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Induction and Common

Day One
Time Topic Facilitator

Welcome & Ice Breaker
9:00 - 09:45 Aim: Get new inductees comfortable and relaxed in their
new environment (includes walk around)

Meet the Managers

Aim: Provide an opportunity for inductees to meet with
senior management and gain a better understanding of
the DTMR organisational structure.

10:15-10:30 Meet the Team Leaders Team Leaders

10:30 - 10:45  Break A

Human Resources Induction and Evacuation
10:45 -11:45 | Aim: Brief new staff on their role and responsikilities in

Facilitator with HR
Representative

09:45 -10:15 Managers

Human Resource

the workplace. Personnel
Meet the Union Representatives. Aim: Give staff Union
11:45-12:00 | the opportunity to provide feedback, on key-issues to be .
Representative

included in the EBA negotiations.

Overview of Role for consultants; Facilitator-Power
12:00 - 12:30 | Aim: Give staff an understanding @f-access to customers' .

. Point
records and DTMR expectations:;

12:30-1:15  Lunch X4

_ _ Overview of Role for consultants and WFP. Aim: -
1:15-1:30 Give staff an understanding ot @xpectations of DTMR. Facilitator, WFP

System Set-up

Aim: Get staff fully operational Set up: IBM Notes, Work
Space, Corporate forms; Business Directory, Knowledge
and Operational Stpgort Site, Email Signature, DMS

V8, TICA, TRAILS Dispark Archive Inbox, Service Centre,
Learn Zone, |IA#L Tracker, Business Directory, Sap, Stars,
Printer, Online Reset Access, RUMIIS, CSD Portal.

1:30 - 3:00 Aim: Familiarise staff with email system and databases. Facilitator
Complete mandatory courses on Learn zone.
« ICT facilities & devices

* Recordkeeping 101

* Which way would you go

» CSB Staff responsibilities.

» Tica Basics

3:00-3:45 | Break
3:45 - 4:45 Buddy

Buddy Debrief. Aim:
Allow staff the opportunity to vies and familiarise
themselves with all the systems they will be using, in this
module.

Facilitator to
arrange

4:45 - 5:00 Facilitator
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Human Resources Overview

What do these abbreviations stand for?
Public service classifications

AO =

PO =

TO =

00 =

What are the main duties of your role?

Dress standards

Circie which items of clothing would be acceptable

Wl g
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Code of Conduct

When and where does the Code of Conduct apply?

Who should you report potential breaches of the code to?

What is Workplace Discrimination?

What is Workplace Harassment?

0

Common Skill Set Participant Guide 7

RTI 135-04912 - Induction to Licensing Common Skills Participant Guide V19 Feb 2017.pdf - Page
Niimhbhar: 7 nf 79



Workplace Health & Safety

What is STOP — -GO?

What are the steps that | take if | am injured in the workplace?

DON’T FORGET
CHECK KAO

Ul
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Overview of Role

CSD Shift times

Unplanned Leave

Contact Number if you are running late or are unable to attend work

Information that will be required:

N
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Key Performance Indicators (KPI’s)

Adherence

Call Quality

Not Ready count

KAOS Usage

Hold Time

Call Quality Evaluation Scorecard cQ

/472007

Evaluati '
Concnnapan  Calculate

Total Score

o2

Cid you use an approphiate greeting, dichey prdvide your name and onswaer the call in a fimely manner®

W ok your cuttomer identified appropriotsly I8 the information provided 1o them® [This includes wing the ES Checkdist] |
Ernow mmw m Bid you confimm your custiomen queifiorigueny§ |

m‘ Did you use effective and approgiiatinguestionng ¥ |
Customer Experience G0s [ Did you octivaly listen to your Sstonier?

05 [ Cid you creafe a geat céifomer openence for this custormer?

GO7 | Cig you demonsirate apddocinde benaviour on fhe call? [

Q08 | pidyou use opproprigfEane: language and behavicurd

e ] Cid you contred the coll @iiectively® Mo long pauses, excessive hold, stopped the cusfomer from providing excessive
infcermotion®]
Transfers & Hold Cid you fronsfgrfipekastintance from o supervisor when appropriole?

11 Did you use thé Copect holdfiranster procecs? |

.J"-.ECLIrIJI'_"p' of Information G112 Accurgie Ifasrétion

@13 Completigiommation

Gl4 Mﬂfiﬂl'a'_&—ule al syptams - including Docbara, TICA. KACE, EO Chackshest,

(Sl Aoyyrdterdota antry - TCA, 585 & other dafoiboses/emails

Call Cloge LI LI S 4h R wilh the custarmer that you have answened their guastion and resched the call

I [ e

Q17 Waoihera on oppropnote coll end solkstation and the customer offered furiher gssistonce ¥

RN
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Rosters & Timesheets
Your Roster is located in Knowledge and Operational Support Site, which has the acronym of KAOS.

Click on this link: http://share.qdot.gld.gov.au/sites/csdkaos/default.aspx

Hover your cursor over Business Services—>All reports - CSD Empower = Schedule Editor. Click on the Right
Arrow to view your roster in advance.

Check your Daily Breaks on commencing your shift. If there are changes, there will be an updated version of
daily breaks in the above link, besides an email from the Real Time Analyst.

If you are late for your breaks, or finish your shift after your scheduled time, you add or modify your
schedule through the same link.

Completing your Timesheet

29/09 30/09 01/10 22/10 03/10 04/10 05/10

-

Sat sun Mo Tue Wed Thu Fri
Start | | | _i 07:55 | 08:35 | 07:55 | 07:55
Finish | | | | 12:00 | 12:00 | 12:00 | 12:00
Before Lunch 8
st | NN | | |
ish [ [ R, | | |
Hours Worked| RZOE] [ 04:05 [ 03:25 | 04:05 | 04:05
Start | ﬁ_ﬂ=| | 12:45 | 12:45 | 12:45 | 12:45
Finish | ;r | | 16:55 | 16:55 | 16:55 | 16:55
After Lunch &S5
S a7 N I R
Finish ﬁ___ T | | |
Haurs worked | | | 04:10 | 04:10 | 04:10 | 04:10
|

Total Core Hours| | 08:15 | 07:35 | 08:15 | 08:15

Leave/Public Hoiici.:\f:

Standz+2) Hours| | 07:15 | 07:15 | 07:15 | 07:15 | 07:15

Aczriad i—qul 09:20 | 09:20 | 09:20 | 10:20 | 10:40 | 11:40 | 12:40
_i{}g”{DOfHD -—-

Cutside Hgurs Worked I I I I I I

Total Hours| | | | 08:15 | 07:35 | os:15 | 0s:15

Week 2 Activities

Total Hours| | | 07:15 | 08:15 | 07:35 | 08:15 | 08:15 |

WU
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Allocation of time for activities

Step 1

Morning & afternoon tea
breaks.

Fun Committee

Team Meeting

Ste
Coaching

sessions with
TL

Total Huuml

Week 2 Activities |
. s - Sun Mon Tue Wed Thu Fri
1000.002 BUSINESS ADMINISTRATION (550401)| L | oo:30 00:30

1000.008 HR RELATED ACTIVITIES (550—401]'

|

| 04?]?15_
| oz:00 | oz:00
| oo:z0 | co:z0

1001.06%9 ON-LINE/OFF-LINE PROCESSING I{EEDAEHJ

I
|
1001.045 GENERAL CUSTOMER ENQUIRIES {550401)]1. |
I
I

1001.099 SS0Q ACTIVITIES I{EEB‘DﬁI

8000.002 TRAINING - RECEIVED {5504!1)'

9000.001 LEAVE OTHER {55401)'
9000.002 PUBLIC HOLIDAY (5#401}'

S9000.003 RECREATION LEAVE [ﬁmﬂlﬂ_

|

|

1

9000.004 SICK LEAVEIISSMDLJI— | \ | 0 | [
F 4

|

J

Step S Step 3 =
Information provided to All processing work Inquiries dl\"El'_‘tE'd
customers on policies & an TICA by Smart Services
services Qald.

N
+  On-Line/off-line Activities- 00.30 minutes.
* General cus@inquiries-the remaining of the 5 hours

WU
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Buddying

How did the consultant open the call?

How did the consultant close the call?

what types of calls did You hear?

what was something new Lo you learnt?

Ui
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Module Two - Common Skills Timetable

Day Two

Time

Topic

Facilitator

8:00 - 8:30

Welcome & Ice Breaker
Aim: Get new inductees comfortable and relaxed in their
new environment (includes walk around)

Facilitator

8:30 - 09:30

09:30 - 09:45

Standard EOI and Types of Customers

Aim: To provide insight into the quality requirements when
providing information to customers, covers EOI, Types of
Customers, Acceptable variations and Change of Customer

Details
\2

Facilitator

Standard EOI and Types of Customers Conitiniies

11:30 - 12:15

understanding of the Individual Hub, Organisational Hub

09:45 - 10:15 | Aim: Covering EOI, Types of Customers, Actcepiable Facilitator
variations and Change of Customer Details
Introduction to TICA

10:15 - 11:30 | Aim: To introduce TICA and providée.aiioverview and Facilitator

12:15 -2:30

2:30 - 2:45

2:45 - 3:00

Maintaining TICA (Changge of Details),

Aim: To provide an understanding of the how to perform
maintenance in TICA pertaining to amending a postal
address, checking faficorrespondence and confirming a
disability parking@address.

\>/
N%

Maintaining, TICA (Registration) Aim: To
demonstrate how to identify the current registration details
& replace needed paperwork, to replace a label or
certificate

Break

Facilitator

Facilitator

3:00 -3:10

Review
Aim: Review and refresh key learning

Facilitator

3:10 -3:50

Buddying
Aim: Provide staff with context to the role

Facilitator to
arrange

3:50 - 4:00

Buddying Debrief

Aim: Get staff talking about calls they heard. Encourage
dialogue and answer questions that may arise. Help
develop understanding.

Facilitator

RTI 135-04912 - Induction to Licensing Common Skills Participant Guide V19 Feb 2017.pdf - Page
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Evidence of Identity in Licensing and Registration

Types of Customers

A customer is any individual/organisation, which does business with the Department of Transport and Main
Roads and has a Customer Reference Number (CRN). Customers are created in TRAILS or TICA, separate to
any products. Products such as registration and licences are then linked to the customer.

What application form must be lodged by a new customer, to register a vehicle? (Include Form Number)

Name the two reasons, when a new customer must complete a New Custamer Application form?

Evidence of Identity

What does EOI prove?

Individuals

1.

2.

3.
Organisations

1.

i

Common Skill Set Participant Guide 16

RTI 135-04912 - Induction to Licensing Common Skills Participant Guide V19 Feb 2017.pdf - Page
Niimbar: 1A nf 79



Groups of Standard Evidence of Identity for Individuals.

Group 1

Queensland laminated Driver Licence or Qld
Smartcards that have been valid at any time,
within the last 2 years.

(i unavailable. then present either)

The Documents must
show the:

Issuing Organisation’™s name.
Customer's name in full in
Category A_ Interstate Licence

= showing a middle initial, may —=
Group 2 be accepted, if NEVDIS shows sl ils
1 X Category A the full name for the licence. 2 X Category A
+ = [nitials with Surmame, or no +
2 X Category B middle name in Category B is 1 X Category B
4 acceptable, if the initial and fall Document
surname, match Category A. +
F‘n_:mf of « Customer's signature on ai Proof of
Residency/ least one document. Resid ;
Garage » Customer's date of birth, Smust Esldency
be shown on at l2ast Garage

Category A Docurdtaeist,

The Document mrust be current
and original, untess othenwvise
stated.

