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Acknowledgement of Traditional Owners 
We acknowledge the Traditional Owners and Custodians of the land and waterways. We pay respects to their Ancestors and Elders past, present and emerging. We are committed to reconciliation amongst all Australians. 
Accessibility 
A non-HTML equivalent (accessible word document) is available on our website www.tmr.qld.gov.au.
Translating and interpreting assistance
If you need an interpreter call the Translating and Interpreting Service (TIS National) on 131 450. If you are deaf or have a hearing or speech impairment, contact us through the National Relay Service: www.relayservice.gov.au
Copyright
This publication is protected by the Copyright Act 1968. © The State of Queensland (Department of Transport and Main Roads) 2024. All rights reserved. 
Disclaimer
This publication is provided as a source of information only and the State of Queensland makes no statements, representations or warranties about its accuracy or completeness. To the extent permitted by law, the State of Queensland disclaims all responsibility for decisions or actions taken as a result of any data, information, statement or advice, expressed or implied, contained within and excludes all liability (including, without limitation, liability in negligence) for all expenses, losses, damages and costs that may be incurred. 
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As the Department of Transport and Main Roads (TMR) Director-General, I am very pleased to present the TMR Customer Strategy (strategy).
This strategy supports us in achieving our vision of connected communities in a sustainable, thriving and inclusive Queensland. This will support us to achieve our purpose, which is to provide reliable, resilient and responsive transport networks and digital services that are safe and accessible for everyone.
Customers are at the centre of everything we do. Our customers are the people and businesses that use our infrastructure and services in Queensland. Knowing what matters to you guides every decision we make.
With over six million registrations, over 170 million trips on public transport and over three million face-to-face interactions with Queenslanders each year, we are well-positioned to positively impact the lives of the people of Queensland. That’s why this strategy is so important to us. Our focus is on continually improving what we do, and this commitment is unwavering. We recognise that your expectations evolve and change, and we are committed to focusing on what matters most. This ensures that we deliver an affordable, safe, reliable, and inclusive transport system and digital networks that meet your needs.
We know your time is important, so we are striving to make things easier for you. We’re improving our technology to keep you moving and provide you with reliable, timely information. When things change, we’ll update you so you can adjust your plans, and we’ll give you digital options and ways to self-serve at times that work for you. 
We’re building safer, more resilient roads to keep you moving and we are making sure that sustainable travel choices like walking and cycling are an option for more people, and we’re managing the public transport network to connect you to more places more affordably, and easily.
Moving people, goods, and information is one of the foundations of Queensland’s economy. We play a significant role in enabling your place in the Queensland economy every day. Moving you is your business, and it’s our business. Let’s grow the opportunities in Queensland safely and sustainably together and be proud of our collective contribution to the state’s economy. 
We have engaged with a broad range of customers, employees and partners across Queensland to develop this strategy. Based on your feedback, we identified six key Customer Outcomes, as well as where we will direct our efforts to achieve your vision for the future. The strategy will help drive long-term success and strong customer relationships by focusing on your needs and preferences while continuing to improve the overall customer experience.
We invite you to continue this journey with us by providing your input to shape the future of transport in Queensland. Your engagement is very important to us, and we value your contribution. 
I look forward to delivering a customer‑focused future for Queenslanders and visitors to our state.
Sally Stannard, Director-General
Department of Transport and Main Roads
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This strategy outlines our plan to create and deliver consistent, positive customer experiences through high‑quality infrastructure, services and interactions.
A Customers First mindset is central to our strategies and plans and ensures that we seek to understand your needs and expectations to provide a network, products, and services that meet, and ideally exceed these expectations. 
We plan, manage and deliver an integrated network across Queensland’s roads, rail, air, sea, waterways, ports, walking and cycling. We move people and goods to where they need to go, as safely and efficiently as we can.
Our customers are individuals and businesses that use our network and services.
We aim to continually increase customer satisfaction and improve our performance and we have used your feedback to place you at the heart of this strategy. Your input has been crucial in shaping our focus on the 6 Customer Outcomes below, which will lead us towards a more affordable, safe, reliable and inclusive transport system.
You asked for experiences that are:
· Seamless and reliable
· Responsive and personalised
· Connecting communities
· Inclusive and embraces diversity
· Affordable and equitable
· Safe and secure
To achieve these outcomes, we have identified 6 Enablers.
· Connecting and collaborating with customers
· Designing for all
· Responsible and sustainable investment
· Embracing innovation
· Building resilience for the future
· Empowering and investing in our people
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Vision 
Connected communities in a sustainable, thriving and inclusive Queensland. 
Purpose 
To provide reliable, resilient and responsive transport networks and digital services that are safe and accessible for everyone. 
Our strategic plan 
Our Strategic Plan sets the direction for the work we deliver across this great state and demonstrates how we will respond to risks and opportunities facing the people of Queensland. 
