst some financial support is provided to assist 

disadvantaged members of the community to access taxi services, on the whole the taxi 

transport system has been created and continues to operate as a consequence of the many 

people and organisations that have committed capital to invest in the industry.  The NSW 

taxi industry also generates revenue for the NSW Government through the sale of licences 

and stamp duty on third party licence sales.  It also generates other revenues through 

authorisation fees and indirect taxes. 

 

Sydney Airport is a key precinct for the NSW taxi industry.  It is a major travel demand 

generator with many thousands of taxi trips being undertaken at the airport each day.  In 

many cases, taxis make multiple journeys to and from the airport on any given day of the 

year.  As with most major airports, taxi travel is a preferred mode of travel and is often the 

first point of contact between a passenger and the general culture of the city.  

 

The relationship between the airport and the taxi industry is therefore critical to the efficient 

functioning of the airport precinct and particularly in generating a positive experience for 

passengers.  It is also a key part of the NSW taxi industry’s ongoing viability. The NSW Taxi 

Council has a constructive relationship with Sydney Airport and it is considered that this 

assists both the industry and the airport in the delivery of taxi services to the precinct. 
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COMMENTS ON THE ACCC PAPER 
 

The following general comments are provided in response to the ACCC’s paper on this 

matter. 

 

Information and Evaluation Criteria 
 

The NSW Taxi Council generally supports the sources of information and criteria the 

Commission is proposing to use to evaluate the quality of airport access facilities as 

outlined in Table 6.16 (page 59) of the paper.  The NSW Taxi Council also requests that 

the ACCC take into consideration the issues raised in this Submission, to be included as 

appropriate in the evaluation of quality of services at Sydney Airport, particularly as they 

relate to taxi services. 

 

It is also requested that the ACCC seek data on the total movement of passengers, 

including data on the movement of taxi vehicles, on a daily basis to and from Sydney 

Airport.  This information is considered to be important in determining the overall 

performance of the Sydney Airport precinct and therefore it should be made available as 

part of the evaluation process.  Whilst it is acknowledged that this information may have 

some commercial implications for Sydney Airport, and therefore this request needs to be 

considered in that context, this data nonetheless is important in order to determine the 

overall value that customers and the NSW taxi industry receive from taxi services to and 

from the Airport. 

 

Precinct Coordination and Governance 
 

Given the integrated nature of the operations of the airport and the strong relationship 

between groundside and airside passenger movements, it is considered important that 

there are effective governance and coordination arrangements in place for this aspect of 

Sydney Airport.   

 

Sydney Airport holds a Ground Transport Stakeholders Committee meeting with key 

transport providers.  The NSW Taxi Council is represented on this Committee and it is 

considered that this Committee provides a good medium for the NSW Taxi Council to 

raise key issues regarding taxi operations at the airport. 

 

Notwithstanding the above comments, the NSW Taxi Council considers that the precinct 

coordination and governance arrangements for ground transport and how they interact 

with the overall operations of the precinct should be a key part of the overall monitoring 

of the airport.  Specifically this should be included as part of the criteria in the ACCC’s 

proposed engagement of landside operators as part of the evaluation process.  
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Kerbside Management 
 

Effective kerbside management is critical to the efficient movement of taxis and 

passengers into and out of the Sydney Airport precinct.  Without effective kerbside 

management, taxis services to the airport would be potentially chaotic and both taxi 

operators and passengers would suffer significantly as a consequence. 

 

It is imperative that the airport have in place effective systems to manage the kerbside 

at both arrival and departure levels of the airport.  Kerbside operations at the arrivals 

level in particular, where passengers who have arrived from flights and undertake on-

forward movement using taxis is important in the delivery of effective transport services 

at the airport.  The efficient corralling of passengers, sufficient kerbside space, and the 

coordination of taxis to passenger pick up bays is critical to the efficient movement from 

the airport and therefore forms a major component of the passenger’s experience.   

 

Effective kerbside management is also enabled through the engagement of competent 

staff to manage this space.  Sydney Airport uses a contracted firm, acquired through a 

competitive tender process, to perform the kerbside services at the precinct.  Issues 

regarding the performance of the contractor can be raised with Sydney Airport directly or 

through the Ground Transport Stakeholder Committee. 

 

The NSW Taxi Council believes that the performance of the kerbside management staff 

should form a key component of the monitoring of airports that is undertaken by the 

ACCC.  It is considered that this should involve both on-ground monitoring as well as 

engagement with key stakeholders to gain their respective views on the effectiveness of 

the kerbside management staff. 

 

The NSW Taxi Council therefore supports the inclusion of kerbside facilities in the 

evaluation criteria and the measures recommended to gain the experience of the 

passenger in this regard. 

 

Short Trip Management 
 

As part of kerbside management operations, and taxi services generally at Sydney 

airport, there are circumstances where airport management will allow taxi vehicles to 

receive preferential treatment if they undertake a short trip from the airport.  The 

management of this process is a key part of the overall customer experience at the 

airport as well as an important issue of equity amongst taxi drivers. 

 

Taxi drivers who believe that they will not receive this preferential treatment in a fair and 

equitable manner for undertaking short trips may be discouraged from taking short trips.  

Whilst the Passenger Transport Regulations in NSW require that taxi drivers cannot 

unreasonably refuse a hiring, it is critical that the short trip management process 

implemented by Sydney Airport is managed effectively.  The NSW Taxi Council 

therefore considers that this process should be monitored as part of the information 

sought by the ACCC. 
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Airport Taxi Facilities 
 

The NSW Taxi Council welcomes the inclusion of the landside operators engagement 

regarding the standard and availability of taxi facilities at Sydney Airport.  The 

performance of these facilities is critical to the efficient operation of taxi services at the 

airport and an independent assessment of this is considered appropriate. 

 

The NSW Taxi Council acknowledges that Sydney Airport has invested significantly in 

the development of appropriate facilities for taxis, including holding bays and access 

ways.  The ongoing maintenance, development and servicing of these facilities is central 

to a positive experience for the NSW taxi industry, particularly drivers. 

 

Domestic Terminal Leases 
 

The NSW Taxi Council notes that the monitoring of airport operations excludes 

terminals under separate lease ie Domestic Terminal Leases (DTLs).  Whilst the 

reasoning behind this decision is acknowledged, the NSW Taxi Council believes that the 

performance of the airport as a whole, particularly as it relates to taxi operations, cannot 

be separated from these terminals as they are integral to the overall operation of the 

airport precinct. 

 

The NSW Taxi Council therefore requests that the ACCC review this decision to 

ascertain if DTL’s can be included in future evaluations prior to the cessation of the 

relevant leases at these terminals. 