The Documenimust be
Awustralian issuad, unless
otherwise stated.

The sequente of the first and
middle nsme on the EOI
documents, does not need to
be the same, as long as the
same names appear on all
documents.

Aracognised abbreviated
name on Category B document
is acceptable eg. Bob Smith in
Cat B and Robert Smith in Cat
A
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CALL QUALITY

IDENTIFICATION
AND SECURITY

What are the consequences for not adhering to phone EOI processes?

Provide three examples of Category A Documents?

Provide three examples of Category B Documents?

What questions do you need to ask an individual and an organisation over
the phone?

What process do you need to follow, if they cannot complete the

identification check?

Common Skill Set Participant Guide 18
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Acceptable Variations to Evidence of Identity Documents

What do you do, if a customer cannot meet standard Phone EOI?

1.

2.

What are the 6 compulsory 1%t level responses, which you must obtain from a Qld Licensee, for the phone
EOI Check sheet?

When can certified copies of documents be presented?

What are the 6 compulsory 1%t level responses, which y&u must obtain from an organisation, for the phone
EOI Check Sheet?

TRy
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Identification Requirements for Phone Transactions

INDIVIDUAL

]

ORGANISATION

Change of Address |

For identification purposes, | am
required to ask you a series of

VIR for electronic
izsued infr & PRM- —

questions.
!

only if payment is
made today

Releass of Payment
Refarence Mumber for |y
rega'electronic isswed
infringement

Individual
Can | begin with yvour registration
or Qld Licencelcustomer
reference number pleaze? If
none of these are available, ask
for full name and date of birth.
Then proceed to the EOI Check
Sheet.

Renswal Molices, |
Labels & Certificates

Update Pay Term

Release
CRMNfinfringement
no. to nonfex Qid
Licensee, to pay
hand izsued
infringement on the
internet.

Iszue Online Access
Code (OAC) to
renew CQid
Ligreplace QId Liz. ™=
Log into my afc for
demerit points, traffic
history and DDRR

Replace any
smartcard, not s
received in the
miail

Removal of Pension
Concession and
swapping the order
of registered
operators-Rego
trained consultants.

Organisation
Can begin with your Custerer
Reference/Rego number pleasz?
If none of these are available, ask
for name of organisation and
Australian Company
MumberfAustralian National
Busziness Numbz# Inccrporated
Associations Mamber. Then
proceed to the EQI Check Sheet.

N

)

|

Change of Address

WP for electronic
izsued infr & PRN-
only if payment is
made today

Releass of Payment
Reference Mumber for
regalinfringement

Replacement
Renewal Motices,
Labels & Cerificates

Update Pay Term

Release CEMN

If All Reguirements cannot be met

The customer should be advised to
attenda TMR Customer Service
Ceitre, with standard EQI
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Change of Customer Details

Under certain circumstances, some of the customer’s personal details can be changed in TRAILS and TICA.
Investigate below, what details can be changed and what proof is required to perform these changes.

Can the following

details be changed Yes or No What Proof is required?
for a customer?

Date of Birth

Sex & Name

Name

Driver Licence
number

Address

Place of Birth

Deceased

It is really important that you correctly
identify your customers. In fact, it is deemed a
critical error if you fail to do this and you will
score a zero in Call Quality!

IDENTIFICATION
AND SECURITY

Common Skill Set Participant Guide 21
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Evidence of Identity & Change Customer Detail Quiz

1. My Registration Renewal Notice was redirected to me. | would like to change my address for the registration.
What other questions must you ask, if the customer could only provide you with her Queensland Licence number,
before you could change her address.

2. | have just turned 18 and want to get an Adult Proof of Age Card. The only ID | have in my name, is an
expired high school ID, and my EFTPOS card. What ID do | need to get the Card?

3. A customer has called the Call Centre and wants to discuss-his registration details. He is unable to be
authenticated on Level 1 of the Check Sheet and therefsre-has failed the ID check. What can we do to
assist this customer? (List all options).

4, | have just moved to Queensland.and’will be registering my car in Queensland.
| only have a photocopy of my bitth/certificate. Is it OK to use this?

5. A customer is going i to set up a CRN for the company.
What documentation and form number, are required for the customer to do this?

Common Skill Set Participant Guide 22
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6. List three Category A Documents

7. List three Category B Documents

Change Customer Detail Quiz

1. What options does a customer have, to change their address with DTMR?

2. How soon, should a customer advise TMR of any ¢hanges to the address?

3 Who can have a Queensland Licence, but can request for a change of address to an interstate residential
address?

4 |lost my purse with my Qld. licence in it. | am worried that someone will use my licence to open bank
accounts. Can | get a new customer number, when | come in to get my licence replaced?
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5 I have just got married overseas. What do | need to bring in, to change my name from my maiden name
to my married name?

6 My company has changed its name, but my ACN is remaining the same. What do | need to do to get the
name changed?

7 | have recently divorced my husband and am reverting to my niaiden name. As | have previously had a
Qld licence in my maiden name, can | come into DTMR and havg this changed without providing the
divorce papers?

8 How would you change the address of a large-company, which has a fleet of vehicles? Only two vehicles
have to be moved to another Garage Address.

9 Would changing the address of the proprietor for a business, automatically change the address for a
vehicle?

Biiidua g
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Transport Integrated Customer Access (TICA)
TICA is a system which allows DTMR to view, retrieve and maintain customer records.

From the Homepage you can click on any of the links, which will connect you to that hub.

\\\\ Queensland Help

Government
Transport and Main Road
Transport integrated customer access

Sessionw Customerv Licensingw Registrationv Vehiclew Financew Securtyw About

Home
<strong>Schaduled outages: </strong><be/>Thes service will be unavalable each Monday from
10:00 pm untd Tuesday 1:00 am EST (GMT +10).
[j; Customers Licensing Nuanhce
—— :
Registration Vehicles Inspections
" Plates Offg(gésns Products
Hub Categories:
Licensing =
Finance TICA Tip: It is the best practice to
Registration ,
Vehicles . open the customer’s record from
Inspections either the organisation hub or
m individual hub and identify them mEvTICRTION
before moving to other hubs.

Once in a Hub, you can return to the Home page by:
e Clicking on Home, which is located in the top right of the title bar of every page; or
e Clicking on the Exit button (located on the left side of every page) until you reach the home page.

You can also navigate between the different Hubs from any page, by selecting the drop down box for links
(located across the top in the menu bar), and then the appropriate hub you require.

Common Skill Set Participant Guide 25
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Searching for individuals and organisations, should be done before any of the change processes. You cannot
change anything until you've identified your customer with the Check Sheet.

Search for an Individual
After displaying an individual in TICA, the EOI check can be completed on this page.

The customer can be displayed from all different hubs.

The most common hubs you will search for a customer, include the Individual Customer Hub, Organisation
Hub, Drivers Licence Hub, Infringement Hub and the Registration Hub.

\\\\ Queensland Home Helo

Government
Transport and Main Roads

Transport integrated customer access

Dusplay  Indradualy Productsv Addtional Requrementsy Linksy About

TCAQOO 1111 DISPOMY SUCCESSRUL
Individual Customer
Hub customer v| (05515571 |Emaarne e aes | s [ PN i |
Address PO BOX 139 EDMONTON QLD 4869 AUS org
Postal Displav__] Choose Individual
Customer Detads Contact Details
Hesohe (Cm 180 Phone 33539372
La‘_“l Gender MALE Qualifications
F—— Eve Colour BLUE " Add DOB for an
Haer Colour BROWN
sl 3 individual
Burth Town/CRy DARWIN =
Barth State NORTHERN TERRITORY
Birth Country AUSTRALIA

Deceased Date

s Py Noufied Date

If you have the customer’s last nanie"with first name, you can search with “phonetic search,” by unticking
“extend date of birth search.”

Enter search details

<NONE> "~ ) Name [KOH, PO TAK Birth Date
Suburb .
Gender <NONE=> Townf | [¥] Phonetic search

[[]Extend date of birth search

Approx Age IU_

AN
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Search for an Organisation
To perform an EOI check for an organisation, you will need to go to the Organisation Customer Hub.

The Organisation Customer Hub can be accessed from the home page, or any page by selecting the drop
down box from links (located across the top in the menu bar)

In the Organisation Customer Hub, you will be able to see the organisation’s full name, address and ACN or
BN. To update the phone number for an organisation, you must select “ORGANISATION-> UPDATE
ORGANISATION DETAILS,” and update the phone number on this hub.

Once the EOI has been conducted with the Check Sheet, use the links function to navigate to the Hub that
best suites the customer’s enquiry.

land ool )Lt
A\ Esentan ol )l
5 d Main Roads

Q

Transport integrated customer access
Organsationy Productsv Addibonal Requrementsy Linksv About Orgamsatlon Name
Organisation
stomer . N —
Customer Hub Customer ] l— I‘ /s Choose
add D0rg L
;_wff,” ‘ Organisation
Detads Qualificabions
ACN Type 72N ~ |Reference : ACN or BN
(LClear N
r Exk ] Date Closed —]
Date Notthed - . .
Click Display
Contact Detads
Name
Phone
0 Add r Q 2
Details Displayed Below
Jisplay  Organisationv Productsw Additional Recuizementsw Linksv About
TCAO001111: DISPLAY SUCCESSFUL
Organisation
Customer Hub ¢ i .
Custonien)y| |90389914 IUON GLASS (AUSTRALIA) PTY LTD Ind Contact Details
Address 995 LOGAN ROAD HOLLAND PARK QLD 4121 AUS Oorg ACTIVE
Address
:j,, 3 : 2 Details Qualifications
PTKOH 1
ACN 116650223 Type
-

Clear L
‘E Date Closed .

Date Notified

Contact Details
Name  GLENN CARLSON
Phone 0400551888
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Change Customer Address
In TICA you can update, add or remove a Residential, Postal or Garage Address for both Individual and
Organisational Customers.

To update a Residential Address or Telephone number
e Type over the previous address details
OR
Press CLEAR Address and type in the new details
Note: Pressing CLEAR deletes both the address and the phone number.

Once the new details are entered, click onJUPDATE fto finalise the address change
b, Queensland ppma Hislp

YO Gavernment
Trangport and Main Roads
Transport integrated customer acoess <'E_
(N

Dasplay Update Clear Address Other Addresses> Address Hstory  Comespondencew Disabled Customer...  Link: About

Y11 11 DISPLAY SIBCCESEFUL
lipdate Cusianser
Addresses Customer | [I06513821 | [SPITH MATTHEW,JAHES | Woing | BethDate Rojoaiwes
Address PO BOX 135 EDMONTON QLD 288% U5 o org ACTIVE
Foital l—uﬁ'ﬂu
Remdantial Addrass and Cortact
Buidideryy Mamsa | KON COMPLIANT {DNIT
[ Claar I e
Floor I L Linit Flat = Effectrve 31052010
(-
Street Number [P = Street Name = |BOX 139~ 5 Changa Reason
Suburh/Town - [EDMONTON S o
State - oo Postade jazea
Country oz @ ALISTRALLA
]
ContactPhong  [33539372 | Update Clear addréss

Caker Addressed

To update a Postal Address

Click on Postal... link, which will take-you through to a new page
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e ———— | "1f the Postal address is

TCADOO1111: DISPLAY SUCCESSPUL the same as the
Postal Address same as Residential Address residential address,
select the box, Postal
Building Hame | Effectiva 15/07/2013
Address same as
El | = A h : H
wer had Hr P = Change Reaton Residential Address
Street Wumber | = Sereet Name - [GPO BOX 2451 =
Suburb/Town = [BRISBANE - For a separate PO Box
address, add details
State - Iﬁ Postoode 4001 !
Country - [fos = ausTRALLA
—r— [P Press OK
it e Sraining qoo tghd . o B e -wesr fipd 20, jspr OMNAMIC = CETPAGE ATIME I e 1 1T 38 525 1580 AN TNDOWID= T M 2 1 1 _.' Trusted sies 5

Unsuccessful Updates

If your update was unsuccessful, begin by problem solving with cliént. Commence by reconfirming the
client’s postcode, suburb, street and building number. Try ta'think outside the square to ascertain the issue.
Could it be an issue that, the actual residential address is ditfferent from the Australia post address file (PAF)?
Could the wrong street name being picked? Could this bé‘a/iiew house on that street?