To do this, we put our customers at the centre of everything we do. We want to ensure that we actively and positively contribute to people’s quality of life, a vibrant economy and a sustainable environment. 
A diagram. The phrase connected communities in a sustainable, thriving and inclusive Queensland, surrounded by seven icons. 1 accessible and integrated. 2 safe and secure. 3 responsive. 4 efficient and productive. 5 sustainable. 6 digital economic contribution. 7 capable, adaptable and aligned
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Our customers are individuals and businesses that use our network and services. 
We recognise that your needs and expectations will change over time, and this creates important opportunities for us to evolve our customer focus.
Central to our business is a proven commitment to actively listen and respond to Queenslanders. We then incorporate their views into decisions that may impact on people’s lives.
As evidence of this approach, we are introducing new customer experience initiatives and improvements to our network based on your feedback. 
This strategy puts you first! It demonstrates our commitment to being responsive to change and delivering exceptional service for you.
Our network and you
We plan, manage and deliver an integrated network across Queensland, moving people and goods to where they need to go, as safely and efficiently as we can. 
We have a large and complex customer ecosystem. With approximately 20 million total customer transactions with Queenslanders every year.
On the following page is a snapshot of the services we provide across Queensland.
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The customer ecosystem, showing illustrations of a scene of inner city, regional and remote regions, and all the different uses of transport and TMR across those regions
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Queensland
· Population of Queensland Dec-2023 is 5,528,292. (ABS - Catalogue 3101.0, Released 13 June 2024)
· Population growth from Dec-2022 to Dec-2023 is 2.62%. (Based on ABS - Catalogue 3101.0, Released 13 June 2024)
Infrastructure
· $7.66 billion in total investments in transport infrastructure program. (Includes Queensland Rail and Gold Coast Waterways Authority)
· 33,420 kilometres of state-controlled roads including 5052 km national network. The figure reported in the previous annual report for the total state-controlled road length was incorrectly represented at 38,436 km. The corrected figure is 33,412 km.
· 3205 bridges owned and maintained.
· 667 kilometres of cycling infrastructure delivered through funding from the Active Transport Program.
Public transport
· 11.51 million passenger trips on bus, rail, ferry, and air outside South East Queensland.
· 167.78 million passenger trips on bus, rail, ferry, and tram were provided to our customers within South East Queensland.


Digital Access
· 119.6 million Smart Service Queensland customer interactions by phone, counter, and online.
· 3461 Queensland Government open datasets comprising 15,986 files, available through the Open Data Portal, http://www.data.qld.gov.au/.
Electric vehicles
· 48 out of 53 Queensland Electric Super Highway Charging Sites
Licence and registration
· 1.1 million passenger trips provided through the Taxi Subsidy Scheme.
· 1,031,410 recreational boat licences.
· 274,124 personal watercraft licences.
· 4,154,952 driver licences.
· 277,047 recreational boats registered.
· 37,171 personal watercraft registered.
· 6,157,512 vehicles registered.
Maritime
· 287.79 million tonnes of cargo we helped our industry customers move through our declared ports.
· 23,137 Ship movements in Queensland ports.
· 13,273 kilometres of coastline. 6,973 kilometres in Queensland and 6,300 kilometres including islands.
Customer touchpoints
· 3,650,221 QLDTraffic website visits.
· 8,435,601 customers served face-to-face across our 92 Customer Service Centres.
· 15,757,264 customer transactions conducted using electronic self-service channels.
· 24,192,865 total customer transactions.
· Over 625,000 digital Licenses downloaded.
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The future of customer experience.
We work hard to consider the needs of our customers in all that we do. In developing this strategy, we conducted research with our customers to focus on what matters most. Our research identified six Customer Outcomes that are important to you. 
These outcomes support the delivery of this strategy and the actions we take.
· Seamless and reliable. Reliable, interconnected and multi-modal networks that are accessible and easy to use. 
· Responsive and personalised. Access to personalised information, support and choices in real time.
· Connecting communities. Making Queensland feel small with a sustainable network that connects and grows with communities.
· Inclusive and embraces diversity. A sense of community where everyone feels welcome, included and represented.
· Affordable and equitable. Pricing and investment that is fair, empathy-led and transparent.
· Safe and secure. Customers feel physically and emotionally safe and secure.
The following pages give examples of your feedback and how it is guiding our future planning and delivery.
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Reliable, interconnected and multi-modal networks that are accessible and easy to use.
What you told us
You shared your vision of a system that is reliable, interconnected, and helps you plan your travel needs. You told us the importance of having frequent options that are practical, efficient, and designed for your needs. 
You expect to navigate our systems with ease, whether it’s catching a bus or accessing our digital platforms. We are devoting our efforts to ensure these aspects are central to our service design. 
