
What is a complaint?

Context

What is not a complaint?

TransLink Customer Complaints Management Framework

A verbal or written expression of dissatisfaction about the policies, products, projects  
or services provided by TransLink, its Delivery Partners, contractors or staff, by a person  
who is directly affected by the service or action and includes complaints related to:

• a decision made, or a failure to make a decision  

• an act, or failure to act

• the formulation of a proposal or intention by the department

• the making of a recommendation

• the customer service provided.

Certain specific complaints are excluded from the policy as they may be managed under  
legislative requirements or have been granted an exemption. More information can be found  
here: Compliments-and-complaints.

Our complaints management is compliant with the requirements of the Public Service Act 2008  
and meets the guiding principles of the Australian/New Zealand Standard 10002:2014. 

The TransLink Complaints Management Framework 
is presented under the provisions and principles of the 
Department of Transport and Main Roads, Complaints 
Management Policy.

Our approach to handling complaints is based on the 
Australian and New Zealand standard on complaints 
management (AS/NZS 10002:2014) and is consistent  
with the principles of the Human Rights Act 2019.

Our customers contact us for many reasons. Communication from our customers  
is not a complaint when they:

• request information

• request a change in services or request a new service

• express a concern about a situation, timetable or piece of infrastructure

• provide feedback on performance

• are not directly affected by the decision or action

• providing information for example, reporting an incident

• request compensation*. 

Such communication is managed separately to complaints.  All feedback informs 
continual improvement of services, ticketing, information and infrastructure.  

*For further information please refer to the TransLink Compensation Claims document.

Our commitment to you 

continued over

Transport and Main Roads (TMR) is committed to delivering products and 
services with a 'customers first' approach. Our Customer Charter outlines  
the level of service you can expect, and that you deserve.  

The Department's vision and purpose is creating a single integrated 
transport network accessible to everyone.

As a division of TMR, TransLink is dedicated to customer service  
excellence and we welcome and value all customer feedback. We strive  
to achieve our corporate performance target, to achieve less than three 
customer service complaints per 10,000 trips. This is achieved through 
the effective and timely management of your feedback, applied to 
continually improve our services and deliver high quality public transport 
services, ticketing, information and infrastructure.

TransLink is responsible for:

• buses, trains, ferries and trams across South East  
Queensland

• buses in Cairns, Townsville, Mackay and Toowoomba

• regional services 

• demand responsive transit

• active transport, such as cycling and walking 

• taxi regulation 

• long distance train, coaches and regional air.
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https://www.tmr.qld.gov.au/About-us/Contact-us/Compliments-and-complaints
https://www.legislation.qld.gov.au/view/html/inforce/current/act-2008-038
https://www.publications.qld.gov.au/dataset/complaints-management/resource/a4c44745-9c2c-43f3-a043-198240372f33
https://www.publications.qld.gov.au/dataset/complaints-management/resource/a4c44745-9c2c-43f3-a043-198240372f33
https://www.legislation.qld.gov.au/view/pdf/asmade/act-2019-005
https://translink.com.au/contact-us/customer-feedback
https://www.tmr.qld.gov.au/customercharter
https://translink.com.au/about-translink/our-service-area#seq
https://translink.com.au/about-translink/our-service-area#seq
https://translink.com.au/about-translink/our-service-area#Cairns
https://translink.com.au/about-translink/our-service-area#townsville
https://translink.com.au/about-translink/our-service-area#mackay
https://translink.com.au/about-translink/our-service-area#toowoomba
https://translink.com.au/about-translink/our-service-area#regional
https://translink.com.au/travel-with-us/cycling-and-walking
https://translink.com.au/search?SearchTerm=taxi+regulation
https://www.tmr.qld.gov.au/regionalconnect


Human Rights Act 2019

1. The channels to lodge your 
complaints or feedback

The department provides flexible service  
and delivery methods for its customers, 
including:

By phone: call our Contact Centre on  
13 12 30, 24 hours a day, 7 days a week.

Online: visit the TransLink website at  
translink.com.au and complete the  
online feedback form.

Social Media:   

• Facebook: @TransLinkQLD

• Twitter: @TransLinkSEQ

ALL go card enquiries and complaints related 
to children, accidents, safety, access or 
discrimination are high priority and must be 
directed to the TransLink Contact Centre  
on 13 12 30 to meet security and privacy 
requirements. 