Note: The address must have at least a street name. Subirbs cannot be overridden.

If TICA highlights that the update cannot be pracissed and an 'override’ is required, you must ensure
that, all options have been explored, befor<.you click on “Override.”

R
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To update an Organisation Address or Telephone number

Press Update Address, type in the new details and click Update. To update the phone number for an
organisation, you must select “ORGANISATION—-> UPDATE ORGANISATION DETAILS,” and update the
phone number on this hub.

Home Help

Queensland ’
\\\\ Government
Organisation Transport and Main Roads
Transport integrated customer access

Display Organssationv Productsv Addtional Requrementsy Linksw About

TCA0001111: DISPLAY SUCCESSFUL
Organisation

Customer Hub

Customer vr |106096785 |BLUEBIRD AND GILLESPIE PTY LTD Ind
Address 32 EVAN STREET EAST MACKAY QLD 4740 AUS ®org ACTIVE
Postal (_ospiay. ]
Detads Qualfications
ACN 555550822 fype—— . [Redwdance __Iiffedive- |
-
—TrT— o

Date Notified

Contact Detads
Name  MICHAEL GILLESPIE

Phone

U
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Checking for recently sent Correspondence

In TRAILS, on the command line type CORI followed by the CRN

T Vone I/0 I DOB
Addre e - TRAILS SCREENS
.7 Property Id

1. . Unit/Flat ? Enter

- No. 7 Street Nm ?

—— OLD D for Display

de . . Country . ? AUS Contact Phone

Q for Qualifications

T Property Id

Lvl. ? Unit/Flat ? Rsn: N/Comp Che H for History

et No? Street Nm ? BEAMS ROAD X
Town ? )IN State? R R for Restrictions

\\

code Country . ? AUS Eff Exp

Property Id O for Correspondence

> Unit/Flat ? Rsn: N/C:" Ch
BRISBANE $tate? QLD N :
5 .

Xl

; A If correspondence
Display U e ayent request Storage de o
sanc cOri . - ml has been sent it will

appear here

Replace if

Specific Ref Num. ? necessary
Cori Class Type . * Ref Date: From

Interaction Date More:

Interact 5 CANN Ref Date Status
Sel Cori Date C Reference Mail Type UserID
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Checking Correspondence in TICA
From any HUB in TICA, click HOME
Hover over customer (top left) and select correspondence
-\R\Queensland Help

Government
Transport and Main Roads

Transnort intearated customer access

Sessionir FelEGIEg8 Licensing~ REegistrationv Vehiclew Financew Securityv About

Correspondence Hub

Homej ar Ca A
Monday from 10:00 pm until y 1:00 am EST
26/07/2016
PTKOH 1 Customers Licensing Finance
Individual customer huk Driver licence hub Make a payment
Organisation customer hub Industry authority hub Banking hub
Exit
Add or change an address Marine licence hub Payment items hub
Add an individual customer Bookings CustomgrSccount hub

Disability Parking and Change of Address
If the customer confirms they have a Disability Parking Permit

Hover over Disabled Customer

A Pop Up box will appear

Press send email to notify the Disability parking Permits s&ction of a change of address.

Determine if the caller has a laminated licence & if one exists, a change of address label must be issued

\\\\ Queensland \‘) Hame telo

Government

Transport and Main Roads

Transport integrated customer access &

Display Update Clear Address Othar Addressesv Address History Comrespondencewl Disabled Customer... | Linksw About

TCAGOD3111: DISPLAY SCCESSAUL
Update Customer
Addrossos Cust: sl | & 1nd futh Date
Address 20rg ACTIVE
Postal — e

PTKOH 21 Resdential Addrses whld Contact

Bulding Mame )

Flooe l -

e Mumber ﬁ
Press Send Emad to notify the Dwsabidty Parung Permat

SUbODTown B W @ sechion of 3 change 10 ths customer’s rendentisl dddress

Clea J

Ext

1/05/2010

sability Parking - Webpage Distog

State - [6o
Country - s o e " [ Cancel
Contact Phone 3353937 f Address

Cther Addresses .
s, Mo /e, S aring. O30t Gl OOV, SuSe war i 5 O TOTNAVIC o GET o/ Trated stes 3
I postab.. |

AR
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Checking for a List of Registrations

When a customer has multiple registrations, you can view a list of the registrations in a customer’s name

from the Registration Hub.

Note: After listing registration and if payment of registration is
the vehicle is a non inspectable vehicle.

required, proceed with the following steps, if

Hover your mouse over the Registration in the top title bar. Once the down menu has displayed, click on List

Registration.
7 T}

N

Transport integrated customer access

e

crosoft |

ey v

™t Explarer M Oueendtand (overnencnt

Queensland
Government

|0tsohv Organisationw Productsw Addtional Requiramentsw Linksw About

Home Help

Type in CRN
Transport and Main Roads

Click Display

TCA0001 1 11/BASPLAY SUCCESSFUL
Organisation
Customer Hub —_
ind
Address ®0rg
Postal _Displa
S 01
. 4 Detads Qualfications
KOH
ACN 065613603 hpe _____________~\\ [ghlerence _[Effective |
-
i —— . . £~
Clear ob
= Date Closed
Ext = &
Date Notfied =
Contact Details
Name
Phone
Undate acddress
YYD LULAN RUAL MULLANUD FARK QUD\S 1 J1Aaud ACTIVE
15/07, 3 o
KO earc
PTKOH Selection Status
From Date [ O Registrations O Current
Clear Plate Number [ O Piates O Cancelled
—— Registration Category <NONE> ¥} ® Both ®Both Ee?&w___}n
Plaste  [Category[Descrftigtng” 0020202002000 Istatus|Concession [Role |
2011 YOOI CR-V WAGON LUXURY 4CYL PETROL SSEAT RHD cmr | [erivE

Detads. ..

Select the
registration by
double clicking
onit
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Identifying Registration Details
Start by displaying the Registration Hub.

~ Home - Microsoft Intérnet Explorer provided by Quecneland Govirnment

\\\\ Queensland Home Help

Government
Transport and Main Roads

Transport integrated customer access

Disply|  Registrationwf New Business Change Ownershipw Update Detadsw Comespondencev Linksw About

TCAOQOQ1111: DISPLAY SUCCESSFUL

Vehicle
Registration Hub Customer v/ Olnd  Birth Date [
Address ®0rg ACTIVE
Postal
nd Birth Date
VIN org
Descnption 2011 HONDA CR-V WAGON LUXURY 4CYL PETROL SIL SSEAT RHD ACTIVE Dﬁbj l
Registration Pedad of Registration
“URRENT Current Future Current Future
[:@ Plate Effestive 18/08/2012 19/08/2013
Category PASSENGER CAR A Exonry 18/08/2013 18/08/2014
NRTC Charge 1\ Status CURRENT PENDING
Pay Mode STANDARD l' Concession
\
Pay Term (months) 12 i Industry
Relief Type
CTP Insurance
Purpose of Use COMMERCIAL
Insurer ALLIANZ
Common Due Date Class CLASS 1
Rriver licence hub o
(i i Inspection Expiry
Policy 43210162254
Payment Maximum Axles Maxamum Trailers
Entitied to ITC YES
Update renewal datadd Transfer regqistratiof)
New Dusingss cancel reqistranly

Customer Details, VIN, Engine, Vehicle Description

Current Registration Details

Period of Registration

CTP and ITCE information

Links to update renewal details

Links to access further information
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Replace a Label, Certificate for labelled vehicle, Label for Vessel and Renewal Notice for
Vehicle or Vessel Registrations

From the Vehicle Registration hub

\\\\ Queensland Home Help

Government
Transport and Main Roads

Transport integrated customer access

Display Registrationv New Business Change Ownershipw Update Details' 'Zmespondencev Linksw About

TCAO001111: DISPLAY SUCCESSFUL

Vehicle
Registration Hub Customer ~) — — i
Address ®0rg £
Postal
Ind Birth Date
- VIN org
) ; Descriptior ACTIVE ———

Hover over Correspondence

Choose the appropriate function
Replace Label
Replace Certificate
Replace Renewal

Queensland ' Home Help
\\\\ Government <

Transport and Main Roads
Transport integrated customer access &
ansg qre e )
SR\
Dispiay ReQustrationw New Busness Change Ownershpv Update Detsisw Qe unksv About
Roplacy Label... TCA0001111: DISPLAY SUCCESSFIL
Vehicle BaniiGa @ amibisarn
Registration Hub Customer v Olnd girth Date l
Address & Crg CTIVE
Postal
Ing BithDate
13 A
N v "‘ ur'J
Descnption ACTIVE (L Disptay__]
Claac Regstraton Panod of Regestration
"URRENT Current Future Curremt Future
Ext & o
Plate Effective 16/08/2012 19/08/2013
Category PASSENGER CAR Exprry 16/08/2013 18/08/2013
NRTC Charge Status CURRENT PENDING
Pay Mode SEAHI0ARD Concession
Pay Term (mooiisy) 12 Industry
Rebef Type
CTP Insurance
Purpose of Use COMMERCIAL
Insurer ALLIANZ
Common Due Date <
o~ Class CLASS 1
. Inspection Expiry
Pokcy 43210162204

Maxamum Axles Maamunm Traders X
Enttied to ITC YES

MRLGRSUISIS N R SEARES ML LS SR LS A s

W
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Replacing a Label
Choose Replace Label when a customer requires their registration label to be replaced.

If you choose the Replace Label option, a new Pop-Up window will appear

You will be required to provide a reason for resending the label

Choose the most appropriate answer from the dropdown menu

% Replace Label - Webpage Dialog
TCA0001351: REPLACE CERTIFICATE SUCCESSFUL

A replacement registration label will be sent to the customer.

Reason <NONE> jhd
<NONE>
DESTROYED

DETERIORATED —
DAMAGED ( Cancel
FADED

INCORR PRINTED

LOST
MAKE MODEL CHANGED
NOT ADHERING

NOT RECEIVED

NRONG ADDRESS
G A e PR (AP 9

hatps:/frovem. training. dot.gd.oov . 4

Click on OK

Can a third party request a replacement label?

Registered Operator/s or their representatives can order replacements.

If a representative is requesting the réplacement to be posted to the registered operator’s address, no

EOI is required.
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Buddying

Wwhat was something new that You learnt?