You want our digital services to keep up with technological advancements, while making sure we don’t leave you behind. By doing this, we can offer dependable services you can rely on. 
You need us to be ready for the unexpected. We are committed to providing infrastructure services you can rely on – even when faced with adversity.
Quotes
· “We need to show people that they can rely on services and that TMR is providing the resources to support them.”
· “I don’t want to have to talk to someone, but I want the option to.”
· “Reliable information; reliable apps; reliable transport.”
· “Being able to get to my destination on time every time.”


[bookmark: _Toc178086084]Outcome 2: Responsive and personalised
Access to personalised information, support and choices in real time.
What you told us
You told us you need responsive and personalised experiences. You like us to listen and understand your needs so that our information, services and support are tailored to your experience, and delivered when you need them. 
As your needs evolve, so do our services. We are continually adapting to new technologies and ways of working, giving you access to a variety of options and choices. We know that keeping you up-to-date with live information is vital for your decision-making and ensures you trust our services. 
We strive to support you through the whole journey – to help you feel comfortable with our services and make it easy for you to engage with us.
Quotes
· “Communicate to me what’s happening and why – like they do with events.”
· “Being heard, people want to feel heard.”
· “Access to communication in rural and remote areas.”
· “Info I want is updates on project and info on road closures, when we can access new infrastructure, accurate dates on when things will be closed.”
· “Policy should be more responsive to community.”
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Making Queensland feel small with a sustainable network that connects and grows with communities.
What you told us
We listened to your feedback and understand you want a sustainable network that not only brings people together, but also grows with our population. Easy travel that connects you to places you need to go is a priority for you throughout the entire state.
 You want integrated travel options that accommodate active lifestyles. You expect us to provide transport options that encourage active modes of transport, like walking and cycling.
You envision welcoming transit environments with sun smart spaces and paths, greenery and friendly designs. You expect us to lead with green sustainability initiatives, where innovation is as visible in the landscaping as it is in the transport technologies.
As we plan and develop, we are integrating eco-friendly materials and renewable energy solutions into our projects, ensuring Queensland leads the way in sustainable transport.
By reimagining our networks, we will turn Queensland into a community where every journey contributes to a sustainable and thriving Queensland. We are committed to growing side by side with you, ensuring that our network is not just about moving people but about helping deliver a growing economy.
Quotes
· “A network that makes Queensland feel tiny… that we are so well connected it doesn’t feel like we are one of the biggest states in the country.”
· “Invest in sustainable roads and resources, and re-use and responsible dispose of our waste.”
· “TMR makes me proud by leading in green energy transport stops but also in making transport stops places that connect with the natural environment. Actual green stations!”
· “Our vision is a network that flourishes with population growth in Queensland.”
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A sense of community where everyone feels welcome, included and represented.
What you told us
You told us that everyone is different, and our services should reflect that. 
It’s not just about completing a task – when you’re interacting with us, you want to feel understood. You want our services to be inclusive and delivered with empathy.
You need us to provide options that respect your specific circumstances – from providing non-digital alternatives to catering to different language and accessibility needs. You told us that without this, you can feel frustrated, isolated or left behind. You want every interaction with us to make you feel in control and respected, and you want our staff to advocate for accessibility, inclusivity, and diversity.
We are continuously seeking your feedback on our services, and improving our in-person and online services accordingly. We want to help you feel confident and capable in a tech-driven world, while still having access to human support when you need it.
Quotes
· “People across all background and ability can access public transport services + stations conveniently”
· “More multimodality for all users so they understand and can see other perspectives from other modal users.”
· “When others help, it can make it feel less overwhelming, and I feel more in control.”
· “Staff trained in handling disabilities of many kinds.”
· “How staff interact with a diverse range of people.”
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Pricing and investment that is fair, empathy-led and transparent.
What you told us
You told us you want fair and equitable transport and digital options. You want to see services and products that demonstrate empathy around cost-of-living expenses and pricing and payment options that give you choices. 
You want our services to be affordable for all. You value transparency, and want to know where your money is invested. You need us to genuinely care about you, particularly when you are facing hardships. 
We aim to keep public transport and roads affordable for families, individuals and businesses. We are working to simplify our pricing, making it easier for everyone to understand how fares and fees are calculated. 
Looking ahead, we see a Queensland where innovative solutions drive affordability across our network and our state. Where we deliver safe and reliable transport options, and provide resilient products, services and infrastructure for you. 
Quotes
· “[Keeping costs low] means that I can go places with my children. It’s not too expensive.”
· “We need to increase the availability of viable and affordable public transport in regional areas.”
· “Everyone who wants to use public transport can!”
· “Provide financial support for those, who because of distance or disability, have difficulty in accessing TMR services.”