Note: complaints and feedback provided to 
employees and contractor on board services are  
not able to be managed as a formal complaint.

2. Timeframes 

Complaints that are not able to be resolved 
at first point of contact will be dealt with as 
efficiently as possible.

The following timeframes are provided as  
a guide:

• 5 business days – high priority complaints 
require prompt action, they include 
complaints involving children, accident, 
safety/access/discrimination.

• 10 business days – finalisation of standard 
complaints.  

Complaints that require in depth investigation 
and analysis may take longer than the targeted 
timeframes and we will contact you to keep you 
informed of it’s progress. 

The level of investigation and provision of 
regular updates will be proportionate to the 
complaint issue.

Complaints regarding Human Rights will be 
managed according to guidelines set by the  
Human Rights Act 2019.

4. Unreasonable conduct 

TransLink is committed to being accessible and 
responsive to you when you contact us with a 
complaint. 

To be successful, TransLink needs to complete 
work effectively and efficiently and allocate 
resources fairly.

We also need to ensure the safety and security  
of our staff  and we expect them to be treated with 
respect and courtesy at all times.

Unreasonable customer conduct is behaviour by  
a current or former complainant which, because 
of its nature or frequency raises health, safety, 
resource or equity issues for our organisation, 
employees, contractors or service users.

We will take proactive and decisive  
action to manage any customer conduct that 
negatively or unreasonably affects our business. 
For more information see TransLink’s Managing 
Unreasonable Customer Conduct Procedures.

The Queensland Human Rights Act 2019 
aims to:

• protect and promote human rights

• help build a culture in the  
Queensland public sector that respects 
and promotes human rights 

• help promote a dialogue about the 
nature, meaning and scope of human 
rights.

All public entities* and contracted 
delivery partners must comply  
with the Act.  

TransLink has a responsibility to respect, 
protect and promote the human rights 
of individuals and act in a way that is 
compatible with human rights obligations 
when delivering services and interacting 
with the community. 

Please let us know if you are lodging a 
complaint and as part of that complaint 

you believe your Human Rights have 
been limited by the actions or decisions 
made by our staff or delivery partners.

Complaints about human rights breaches 
acts and decisions made by Queensland 
public entities can be made to the QHRC 

Complaints under the Human Rights Act 
can only be made to the QHRC about 
alleged breaches which occurred after   

1 January 2020, when the Act came  
into effect.

*Public entities are Queensland 
government departments, local councils, 
and organisations providing public  
services on behalf of the state. 

•  TransLink aims to resolve or address your complaint during your first contact with us.

• When that is not possible, and the complaint requires further review and investigation to respond, we will  
record the details and refer the case to an area with expertise and experience for the appropriate action.

• If you request a response to your feedback, it will be provided by the investigating team in the timeframes mentioned below.

How will 
TransLink 
manage my 
complaint? 

3. Review process

If you are not satisfied with how your complaint 
has been managed, a customer relations 
specialist will undertake an assessment to 
ensure proper process and protocols have been 
followed.

Following that, if you remain unsatisfied with the 
outcome, you can request an internal review.

The review is undertaken by an independent 
officer at an equivalent or more senior level to 
the original decision maker.  

The request should be:

• in writing to:

 - government.relations@translink.com.au 

 - GPO Box 50, Brisbane QLD 4001

• lodged within 28 days of receipt of the  
decision

• contain details of why the matter should  
be reviewed

• explain how you have been affected by  
the decision

• suggest what action you would like taken  
to resolve the issue.

If you are dissatisfied with the handling of your 
complaint after an internal review is completed, 
you can submit a case to an independent 
external review agency such as the Office of  
the Queensland Ombudsman.

http://translink.com.au
https://www.legislation.qld.gov.au/view/pdf/asmade/act-2019-005
https://translink.com.au/contact-us/customer-feedback
https://translink.com.au/contact-us/customer-feedback
https://www.legislation.qld.gov.au/view/pdf/asmade/act-2019-005
http://www.qhrc.qld.gov.au
mailto:government.relations%40translink.com.au%20%20?subject=
https://www.ombudsman.qld.gov.au/
https://www.ombudsman.qld.gov.au/