YOLAV notes. ..

37
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Module Five - Common Skills Timetable

9:30 - 9:45

Insurer or apply RRRF as well as providing a PRN

Infringements
Aim: To provide practice at searching for arinfringement as

Day Three
Time Topic Facilitator
Welcome & Ice Breaker
8:00 -8:30 Aim: Get new inductees comfortable and relaxed in their Facilitator
new environment (includes walk around)
CTP, ITCE and RRRF
8:30 - 9:30 Aim: To demonstrate how to change Pay Term to CTP Facilitator

swapping registered operators

.
Y

9:45-10:15 well as applying VIP and providing PRN for-Traffic Camera Facilitator
infringements
Other TICA transactions

10:15- 11:30 | Aim: To demonstrate removing a jsensioner concession and Facilitator

11:30 - 12:15
a
Other TICA transaction& continue
12:15-1:30 | Aim: To demonstrate removing a pensioner concession and Facilitator
swapping registered operators
1:30 -1:45 o~
. . Adult Proof of Age Card .
1:45-2:20 Aim: Gives anlunderstanding of adult proof of age card Facilitator
) ) Disabitity-Parking Permit .
2:20-3:00 Aim:-&ives an understanding of disabled parking permit Facilitator
Using DMS
_ , Aim: To demonstrate how to set and use the Document
3:00 - 3:20 : .
Management System to view written correspondence from
customers.
3:20-3:30 | Review Facilitator
' ' Aim: Review and refresh key learning
3:30 - 4:00 R_ev.|5|on_ Facilitator to
Aim: Revise procedures. arrange
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To change Pay Term or CTP Insurer or apply RRRF

Changes:

CTP=Compulsory Third Party

ATCE=Input Tax Credit Entilernent (&3T)

RRERF=Registration Renewal Reinstatement Fee (the fee is charged, after
the expiry date)

CTP Insurer can be changed:
e On or before registration expiry date and before payment is made.

e During current registration period. Change will take effect from beginning of next
period.

To change Pay Term or CTP Insurer or apply RRRF:
Select Registration Hub
Click Update Renewal Details

Make the necessary changes from drop down boxes. Click Update

Update Apply Reinstatement Fee  Registration> About
TCAQD0111L: DISPLAY SUCCESSFUL
Update Vehicle

Registration Renewal Customer Birth Date

Ind
Address org ACTIVE
Postal

Ind Birth Date
09/01/2013

or
PTKOH 71 VIN g
Description ACTIVE Display
Clear
T mm ™ Paymant Reference 10157117287736
Exit
CTP Class CLASS 1 Biller Code 48272 UNPAID
CTP Policy Number |43210162294
[ CTP Prepaid IADMINISTRATION FEE (TRANSPORT) 7.70(S
HOSPITAL & EMERGENCY SERVICES LEVY 16.90
Entitled to ITC YES [v] ARISUIRET: S|EH T 305.90
MNOMINAL DEFENDANT LEVY 12.35
pay Mode STANDARD [l REGISTRATION FEE 283.70
Vehicle registration hul§ STAMP DUTY (INSURER'S PREMIUM) 0.10
Pay Term (months, 12 e STATUTORY INSURANCE SCHEME LEVY 1.85|~
Driver licence hub ¢ ) |:|--|
payment Relief Type <NCNE: [v] Total 678.00
Update

Complete a Report for Filg;if CTP was changed
Locate most recent copy of Report for File in KAOS

DON’T FORGET TO
CHECK KAOS.

W, il

ARy
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If the registration has been cancelled, you can verbally release the following information, if
requested, as long as the customer has provided either a Rego or Vehicle Identification
number.

e No EOl is required.

e Registration status is, “not registered.”

e Purpose of use.

e Auto Cancellation date.

e Learner Approved Motorcycle (LAM) status if applicable.

¢ VIN number or plate number, whichever was not provided.
e Vehicle make, model, year and body shape.

E c crop = d |~ OO0 & Al-| 7 outine - | — I | [
E g bod Oreee | 2 A (|5 S50 G- - _— L] L m e
te select L rate~ || FQ|| Brushes || 5 W o C size Sglor | Calar it
lipboard T Tools =re
Registration Hub e & Ind Birth Date 1
Address - Ora
Postal
5 Ind Birth Date
31/10/2014
PTKOH z1 VIN Cra
Description ACTIVE [
Registration Period of Registration
Current Future Srrent Future
S Effective 11/10/2014
Category reoociwoos AR Expiry 09/04/2015
NRTC Charge Status
Pay Mode STANDARD Concession
Pay Term (months) 5 Industry
Relief Type
CTP Insurance
Purpose of Use PRIVATE
Insurer SUNCORP
Common Due Date
Driver licence hub Class CLASS 1
Inspection Expiry
Policy
Payment Maximum Axles Maximum Trailers
Entitled to ITC NO
Update renewal details Transfer registration
New business Cancel registi4tion
. . . . [} e H H -
The automatic cancelled date is indicated by the description=AUTO
on '
[Castomer ~ ¢ nd  Birth Date
Address * Org RESTRICTED
Postal 1
® Ind Birth Date
.6
[ _ g or
1 VIN IV Engine w g
Description ACTIVE
:I From Date To Date ) List by Plate Number Plate
Action = Show invalid actions =) List by Vehicle
System Date oonDate M
CANC |01/03/2011 |01/02/20531.1 AUTO,EFF:01/02/2011,USER:BTCHRG7 2 -]
ADD /102010 O/ 102010 WVEH/TEL/SHP RESTRICTION TYPE TIST
REMNW |19/10/2010 /i%/10,/2010 |19/10/2010,TOTL 851.80DR MVEH 428.05DR TRFF 47.15DR SM6&6 339.50DR CTPL 37.10DR
PAY 11/11/2009/12,;11/2009 TOTL 853.00DR MVEH 415.50DR TRFF 45.80DR SM& 351.50DR CTPL 40.10DR —
stration hub REMW |19/10/2009 - i9/10/2009 19/10/2009,TOTL 853.00DR MVEH 415.60DR TRFF 45.80DR SM6&6 351.50DR CTPL 40.10DR
LAB 24/08/2009 24/08/2009 NREC,REPLACE LABEL,24/08/200%9
ze hub LAB 20/08/2002 |20/08/2009 |LOST,REPLACE LABEL,20/08/2009
PAY 18/11/2008 |18/11/2008 TOTL 720.35DR MVEH 335.90DR TRFF 44.45DR SM& 300.90DR CTPL 39.10DR
REMW |19/10/2008 |19/10/2008 19/10/2008,TOTL 720.350DR MVEH 335.90DR TRFF 44.45DR SM6 300.90DR CTPL 39.10DR
PAY 01/12/2007 30/11/2007 TOTL 685.75DR MVEH 320.50DR TRFF 42.45DR SM6 284.70DR CTPL 35.10DR 3
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Providing a Payment Reference Number (PRN) for a non inspectable vehicle, or a vehicle
with current inspection recorded. This cannot be done for a vehicle which has been
enrolled in Direct Debit.

If the customer is paying the registration for a vehicle, which is in any of the above status, make changes
if applicable.

the Registration Renewal Reinstatement Fee.

Click the Update Renewal Details Link and then click on Update to apply the change, as well as to incorporate

ransport integrated customer access

splay

Vehicle
Registration Hub

22/07/2016
2TKOH z1

Clear

Exit

river licence hub

avment

\\\\ Queensland

Government

Registrationw New Business

|Customer w
Address

Postal

VIN
Description

Registration

EXPIRED Current

Plate

Category PASSENGER CAR
NRTC Charge

Pay Mode STANDARD

Pay Term (months) &
Relief Type
Purpose of Use PRIVATE
Common Due Date
Inspection Expiry

Maximum Axles

IUQdate renewal details I Transfer registration

Transport integrated customer access

Update

Apply Reinst

Update Vehicle
Registration Renewal

15/07/2013
PTKOH Z1

Vehicle registration hub

Driver licence hub

Payment

ent Fee  Registrationw About

Address
Postal
VIN
Description
CTP Insurer ALLIANZ v
<NONE>
CTP Class AAMI
ALLIANZ
CTP Policy Number NRMA
QBE
RACE
Entitled to ITC YES vl
Pay Mode STANDARD vl
Pay Term (months) 12 j’}
Relief Type <NONE> v
Update

Change Ownership¥* Update Detailsv Correspondencew Linksw About

TCAO0011110: DISPLAY SUCCESSFL

® Ind
Corg

* Ind

Org

ACTIVE

Period of Registration
Current

Future Effective
Expiry
Status
Concession

Industry

CTP Insurance

Insurer RACQ
Class CLASS 1
Palicy

Entitled to ITC NO

Maximum Trailers

New business Cancel registration

Home Help

25/05/2016
23/11/2016
PENDING

Transport and Main Roads

TCA0001111I: DISPLAY SUCCESSFUL

Ind Birth Date

Org ACTIVE

Ind Birth Date

Org

ACTIVE Display
Payment Reference 10157117287736
Biller Code 48272 UNPAID
categoy ________Jamount |
ADMINISTRATION FEE (TRANSPORT) 7.70| 2
HOSPITAL & EMERGENCY SERVICES LEVY 16.90
INSURERS PREMIUM 305.90
NOMINAL DEFENDANT LEVY 12.35
REGISTRATIONFEE 283.70
[STAMP DUTY (INSURER'S PREMIUM) 0.10f
[STATUTORY INSURANCE SCHEME LEVY 185«
Total 678.00

Birth Date

ACTIVE

Birth Date

Display

Future

ITCE

To change ITCE
choose YES or NO
from the dropdown
box.

When ITCE, YES is
chosen, the
customer will be
charged a higher fee
for the Input Tax
Credit Entitlement

Bpay=Biller code +
Payment reference
number.

Visa/Master
card=payment
reference number
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Inspectable vehicle which requires a Certificate of Inspection, does not have any payment reference
number. Transfer customer to VI consultant on extension 45875

Jpdate Apply Re

TCA105093W: INSPECTABLE VEHICLE. INSPECTION REQUIRED WITH REGISTRATION RENEWAL

Update Trailer
Registration Renewal

CUsStomer % e . S | nd Birth Date
Address & org ACTIVE
Postal
o0 1c rRegistered 6" "7 &, _.. TTONJON ® Ind Birth Date -— ——, -~
¥, (5]
PTKOH p1 VIN { org ACTIVE
Description 1 ACTIVE Display
CTP Insurer | =NONES S Payment Reference
Exit .
CTP Class CLASS 25 Biller Code PENDING
CTP Policy Number I
CTP Prepaid FINANCE SURCHARGE (REG < 12 MONTHS) 29.20|=
HV REGISTRATION REGULATORY FEE 28.00
Entitled to ITC e~ HV REGISTRATION ROAD USE FER 622.00
QT COMPONENT SURCHARGE (& <12 MONTHS) 6.00
Pay Mode | STANDARD NN
Jehicle registration hub
. . Pay Term (months & ~
Driver licence hub v ( ) ] 7N, =
Pavment Relief Type | <NONE=> Total 685.20

Inspection is current, as shown within the red rectangle.

Transport integrated customer

S

Display Registrationw New Business Change Ownershipw Update Detaillsw Correspondencev Links¥ about

TCAD001111: DISPLAY SUCCESSFUL

Vehicle
Registration Hub ) Ind Birth Date
1 Org ACTIVE
Fusiar
 Ind Birth Date

26/07/2016

U QOr
PTKOH 71 VIN ?

