
 
 
 
 

 
 

Customer Service Charter 

 
ACT Cabs Pty Ltd  

 
Updated: 25 November 2025 

 
 
 
 
 
 

 

 
 
 
 
 

Page | 1 of 7 
 

 



 

Table of contents 

I. How can we help you?​ 2 
II. Your Responsibilities​ 3 
III. Unacceptable customer behaviour​ 3 
IV. Your Rights​ 4 
V. Our Mission​ 4 
VI. Our values:​ 4 
VII. Who we are:​ 5 
VIII. How can you help us?​ 5 
IX. Telephone & Taxi Waiting Times:​ 6 
X. Complaints and Compliments​ 6 
XI. Customer Service Charter​ 7 
 

 

Customer Service Charter 

I. How can we help you? 

1.1 Book a taxi by calling our professional Australian-based call centre – (02) 6280 

0077. 

 

1.2 Book a taxi using the internet – https://www.actcabs.com.au/bookonline.html 

 

1.3 Book a taxi using ACT Cabs Book & Track App – Download from Apple App 

Store or Google Play Store. Works on iOS and Android - 

https://www.actcabs.com.au/mobile-app.html 

 

1.4 Find ACT Cabs taxis lined up at Taxi Ranks, or at the Canberra International 

Airport. 

 

 

II. Your Responsibilities  

As a taxi user you must: 
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2.1 Pay the estimated fare if requested prior to commencing the hiring;  

 

2.2 Pay the correct fare including any tolls and booking fees;  

 

2.3 Not eat, drink or smoke in the taxi;  

 

2.4 Not swear, behave or act in an offensive way;  

 

2.5 Ensure any children under 14 are secured in an approved child restraint. 

 

2.6 Ensure you comply with your obligations under this Customer Service Charter 

and the Terms of Use available here: https://www.actcabs.com.au/terms-of-use.html 
 

2.7 The driver can refuse to take you if you are intoxicated, and/or likely to soil the 

vehicle, and/or refuse to pay a fare deposit when requested. If you soil the taxi, the 

driver can charge you a $135 soiling fee for cleaning costs.  

 

III. Unacceptable customer behaviour 

3.1 We may cancel, suspend or restrict a service if we reasonably believe you or your 

authorised representative have: 

 

A.​ Communicated or behaved in an inappropriate, aggressive or unacceptable 

manner towards our staff, partners, contractors, drivers, or their staff and 

premises.​ 

 

B.​ Behaved in a manner that places excessive or unreasonable demand on our 

employees, partners, drivers or contractors. 

 

C.​ Dishonoured one or more bookings without providing prior or adequate 

cancellation notice. 
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IV. Your Rights  

As a taxi user you have the right to:  
4.1  Decide on the route;  

 

4.2 See the taxi meter;  

 

4.3 Refuse a multiple hiring;  

 

4.4 Have the A/C or radio on or off;  

 

4.5 See the taxi driver’s identification card; 

 

4.6 See the taxi identification number. 

 

 

V. Our Mission  

5.1 To provide our Canberran community with a world-class taxi service. 

 

 

VI. Our values:  

6.1 Pursue excellence 
We strive to be the best at what we do and to provide Canberra with a taxi service 

that is recognised amongst the best in Australia, and globally. Every day, we learn, 

improve and we move a step closer to our vision. 

 

6.2 Never compromise integrity 
Our Administration adheres to high standards of integrity, maintaining and deepening 

our stakeholders' trust. 

 

6.3 Outperform through innovation 
​We approach our work via a builder mindset, embracing technology, new processes 

and creating a better service through innovation and entrepreneurialism. 
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​6.4 Work humbly and together 
We build diverse teams of individuals who share our company's vision and values. 

 

 

VII. Who we are: 

7.1 We are locals who are committed to improving taxi services in the ACT and 

surrounding NSW regions.  

 

7.2 We are employees, taxi drivers and taxi operators who work together to create 

the best possible experience for the people who we work with. 

 

7.3 Taxi drivers and owners operate as independent contractors under the ACT Cabs 

booking service network. 

 

 

VIII. How can you help us?  

8.1 To help us provide a high standard of service, we require that you:  
 

8.2 Treat our call centre staff and drivers with courtesy and respect. 

 

8.3 Provide us with clear information about your booking requirements.  

 

8.4 Let us know if you have particular access or other needs so we can help 

accommodate them.  

 

 

IX. Telephone & Taxi Waiting Times:  

9.1 ACT Cabs will make every effort possible to abide by the Road Transport (Public 

Passenger Services) Minimum Service Standards-Network regulations in relation to 
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Telephone & Taxi Waiting Times. We submit reporting to the Road Transport 

Authority for such data.  

 

9.2 Waiting times vary depending on the time of the day, the pick up location, the 

weekday and availability of taxis. Whilst we make every effort to minimise wait times, 

we make no representation, guarantee or warranty of any kind, express or implied, in 

relation to telephone or taxi wait times. 

 

9.3 Any ETA provided in relation to wait times is an estimate only. 

 

9.4 Rides are attempted but cannot be guaranteed. 

 

9.5 Any fare estimate provided in relation to a hiring is an estimate only. 

 

 

X. Complaints and Compliments 

10.1 Customers who wish to provide feedback, must provide the details in writing via 

the avenues available below. For record keeping purposes, all complaints and 
compliments must be submitted in writing to ACT Cabs and all required 

information to investigate the complaint must be provided by the complainant.  

 

10.2 For record keeping purposes, we do not accept complaints or compliments 

verbally or over the phone, unless the complainant has a disability that prevents them 

from lodging the complaint or compliment in writing. 

 

10.3 If you have a disability that prevents you from lodging the complaint or 

compliment in writing, please inform our office so we can make alternate 

arrangements to receive your feedback and record the required information. 

 

10.4 Via the online Complaints and Compliments form available here: 

https://www.actcabs.com.au/complaints--compliments.html 

 

10.5 Via email to info@actcabs.com.au  
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10.6 In person (via a hand-written statement) at our office during working hours: 

ACT Cabs, Ground Floor, 1/7 Beaconsfield Street, Fyshwick Canberra ACT 2609. 

 
10.7 ACT Cabs endeavours to act on correctly submitted complaints 
according to the Standard for Responding to Written Complaints: 
 

A.​ An acknowledgement of receiving the complaint within three business days. 

We are closed on weekends and public holidays; 

 

B.​ Complaints are substantially acted on or investigated within 14 business 

days; 

 

C.​ Complainants are notified of the outcome of the investigation within 28 

business days; 

 

D.​ If you would like the opportunity to be interviewed or express your complaint 

verbally in addition to your written complaint, please advise our office of this 

request in writing. 

 

10.8 ACT Cabs collects and handles personal information in accordance with the 

Privacy Act 1988 (Cth) and our Privacy Policy, available at 

https://www.actcabs.com.au/privacy-policy.html  

XI. Customer Service Charter 

11.1 This customer service charter is in addition to the Terms of Use and other 

company policies available at https://www.actcabs.com.au/legal.html 
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