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Customers feel physically and emotionally safe and secure.
What you told us
You need to be and feel safe when using our services, whether it be on a bus, a road, or online. 
When on the road, you need us to design products that protect your safety, and need us to educate all Queenslanders about safe driving. When on public transport, you need us to make you feel safe and secure, and support your independence and mobility. When online, you need us to protect your privacy. 
You highlighted how a kind and compassionate approach can contribute to a safe environment. Friendly architecture, the right accessible signage, and being listened to when expressing concerns are all elements that make you feel more secure. 
Quotes
· “We don’t do anything or go anywhere without having a sense of I’m going to be safe.”
· “Getting to my destination/home safely. No incidents, no damage, no road rage.”
· “My information is secure but also it’s not too onerous to deal with TMR online.”
· “An environment where we can all go to work and come home again.”
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Our Enablers.
We are passionate about delivering positive outcomes for our customers. We have a strong foundation of providing excellent customer service and experiences and want to continue to deliver what matters to you, while building trust and strong relationships.
We shared your six Customer Outcomes with our team and asked them what we can do to deliver them. In response, our team designed the following six Enablers for us to focus on. 
We will use these Enablers in our planning, design and delivery to achieve your outcomes.
1. Connecting and collaborating with customers. A model that is more proactive, engages with community, and develops policy based on feedback.
2. Embracing innovation. Collaborating internally and externally to innovate and make evidence-based decisions that create better omni-channel experiences.
3. Designing for all. Designing for the diverse needs of customers, ensuring they feel included and can easily access what they need.
4. Building resilience for the future. Building infrastructure, products and services that are sustainable and will stand the test of time – economically, socially and environmentally.
5. Responsible and sustainable investment. Making investment decisions that are empathetic, responsible and equitable for today and the future.
6. Empowering and investing in our people. Investing in development opportunities that empower our people and strengthen our ability to meet customer needs.
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Ongoing customer satisfaction
This strategy will be measured using a variety of metrics aligned with our Strategic Plan and our departments’ annual Service Delivery Statements. TMR and the Queensland Government also conduct customer satisfaction surveys.
International Customer Service Standard accreditation
Since 2017, we have sought annual accreditation against the International Customer Service Standard (ICSS). Through this process, we are assessed against an international customer service and experience standard, and are benchmarked against other Australian organisations in public, private and not‑for‑profit sectors. This process provides us with an accreditation score, and opportunities to acknowledge what we are doing well and how we might improve what we do. Since our first certification in 2017, we have progressed our maturity and performance against the ICSS, moving through the implementation‑level certification to integration-level in 2022. We are proud of this progress and seek to continuously improve customer experiences both now and into the future.
Your feedback
Your feedback is important to us. We engage with our customers and the wider community through a range of feedback channels, and we use this information to measure and improve our network, products, services and performance.
Our Annual Report
You can read more about what we are doing in the Department of Transport and Main Roads Annual Report which discusses our achievements, performance, outlook and financial position for the reporting year against our Strategic Plan.
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Want to know more about what we do?
Most of our department’s strategies can be found on our website www.tmr.qld.gov.au
Here are a few of our core strategies:
· Accessibility and Inclusion Strategy and Plan
· Bruce Highway Action Plan 
· Building sustainable roads
· Creating Better Connections for Queenslanders | Translink
· Indigenous Strategy Roadmap
· Multicultural Action Plan
· Our Thriving Digital Future – Queensland’s Digital Economy Strategy and Action Plan
· Queensland Cycling Strategy
· Queensland Freight Strategy and Action Plan
· Queensland Road Safety Strategy and Queensland Road Safety Action Plan 
· Queensland Transport Strategy (30-year plan)
· Queensland Walking Strategy
· Queensland’s Zero Emission Vehicle Strategy
· Regional air services
· Regional rail services
· Regional Transport Pl​ans
· TMR Strategic Plan
· Transport Coordination Plan (10-year plan)
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Join Transport Talk to get involved.
As a Transport Talk member, you can share your thoughts on transport-related topics and contribute your ideas during our customer research activities such as surveys, focus groups and interviews.
Find out more at www.tmr.qld.gov.au/about-us/contact-us/transport-talk
Your feedback changes how we do business.
We are committed to continuously improving your experiences. Your feedback helps us to understand what is important to you, and how we can improve our services, products, infrastructure and information.
You can provide your feedback via: 
· Our Customer Service Centres
· Web – www.tmr.qld.gov.au/contactus
· Phone 
· 13 23 80 (8am to 5pm Mon–Fri AEST excluding public holidays) 
· 13 12 30 for public transport (24 hours a day)
· Facebook – www.facebook.com/TMRQld
· Twitter – www.twitter.com/TMRQld
· Mail – GPO Box 1412 Brisbane 4001
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