Description ACTIVE Display
Registration Period of Registration

Current Future
Exit .
CURRENT Current Fuitlre Effective 07/02/2016 06/08/2016
Plate Expiry 05/08/2016 05/02/2017
Category TRUCK (INCL VAN/CAE) Status CURRENT PENDING
NRTC Charge 2R2 Concession
Pay Mode STANDARD Industry

Pay Term (months) 6
CTP Insurance

ch up| | ReliefType Insurer SUNCORP
Purpose of Use COMMERCIAL
Driver licence hub C Due Dat Class CLASS 7
) . ommon Due Date Palicy 51662688X
Payment ; - RN _
I Inspection Expiry  287031/2017 I Entitled to ITC YES
Maximum Axles Maximum Trailers

Update renewsldetails Transfer registration =~ New business Cancel reqistration
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Click on Update renewal details, and there is payment reference number, with Biller Code, as shown within

the red rectangle.

Jpdate

Update Vehicle
Registration Renewal

Apply Reinstatement Fee

Registration¥ About

TCAOOO111I: DISPLAY SUCCESSFUL

Customer v ® Ind Birth Date
Address org ACTIVE
Postal
® Ind Birth Date
26/07/2016
(o]
PTKOH 71 VIN g
Description T ACTIVE Display
CTP Insurer SUNCORP Payment Reference 10211935080518
Exit
CTP Class CLASS 7 Biller Code 48272 UNPAID
CTP Policy Number 51662688X
C1CTP Prepaid ADMINISTRATION FEE 33.15|=]
ADMINISTRATION FEE (TRANSPORT) 3.75
Entitled to ITC YES FINANCE SURCHARGE (REG < 12 MONTHS) L 28.20
HOSPITAL & EMERGEMNCY SERVICES LEVY /D) 19.15 |
Pay Mode STANDARD INSURERS PREMIUM / £41.40
Jehicle reqistration hub INSURERS PREMIUM - SURCHARGE NN 4.00
. . Pay Term (months) 6 MNOMINAL DEFENDANT LEVY r 11.05 =
Driver licence hub F—\
Relief Type <NONE=> ratal 1,196.35

Payment

Update

Example of vehicle registration enrolled in Direct Debit.

[ransport integrated customer access

NN

Display  Regstrationy New Business Change Ownershipv Update Detiils 2 Correspondencev Linksv About
TCADOO1111: DISPLAY SUCCESSFUL
Vehicle
Registration Hub Customer ~ [ = [eag AT @Ing BrthDate
Address W e i T — 1161 AUS Org TIVE
Postal
5 Ind Brth Date
Org
) ACTIVE Dwsplary
Regstration Panod of Registraton
DIRECT DEBIT Currert Flture
Future Effective 11/08/2015 11)02/2016
Expry 10/02/2016 10/05/2016
CreQory PASSENGER CAR Status CURRENT PENDING
NRTC Chadge O Concesson
Pay Mode STANDARD STANDARD Industry
Pay Term (months )
v - o 3 CTP Insurance
Rebef Type Insurer RACQ
Derver Boence hub secive PRt Class CLASS 1
Coenmon Due Date Pokcy
Payment
PupatonDeey Enttled to ITC NO
Maomum Ades Mxamum Traders
odate renewal getads  Transler (equstration  New Dusness Cancs! reqistrabon

Common Skill Set Participant Guide 44

RTI 135-04912 - Induction to Licensing Common Skills Participant Guide V19 Feb 2017.pdf - Page
Niimbar: A4 nf 79



During Change of Address - Searching for outstanding Infringements

Start in the Infringement hub, after the customer has been displayed. If customer has not been displayed,
then:

Search using the infringement number, customer’s licence number, CRN or by performing a name search.

To conduct a search using an infringement number, select ticket from the drop down menu.

Infringement Hub

Customar ~

. Choose Ticket from drop down menu
mddrass

Postal

In the first search box type the ticket number

Then press Display.

Note: If the infringement or ticket has a prefix, there is no need to“enter a space between the prefix and the
infringement number.

When an infringement has a suffix, there is no need to entgrthis number when performing a search. E.g. A

4587593 X, you would type A4587593 (no space or suffix). @ e g Yo
Infringement Notice Quesnsiond e ':f:glﬁ_e?“ 3
Stto Ponalias Enorcoment et 1829 < ¥ Governten) oRiL & W
(odski e oy T PR ]
Quemaland Pedor Svvaer H’s‘andwm MMG-';: —~ . » o v—
e
Driver licence details 0 ooQ OU g@ S ravest ”:‘ -\L'.‘h
Deivoc Bosocs rummbee E*wy 4 ,,..9 “Tisstes w3 -
e R 2O =
P — I L A o Bierasd JTRE s
Mo. Yw-u:uquodbm,ommumwov -ﬁh48houlib w--an o "
V. o o el e ~
poduciat Veo[] MolietOon [ = Pascs Station O e S
Alleged offender details

Marine Infringement Notice / Queensland
State Panates Enforcamentic/1699 QRN Government £

- ———y ot Py Bene L
3 T
sewiiiesen. First and Final Notice &
e -
Licence details No. E] 0 00000 @ Y M.:...'&%.- - N
CRN / Lhcinos number  Expity dae L5 SiaraCourrry Dato of barth Male | S e \\\.é -
VB N , Fomale | oY
&L gl L - — — ot o Sopnaue w0, ¥
Licerco typo You a0 mwmawb«mwﬁawmr’ ::‘:“t:" g
R C F Pt vl ) ‘ S 1Y Pl T
Alleged offender details AT, AT S

Popmay Comiorm. Fpeton o Cowt Meamng o Santery (Noaaeor
Soe ovw

DON’T FORGET TO
CHECK KAOS.

Go to KAQOS to see examples - o
of Infringement Notices e s e
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Apply VIP and Provide Payment Reference Number for electronic issued Infringement
Notices. This can only be done, if the customer is paying for the VIP application on 132390,
or on TMR website, on the same day, the customer calls.

For Fines =>5200
e Goto TICA homepage
e Click on Individual Customer Hub, Input the CRN for identification
e Then click Home again to get to the TICA homepage
e Select Infringement Hub

\\ Queensland Home Help

Government
Transport and Main Roads

Transport Integrated customer access

Desplay Details... Infrningementy Voluntary Instalment Plany Linksw About

TCANCQ1111: DISPLAY SUCCESSFUL
Infringement Hub
Customer ¥ ! ®ina  BethDate [03/07/1969
Address Qorg ACTIVE
Postal 0‘; o
Dniver Licence Summary
e B MR - Highlight the relevant Infringement Notice
Clear ype o
GO ) R -
| Ext J
- Offence Oate |Status Penalty A @
/2012 INOT NN NEXCEED SP ] IN € ) ZON -
'4163304.0 O/ 04 2012 EATER.N-‘AL DROSEC 0 0-3 ODRIVE ETC M/V-UNCER INFLUENCE OF L
-
Detads..,
1 VIP skeleton
Apply voluntary instalment pian Click on Apply voluntary instalment plan
Customer Ind Birth Dat
Address Qrg ACTIVE
Postal Display
Infringement
Infringement ) Type TICKET NOTICE ISSUED
Issued Date 07/08/2012
Offence Code 2558 EXCEED SPEED LIMIT IN SPEED ZOME BY MORE THAM

Z0KM/H NOT MORE 30KM/H

Offence Date 22/07/2012 Penalty Amount 333.00

SPER Voluntary Instalment Plan

Location TRANSPORT
Suburb/Town
Description WARREGO HWY, DALBY|
Offence Time 06:43
| VIP Amount =T | service Met|  Type the minimum amount of $60.00 in the VIP Amount field

Apply

Then click on Apply
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This flows to the Payment screen

I'bt_ Queensland
WA Government

Highlight the relevant infringement

Display  Details...

Home Helo

Transport and Main Roads

Manual Receipt... Vary InvoicesT Links= About
TCAGDO1110: DISPLAY SILCCESSFUL
Maks Payment
Customer :' Gilng  Birth Date
Addrags O org ACTIVE
/0 13 Selact kems to pay A ‘count
PTKO! Z1
DucDate |  Amount| [Deseripion 00200 | | -
[ps/o6/2013 | 60.00[oR [015542242 PART PAY EXCEED SPEED LIMIT IN SPE rr..- Bilance i
Cliar L . Sy To |
Eaxt j Pay From I
Total Selected 40,00
Met to Pay &0.00 DR
Payments
Smount Reference Number Drawer Bankletanth Expiry [ate
CAsH [ MM
enonEs ~] | I [ NS
anones ¥ | I | T
Total 0.00 [ Poink receipt
Tendered 0.00 Give Change 0.00 Recsipt Number Date

Click on details to get the Payment Reference Number

i,-.‘ Queensland
oo Government

Transport intearated customer accass

“r‘lfﬂ h:l.-

Transport and Main Roads

S

Display 17 Manual Receipt... Reprint Recept. Inwoicas™ Links= About

Make Payment

Customer v|

& Ind Birth Date

Addrass O org ACTIVE

posta ——
15/07/2013 ¥ "

Salect ®éms Bo pay Agdaunk
FTEOH 4|
" EXCEED SPEED LIMIT IN SPEED Balance L

[_clear ] PavTo |

Eut

= Pay From I

Taotal Selected &0.00
Met bo Pay &0.00 DR
Fayments
Amount Reference Number Drawer Bank/Branch Expiry Date
casH MM
1
shicle recrstration hub NONES »| | | | [
Driver eence hub <NONE> ¥] | I | |
Tatal (L0 O pgint receipt
Tenderad 0.00 Give Change 0.00 Receipt Mumbar Diate
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e | Payment Details -- Webpape halop

Reference UNPAID Status Date  15/07/2013

Descrption 015542242 PART PAY EXCEED SPEED LIMIT IN SPEED ZON

Biller Code 48421

Amount

SPEED CAMERA OFFENCE 60.00 0.00

ERRNEREN

KX

i3

Total Payment
Payment reference number

Wl 0)
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Remove Pension Concession

e Go to Registration Hub
¢ Navigate to top of page, hover mouse over Update Details
e Select Registration from drop down menu

\\ Queensland Home Help
N\ Government
Transport and Main Roads

Transport integrated customer access

Primary> Secondaryw Update AIS Inspection... LUnksv About

Update Vehicle
Registration

ind 8uth Date

Address org ACTIVE
Postal
ind  ButhDate
v VIN org
Descnption ACTIVE
Clear Registration Beqictraticn Penod
JRRENT Current Future Concesson <NONE> v!
Exit ] 7
Plate Industry <WONE> bd
Category * PASSENGERCAR v/
. Plate
Pay Mode STANDARD <NONE> v [Npeplace plate type
Pay Term (months) 12 |_
2 1 CTP Insurance
Rehef Type <NONE> b | Current Future
Purpose of Use - COMMERCIAL v/ insurer ALLIANZ <NONE> ":
yehicle requstration hub | Common Due Date | ENONES ! Gdss " CLASS 1 |
Dover icence hub Maximum Axles [_ POy 43210162294 I
Paument Maximum Trailers {_ CTP prepaid [ cTp prepais
= Entitied to 17C YES <NONE> v/

L Update

Navigate to Concession drop down. Select None.

Press Update

Complete Report for File, which is in Sharepgint.

ARy
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Adult Proof of Age Card (APA Card)
The Adult Proof of Age Card replaced the18+ card

e provides proof of age for Queenslanders aged 18 years or older
e isideal for people who don’t hold a driver licence or passport
e applicant has an option (to have/not to have,) the address displayed on the card

To apply for an Adult Proof of Age Card, you must:

e be atleast 17 years and 11 months of age
e complete the Adult Proof of Age Card Application/Replacement F4772 and provide Standard

Evidence of Identity DON'TFORGETTO

e Paythe fee. CHECK KAOS.

If you are younger than 18 years of age when you apply for the card:

e your application will be processed and your card will be sent to/thelicence issuing centre, where you
applied for your card
e You will be contacted when your card is available, but you will not be able to collect your card until
you turn 18 years of age.
If you are 18 years or over when you lodge your application, your card will be sent to your mailing address
within 14 days.

PEFEPEACE WO

Adult Proof of Age Card' 000 392 217

.

00821 Apg 1957 B #

Cuez S50y 30.08.20

1. ldo not have a photographic Licenzceci' Passport, but would like to have a Photo Identification. How do |
obtain one?

2. What are the details, which will be printed on the card?
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3. This applicant is unable to sign, due to physical disability, but a Power of Attorney exists. What does he
have to do, to apply for an APA Card?

4. What EOIl documents do | need, to apply for one?

5. What is the cost of the APA Card? Can | be given a free card?

6. | will be turning 18 years old in one month’s time. Can | apply for this card now?

7. llive in a remote area and the negiest DTMR customer service centre is about 4 hours’ drive away. How
do | apply for an APA Card?

R
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Disability Parking Permit Scheme

A Disability Parking Permit provides parking concessions in designated areas, to eligible persons who have a

severe restriction, to their functional ability to walk.
e Australian Disability Parking Permit (ADPP).Application for individual F4814, organisation F4881

Period of Issue \

Type
Individual Al
Individual A5
Organisation AC
= L
&
ONLY ONLY ONLY ONLY ONLY ONLY

1. How do | apply for an Australian Disability Parking Permit?
a. Whatdo |l need?

b. Where do | submit my application?

2. | have an old 5 year Red Disability Parking Permit? Can | renew this when it expires? Can | use an expired

parking permit?

3. If a customer phones and has a question about Disability Parking, where can you find information?
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4. If a customer phones enquiring about their application, which was submitted by post 7 days ago, where
can you find information to assist you, in advising the customer?

5. llive on a remote area Island and require 2 permits — one for my car on the Island and one for my car on
the mainland. How do | apply for a second permit?

6. My husband has passed away and | no longer need his permit. What should | do?

7. How much is it to apply for a Permit and how do i)pay this?

Ui
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Document Management System (DMS)

Setting up DMS

The Document Management System (DMS) is Transport and Main Roads’ (TMR) official recordkeeping
system. DMS is used to manage records in electronic, paper and object (such as videos, photos, etc) form.
DMS allows you to view written correspondence sent in by customers, to Central Operations Support. It also
allows us to look at the responses sent in reply, back to the customers. This system can be especially helpful
if a customer rings regarding correspondence, as it provides you direct access to the customer’s letter.

You will receive an email containing the configuration button for the New DS database - Transport Services
CBD. Click on the button and it will take you to the Home Page of the New, [J\S Database

[ Click here to add and configure Transport Services - CBL) OMS Lo your system ]

Once you have clicked the button to configure DMS, clicking on the icen will open up DMS, Transport and
Main Roads’ recordkeeping system.

Search
:My Records To search for a document, click on the

Capturelan Itém

Search option

Creaté&a Coptainer

Recordkeeping Intranet

Business Classification Schemes
Retention and Disposal Schedules
Adrninistration

exit

Global Search

Next, click on the Search for Item

Search for Items X
Search for Containers 0pt|0n

Main
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Tracking Correspondence with Document Management System (DMS)

In the Search for field, type either the customer’s name, Item ID, CRN or Drivers Licence Number

Press Search to bring up results that match your search

All Item IDs will start with eithera P or E

P documents: Are created as a reference to another document (usually incoming from a customer) and
generally will have the customers’ application documents.

E documents: Are created in electronic form and will have an attachment to view. These are often created
in response to a customer’s enquiry for example, a letter sent to the customerfrom Customer Operations
Support (COS).

- T8NV IV-VDLETA2LRXLT -2 HE@D [\
Anvess v
| I) TS - CBD | CREATE ITem|| ADD TO MY RECORDS || ASSIGN NEW CONTAINER| | vERIFY]
| Po Tak Z Koh Q, 1,295 results found in "All ltems® matched your search. O indexed ? X
s, N - ‘ '
| ' || Sesrchfor  [orown 1 , Search | ClearResuts | <|>| , pore
|
.- ‘ , , S > Container 1D Item 1D Created Subject
| ] 540/00036 (2]  pe—— 05/12/2010/) x Dy
1” Item Menu
| r— 110/00340 (377 | £266746 - 7S 30/04/2013
e 110/00140 (327 | E€261567 - TS 21/06/ 8043
i 415/00085 {12] | P266226 - 15 10/4¢ 2015
f =1 415/00085 {7) P248052 - TS FIa8L2013
._1 415/00088 (3] P246345 - TS 17704/2013
465/00079 [18) | £2571458 - TS 30/05/2013
1 10/001 [24) £253358 - 1S i £201
== | Antems 110/00140 [24] | £253358 %% 14/05/2013
=3
By Action Status 110/00140 [23] E251090 TS 06/05/2013
By ,Daby Crésvéd ss0/01600 (13 | gmmiZ vs | ovos/2013
By Classification
| 415/00085 [8) £230627 - TS 30/04/2033
‘Q By Location
| By Status | 415/00085 (4 $234234 - 15 26/02/2033
!\g 415/00016 "4 PEO754 - TS 05/10/2011
| 415/00007//1) £24495 - TS 28/04/2011
| 43000 L) P30972 - TS 23/05/2011
[P Back to Search Syfrpole (2] E24130 - TS 27/04/2011
| s15bodr2 18] | po9824 - TS 06/12/2011
4 $15/00013 (4] PSO198 - TS 19/07/2011
415/00053 [1] P110921 - TS
$65/00054 [10] | P121415- TS
415/00052 [4] £142031 - TS
415/00053 [4] P141727 - 1S
415/00054 [8] P18748S - 15
$15/00053 113 | ¢
£40/01683 [3]
S1C/A00CY T NL/INEIINY 4

To view the documents attached Click in the Item ID
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Irregular Schedule: Infringement payment records: KAOS—> Quick Reference
Guide—2> 12> Irregular Schedule.

e This System is used to retrieve information relating to payment of Infringement
Notices, sent by mail to Central Operations Support.

Select the search Parameters accordingly, and type the required detail for the parameter
selected on the “search” filed.

Search by: [[{GIEROIGES Search Clear
Bank Name

Amount

By Created| Details j o)

TIN

v Edit Offense Man‘agement Notes

nk Name Amount Details  TIN Offence Management Notes Created By Finalised By Finalised Date

” Created : 4/04/2017 (4)
» Created : 3/04/2017 (4)

» Created : 31/03/2017 (2)

” Created : 29/03/2017 (6)
' Created : 28/03/2017 (3)

v Created : 27/03/2017 (7)

” Created : 24/03/2017 (5)

1-30 | »
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Refer to SharePoint=>Quick Reference Guide—=>C

Client Relations Consultants
Complaint Management Process

Complaint Received

Call Ended YES Consultant Resohves

-

~ s N R

r'-
Ezcalate to an Fefer Customer Fefer Customier Refer customer to
SCCC or SATM to TAR Website to write in to Pelicy Advice to
to resolve to lodge lodge complaint resclve complaint
: {only i complait iz
ca mplamt relating to a policy)
A L% A %, A
! ‘ |
¥
o T L T, ' T
g T - DTAR DTAR
P Box 1412 PO . EBox 673
Erizbane Qld 4101 Fortitude Valley Qld
JHHE
% l . & o L% I
T
Select Comtact us
from the menun &
the top of the page
% l -
I d )
Complete the dialine
fotmn
% v

Bomb Threat, Customer threats/aggression, self-harm threats- refer to Sharepoint-> Quick Reference
Guide->B
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Appendix One

Change of address process for individual
/M TICA, go to Individual "\

. - Hub. Can | begin with
For identification your CRN/Rego number.If _
purposes, I am neither is available, Click “Update
required to ask you a *' search with name. Verify Address” link
series of questions. address and phone
number. Proceed to the
\Check Sheet. I
[ Non Compliant
In TICA, go to “Home.” Change address details as
Hover over “customer and required, asking customer to DI
! Ensure all search options are

click “Correspondence Hub. - \ spell any complex names. explored. It could bg a simple
Check mail sent out before Is there an infringement gpd?te .ranb"e no. in Econtact | spelling error.
this change of address. in the “Notice Status?” A(it\?\'/z’Y'Snecessary' | Then, select “override”

; . check Postal {
Resend, if necessary. If so, provide PRN for Address. Non compliant? |

TCO, Q,E,Z tickets and Yes. ¢
- infringement number NO.

6onf|rm the number of \ for handed ticket with —~
registrations in customer’s | | prefix A, R, M - Click on link, to
name. If rego has expired, & J Do you have a Disatiicy notify Disability

or due within 4 weeks of
expiry date, offer
Payment Reference
Number/Biller code, for
@n inspectable vehicles

Parking Permit?

‘ ¢ to the Licensing
Hub

Parking Team.

Go to
“Infringement
Hub”

"\
If registrations are in two different

CRN, confirm details, update o~

address on 2™ CRN and request Manually print a new addres:x_ €S )

for a Merge in KAOS

X

Go to Registration Hub

label from TICA. (The SCCC L,
will mail it out). You will

receive an address lahel
within 5-10 working 2ays

Does the DL screen
show a “Datacard
number?”

No action to be raken. Advise
that an address 'ail will be
posted withir: 5-1() working
days.

Note: Advise your customenthat, changing the address for the individual, does not change
the address of any veliicies in the Business/Trust name.

If the vehicle is in the name of a Business, Organisation or Trust as the Primary Registered
Operator and you failed to identify it with the EOI Check Sheet, you can identify the
Secondary Registered Operator.
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For identification
purposes, | am
required to ask you a
senies of guestions.

n TICA, go to “"Home.™
Howver over “customer’
and click
“Cormrespondence Hub.®
Check mail zent out
before this change of
address. Resend, if

Sany.

wour organisation
have any Disabled
Parking Permit?

Send: CRM with name
of crganisation and
new address to:
Disabled. parking@mr.
gld gov.ay

Appendix Two
Change of address process for an organisation

'(l-.s_mere an imfringement
in the “Motice Issued “
Status? If o, provide
PRN for TCOLEZ
ticket and infringement
number for handed

(fickst with pIEﬁxA. R,M

Eu Iu “Infringement j

I

If CRN has been
duplicated, and
customer wishes to
maintain cnly 1 CRN,
complete *Merge”
request in KAOS.

NOTE
If the Organization has
Disakbility Parking
Permits, complete the
template: in
KADS=comman
JTemplate.

Iz the same address to
be used for all your
wehicles? .

Compliant
GW-EH**EE details as _h\' Address.
required, asking customer to
spell out any complex names. E'm all search
| 2lways check Postal opfions are explored. It
Address. Mon compliant? Yes @9/ | could be a simple
'\q_ No ) apelng 2ITOor.

l
( e j /

# T
Advizz customer the registration numben's on this
soreaen, it mere are other registrafion numbers not
listed on this CRM, complete the change of
#\dress for this CRM. Then, proceed fo change the
=ddress of the other CRM. If rego has expired, or
w2 within 4 weeks of expiny date, offer Payment
Reference Number/Biller code, fur o
Inspectable vehicles.

If customer wishes to mave a few of the vehicles from one CRN to either a new CRN or
another CRN, do noticharige the address, but complete the template in KAOS=>Common

Templates—>Transferring vehicles to another location (same Company name).
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Appendix Three

Category A Document

Full Australian Original Birth Certificate.

Qld Births, Deaths and Marriage Birth Extract only, if person held QId Driver Licence current,
cancelled or expired <2 years (e.g. replace a misplaced QId DL or reissue a Qld Cancelled Lic)
Extract from Qld Adopted Children Register.

Northern Territory Aboriginal Population Records.

Bicentennial Birth Certificate issued for birth in 1988

Australian Citizenship Certificate.

Australian Declaratory Certificate of Citizenship Card.

Australian Citizenship by descent or extract of Citizenship by Descent Certificate.

Australian Naturalisation Certificate.

Citizenship Certificate issued under the Australian Citizenship Act 1948 by the Australian High
Commission, Port Moresby, Papua New Guinea.

Australian/Foreign Passport (current or expired<2 years), may be used/by any person listed on it.
Australian Frequent Traveller Passport

Australian Official Passport

Diplomatic Passport

Dept Immigration Travel Document — Valid up to 5 years-calcuiated from the date of grant of Visa.
Dept of Immigration & Border protection Certificate of Status for/NZ Residents in Australia.

Dept of Immigration & Border protection Permanent Resisient Evidence (PRE) ImmiCard issued
to people who have been granted a protection visa (suhclass 866)

Dept of Immigration & Citizenship Travel Visa-valid yp:to 5 years from date of grant.

Dept of Immigration & Border Protection — Residefice Determination ImmiCard (RDI) issued to
immigration detainees accommodated in the comiunity who are not Australian citizens and do
not hold a visa.

Dept of Immigration & Border protection-Evidence-of Immigration status-Bridging Visa

Dept of Immigration & Border Protection Visa Evidence Card with Visa label attached.

Dept of Immigration & Border Protection ImmiCard- Australian Migration Status

Australian Photo — Driver Licence — currentor expired < 2 years

Queensland or Federal Police Officer Phato Identity Card

Queensland 18+ issued after 1/1 1992

DTMR laminated Driver Authorisation;current or expired < 2 years

DTMR laminated Accreditation/!fidustry Licence — current/expired < 2 years

Photographic Qld High Risk Wark-ticence (current or expired <2 years.

Category B Documents

e Current Australian Megdicare Card/digital copy (displaying applicant’'s name)-Green, Blue, Yellow.
Green Medicare Smaricards issued to Tasmanian. (Including the digital wallet version)

¢ Plastic Financiai-institution, Debit/Credit Card with signature & Name embossed/printed.

¢ Plastic Financial“dnstitution, Debit/Credit Card without embossed/printed name/signature (with
supporting letter from the Financial Institution-showing full name, address, account/card no.&
signature.)

e Financial Passbook (with supporting letter from Financial Institution)

e Australian Defence Force Photo Identity card.

o Dept. of Veterans’ Affairs/Human Services, including Healthcare Cards. (may be used by anyone
listed on the card) — including digital wallet version.

e Australian issued Security Guard/Crowd Controller Licence with photo.

e Australia issued Firearm Licence with photo.

o Educational Institution Student Identity Document with photo/and or signature.

¢ Interstate Government issued or approve Proof of Age Card or “photo card (WA & NSW)”

e The Department of Human Services Basics Card-may only be used by the person, whom
the card is issued to.
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e Department of Corrective Services - Form 16 Leave of Absence Order-must be
presented on the date it is issued and the applicant be accompanied by a Corrective
Services Officer, who can verify the authenticity of the form.

Evidence of Queensland Garage Address-does not have to be original

Current lease, rent book, Notice of Body Corporate Fees

Category A/B document with address.

Comprehensive Insurance papers, which indicate a vehicle’s complete garaging address.
Queensland Local Government Rates Notice — current

Australian Tax Office Assessment — Last or Current financial year

Electricity/Gas/Phone (including mobile phone) account including a Printed copy from the Internet
Bank Statement — Less than 6 Months old and linking to the debit/credit card supplied.
Mortgage/Certificate.

Taxation Notice of Assessment

**|f unable to provide the above documents for Garage Address, one=f the following is
acceptable**
Complete Proof of Queensland Garage Statement F4408-not the property.cwner.

Verifying person must be at least 18 yrs. and have a Qld DL or pravide a garage address document
with either 1 Category A or B.

Exemption

Persons who have relocated interstate to escape a Domestic. 2nd Family Violence (DFV) situation,
may transfer the Queensland registered vehicle into their.name only, in Queensland for the
purpose of cancellation and re-registration in another state without a Queensland Garage
address.

Evidence of Queensland Residency must be original 4netiding printed from the internet

Same documents as for Garage Address, plus

Qld Land tax Valuation Notice

Contract of purchase, mortgage/ land ownership certificate

Australian Taxation Office Tax File Number. Confirmation-last or current financial year.
QId Driver licence renewal/vehicle rego.renewal.

QIld Vehicle Rego Certificate

Australian electoral document (an Acknowledgement of Electoral enrolment letter/Card.
Official letter from Centrelink/ Dept-Human Services-issued within 6 months.

**|f unable to provide the above docufiehts, one of the following is acceptable**

Complete The QId Residengy Declaration Form QF4208
Employer’'s Statement on sygaiisations letterhead
Education Institution Statersent on Educational Institutes letterhead

Evidence Required — Changgani™Name (Complete QF4214)

Change of Name Cettificate issued by Births/Deaths & Marriages

Marriage Certificate issued by Births/Deaths & Marriages-to change surname only

Overseas Marriage Certificate with Registration Number & Official Crest + 1 Category A, or 2
Category B in the married name

Amended Birth Certificate with notations issued by Births/Deaths & Marriages

Divorce Paper/Decree Nisi or Absolute provided this shows the name being reverted to
Overseas Divorce Paper + 1 Category A/B, in the name being reverted to

Deed Poll issued prior to 1/February 2004

Civil Partnership Certificate or Relationship Certificate issued by Births/Deaths & Marriages.

Children's birth Certificate issued by the Registrar of the relevant Births, Deaths & Marriages.
This can be used for a married/maiden name change of a mother where both names are
displayed on the certificate.

Deed Poll (issued prior to 01/02/2004).
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Appendix Four
Fast paths on TRAILS

Customer

LCUS — Customer Individual Search
LORG - Customer Organisation Search
ADDR — Customer Address Maintenance

REST — Customer Restriction Maintenance

Involved Party

LINP — Involved Party Search

Correspondence

CORI — Maintain Correspondence ltem

DCOR — Maintain Demerit Point Correspondence
SCOR-Search and list sanction correspondence
OFFENCE

INFR — Maintain Infringement

LINF — List Customer Infringements

LINO - List Infringement by other Criteria

CODE - List / Maintain Standard Series

Finance

STAT Customer Account Statement-to check payment received, refunded. (Start Date
...01/01/2000)

LREQ Search and maintain payment request-to investigate how payment was made and to reissue
Tax Invoice.

PAYM Search paymentwith receipt number
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Appendix Five

How to obtain a certified copy

Verification of Identity — Approved Witnesses

You will need to sign all documents in the presence of a witness, or local equivalent,
who is either a:

» Doctor

* Police Officer

» Consular or Ambassadorial Officer

« Solicitor, Barrister or Judge

« Justice of the Peace or a Commissioner far Declarations

* Notary Public or a person authorised by-iaw to witness & sign declarations

The witness must sign and print their fuli'/name, position title/designation and contact
details (including office stamp).

Note: You may have to pay aiee to have the documents witnessed. All documents
are to be witnessed in Engiisit or have an English translation
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Appendix Six

Phonetics

November
Oscar
Papa
Quebec

Alpha
Bravo
Charlie
Delta

-1 »w X0 O v o2

Echo Rome
Foxtrot S |Sierra
Golf ‘Tango
Hotel | L Uniform
ndia Victor

Whiskey
X-Ray
Yankee
Zulu

Juliet

< - X -==ITOmTMmMmOO®D>

-
N < X S <
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Appendix Seven

To launch CSD Share Point: open Internet explorer and type the following in the address
bar:

http://share.qdot.qld.gov.au/sites/csdkaos/Pages/defaultnew.aspx

-

(m]

) SHARE Yy FOLLOW

Search this site

v/'ns/de TMR SAP Portal (ESS) ‘,[p Business Directory ﬁ?ﬁ Team sites {g& Message centre @ SCO %?

CSDirect - Knowledge and Operational Support Site - ‘KAOS'

LIl Call Qual. v Cust. Paperwork v Enforcement “ Licensing Vv Processes Vv QuickRef. ¥ SBS V¥ SCCC ¥ SSQ ¥ TL Vehice ¥ WFP Vv

Eastlinks Cancellations 05/04 Logbooks SLA 10 business days from date Loghook received at THIR Thurs 07/04/2016
Ambulance (Emerg'cy) Dispark 28 calendar days Searches SLA 10 business days
CSD Contact List ) Password-096
DocBase Teday=Headiines N Dochase Daily & Urgent Messayes
Email ICON app Top Tips
EOI Checksheet SCCC Tips

IA/DA app tracker Call Quality Tips

Online Issues 2 &
What's happening ?
Quote Tool

RUMIIS CSB Activities

SAP- Leave and Pay Need a massage?

SCCC Fax/Email Guide Health Tips
STARS Health & Wellbeing site
TMR Website

Closed offices: In the headlights

Quick Links Garbutt - closed from February to August (approx) fofrenovations (For temp location map, click here.)

Archive - Daily Updates | Toowoomba City/Harristown CSC, Crows Nest, Pittsw/ortih, Oakey and Goombungee Qgaps - closed 07/04
for show holidays

Common Templates

Carseldinia=Sita URGENT: Payment Issues Resolved - Online, Fhone & SBS now functioning as normal.
Information There was a Commonwealth Bank issue affecting all guliné/thone VISA/MASTERCARD payments from 8:50am - 9:10am. The Simone's new addition. (16/03)
matter has now been resolved. Simone's new addition paid us a visit

Director's Updates today. To see Theo, click here.

HR This Saturday 9th April 2016 the carpets of tha 2ill centre will be steam cleaned. SRR Valiag " (02/03)
Learning & All of your personal items/boxes and sq br/nfed to be lifted off the floor onto your desk prior to leaving on Friday i % f‘e i
Nominations close 29/03/2016, for
Development afternoon.
details please click here
Continuous V4
a m R
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Appendix Eight
IBM Notes - Work Space

To set up Work Space

|Click on Binoculars |

A find search will appear, Type in Work Space

Open to launch

W Yg- sBILIgdO> L L EHETS =

Vo

= = O@ =@ ot of[® o= S0 =)

QDOT Addreas Redirocton { Services Geoup Redvecson A ¥ Trampon
. s Wi davnse A Prodats
|

Servces Gro N = Traning Syst

2|8 =l EU = =l 2@ = SVe

database « Online
on b 1in2 oashblial2: H | o e senon T 0n shb a0

o |
;:x; M.O““" o || Leasacsess RRG QTHRQuick | |Massage Certe Veroespost | | Ematsignanse | |4
N oﬂ"g','m" Bookonlocal | | onsho1n2 Refoa shb1in02 ‘ o 3hb1 00 h01In02 on 3hb 102 ‘
=3 ’ s -

cepor 0 ||| B Tene
S ‘ ® | | csorctpony | | FIEE ‘
| Materiad cn shs o8 BO1W2 o shoTind?

2§

= _ = e I e e S |
S | [ remoonw || cssruc | | smroms ||
a on b 1ind7 on shb 102 | Bawmesalssu on shbiin02 08 st lint2 e |
3 J ! | 5
| = S [ {
0= =~ M = |8 =@ =|® =
{: Passange DMS v8 Fr §
o Bl e e | e[| e )| e 0
ﬁ o e | Documerntason | Sevices -CBD ‘ e o)
g SN - Y | = X |
® =0 = |8 — @ = =8 =]
[OMS v8 TS CE0 | Setvices Geou
poopscherr | Ipedverull | VS5 amear ||| vtz || Meweas |
= |~ onpodciade2 \ ‘ 0n shb W07 ]‘1
8 —
‘
{DMS v8 TS CBD
<! >he

&
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Appendix Nine

To create your email signature: Copy a signature block from one of the consultant’s emails,
from your Inbox. Click on the Start Button—>click on Outlook—>click on New Email

-y =
FILE HOME SEMD / RECEIVE FOLDER WIEW Mchfee E-rail Scan
= = o -, o, T . 7
Ijl % I lgnore x [_)I (ﬁ—)l ﬁ_)l 72 Meeting Move to: 7 &3 To Manager Y
o 7 Clean Up ~ € 2> = Team Email v Done
NE"."‘." NE"."‘." ol | I Y Dmimlne Cormmaompr] s Lo — hedemssom
Ermail Ftems - = E e Untitled - Message (HTML)
FILE MESSAGE IMSERT OPTIONS FORMAT TEXT REVIEW
4 Favorites e - e el oa— a— 22l a® i
0 -t Calibri(Boc~ |11 ~| A" A = -3+ A |-5= o @ U _2‘
Sent Iterms 24 Copy
Paste ) alky _ . = = = g= 3= Address Check Attach Attach Signatur
Inbox 852 . ¥ Format Painter 8 Il -4 '& = = =% Bhalk, Marmes File Item~+ -
Deleted Items Clipboard Ma Basic Text T Mames Include
To...
4 PoTakKohd@t =7
Cc...
[* Inbox B52 Send
Drafts [22 Subject

Sent Items 2{

Deleted Iterns |

(By Person) 14
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Click on FILE->Options.

& A -

New  Mew 1
tmail Items~ 8®J“”k U nt|t| ed
Mew
4 Favorites Restrict permissions to this item

e Set up restrictions for this item. For example, you rmay be able to restrict recipients
Set from farwarding the e-mail message to other people.
Permissions =

Sent Iterns 2437
Inbox 214
Deleted Iterns 2103

Y Move item to a different folder

4 PoTak.Koh@tmr.gld.d Maove or copy this item to a different folder,

[: Inbox 914 Ej;:rtvo Current Folder:  Outbox
Drafts [27]
Sent Iterns 2437 BT R properties
Deleted Iterns 2103 .
(By Person) 14 Options 1=1 Set an_d view advanced options and préyiesiestr this item,
(Custom Expiration\Ma Properties size: Not yet saved

AttachmentIcon 97
Conversation History
EML
4 Folders
(Drafts)
(Sent]
I 2nd gdb
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Click on “Signature.”

"
\

S— Change the settings for messages you create and recemwe.

Compose messages

People 'ﬁ % Change the editing settings for messages.
Tasks Comp ges in this s [+

Search

ABC 5] Always check spelling before sending
1 Ignore original message text in reply or forward

Language

Advanced

Customize Ribbon

Z Creste or modify signatures for messages.

Floor 2 | Cars Quick Access Toolbar
GPO Box 14124
P (07) 30665 Add-Ins 3
Y M: 04128767 4 Use stationery to change default fonts and styles, colors, and bad
oh( Trust Center

= Customize how items are marked as read when using the

s B

uni
d
V| Display 2 Desktop Alent
er ] Enable preview for Rights
\inq
mut
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Click on “new”.

Type your name, as you want it to be on the signature. Click OK.

Mew FILE MESSAGE IMSERT DOPTIOMS FORMAT TEXT REVIEW
4 Favorites -:I-D ¥, Cut |Ca|ibri (Bo:"lll '|A‘ NEEET =Ry Ié éi é\%@ mj f _._?
Sent Iterns 24 ER Copy
Paste : aby _ . = = = &= 5= Address Check  Attach Attach Signature
Inbox 852 . ¥ Format Painter B I U ¥-4 =T 7 777 Book Mames File Item~ -
Deleted Items Clipboard M Basic Text M Mames Include
To. |
4 poTak Koh@t 1=
I
[ Inbox 852 sand - |
Drafts [22] Subject |
Sent [tems 24
)
Deleted It "
i | Signatures and Stationery N/
(By Person) 14 AN

Attachment Ic Select signature to edit

~
(Custom Expirs E-mail ignature | Personal Stationery | i@
2\

Conversation — — . [o
EML "'""""_"_"'""'.""""7-'
4 Folders
(Dirafts) Type a name for this signature:
ﬁ
(Sent) JIMar],r Lee-| |
| Delete | I MNew I
F2nd gdb | ok || cancel |
4 phases of ¢ Editsignature
Paste the copied signature block in the spac wded Change it to “Calibri,” and font
“11.” Edit the necessary information. Clic !
E-mail Signature | Personal Stationery | R
N
Select signature to edit Choose default signature

E-mail account: | parak Koh@tmr.gld. gov.au =

& |

()

oo | | 1@

Edit signature

|Ca|i|:|ri (Body) |E| 11 I u | Automatic IE”E] = = | [2=] Business Card | l__||;| %
Training Manager | Gustunﬁ@mce Direct
Customer Services, Safety & Regulation Division | Department of Transport and Main Roads

Floor 2 | Carseldine - GOP Building C | 532 Beams Road | Carseldine Qid 4034 D
PO Box 1412 | Brisbane Qld 4001
P (07) 30669342 | F: (07) 30667509
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Appendix Ten
Business Directory — to locate contact numbers for various services and TMR
employees.

insideTMR : : | 5 ) | Sta ma 2 Seaech

epartment of Transport and Main Roads

aty and welbeing Policies and pro

Internal websites

» SharaPoint site dractory
» insideHR
» Zero Harm WHS
Communecation Hub
RoadTek Highway21
» PDO Connect
employee Assistance Service
» OnQ Projpect Management
» TransLnk intranet

) Yammer

Services s @ £ Search External websites

Business directory @ Search all Search people 2 X
SRYORS SN Adh i h  Busi » TMR weabsite

MSQ wabsita

Transport and motoring franchise

TMR extranet

What's new

> TransLink

CT Forum a recipe for success Traffic and travel info (13 19 40)
Innovation was the word on/#0en
delegates came together & RS Fngineering Tachnology (£1)

ona’s lps when more than 520 » GovNet

ance service -~
Government websites
Forum last month,

Library ser

Unregisterad vaehicias atiisk of expensive snap
Unregistered and uigodln sl velucles beware - cutling-edge camera
technology and e Oneénsiand Police Service (QPS) can now detect £and " c i A

Pubbcation senes

Around the business
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Click on the topic required. For example: Person Search
Person Search:

To search for a person select People Search from the Information Management menu; click on New
Search; enter the persons’ last name in the Search Term field; and click Search.

INFORMATION MANAGEMENT A

People Search Basic Search

Ora Unit S h Search for Staff

o Item Category Expression s
Building S h

s e Family Name v starts with
Service Search
Special Duty Search

FASSWORD MANAGEMENT
! ! My Saved Ssarches _‘t Advanced Ssarch
Password Challenge Response

Change Password

You can also use the drop down menus in the Item Category and Exgression fields to change your
search parameters.

When the search results page displays you can find the persoridyoujare looking for by searching the
list for their details. The list displays first names, position titles, pivone numbers, email address, and

login ID.
Identity Organization Location Skills
Family Name Initials Legal First Name Position Tile Telephone Number
Shay H Olwyn Advisor Finance % Business Management 30663492

You can open the persons profile by clicking on(their name.

|
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Appendix Eleven
Service Search

Open Business Directory in Workspace.
Click on “Services/Functions.”

iscover Workspace Business Directory - 2. Services\Ser... x | Medical Certificate for Moter Vehicl... Call Centre Portal Replication and Sync
Business Directory Name Telephone Service
All Documents + ABANDONED VEHICLE/VESSEL
T A AllEntries » ACCIDENT
T 1. Name & Telephone Num » ACCOMMODATION
M 1.zFirstName » ACCOUNTS

w Br 2 Services

» ACTS & REGULATIONS

M@ 3. Persons by Deparment
T 4. Persons by Building / Sit

» ADMINISTRATION OFFICER
» ADVERTISING
» AGENCY SYSTEM

b B 5 Stsfflistings
M 6. Organisation Listings
b B 7 Distribution Lists
b B 8 HELP Documents
T GovnetUpdates

» ANCILLARY WORKS & ENCROACHMENT (AWE'S)
» ANNUAL REPORT

» APPEALS

» APPROVED INSPECTION STATION (AIS)

» APPROVED PERSONS SCHEME

T NABName » ARMIS
T Persons by Building with M » ASSETS
M Persons with Notes addres » AUDITS

T Untitled
@ WP-SpecialDuties

» AUSTROADS

» AUTHORISED OFFICERS SCHEME
» AVIATION

» BALLOTS

» BANKING

» BICYCLE ENQUIRIES

» BIKE TOUR RIDES (OWNER/OPERATOR)
» BIKEWAYS

» BREACHES

» BRIDGES

» BROCHURE

Other Services which are available osn-www.tmr.gld.gov.au:

Transport and Main Roads Customeyr Service Centres-locations and available
services.

Mobile Customer Service Cenitres.

Maritime Safety Queensland Dffices.
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Appendix Twelve
Using the phones

Answering a Call

Calls will automatically drop in the live environment
Placing a Customer on Hold

Place the customer on Hold by pressing the Hoid'button

Placing a Customer on Hold to speck to a Third Party

1. Select “Conf” button and enter the/réqguired extension number. (example: 45818=SCCC) By selecting “Conf”,
this automatically places the customer on hold.

2. Once your call has been answergd‘and if there is a need to bring the customer into the conversation, you
select “Conf” button a second tiie. By following this process, it enables you to warm transfer the call. You can
leave the conversation by:hitting the “Goodbye” button and this will leave the customer in conversation with
the third party. (examplg the’SCCC or the Customer Service Centre Administration Officer)

3. If thereis no requireimentfor the customer to speak with either SCCC or the Customer Service Centre
Administration Office¥{.you can end the conversation between you and the third party, by hitting the
‘Goodbye’ button. This enables you to return to your customer by picking up the ‘flashing’ “In-Calls” button
on the lower right of your handset.

Going between the customer and a Third Party without transferring the call
To place the Third Party on Hold and return to the customer,

Press “In-Calls” (Green Button)

To go back to the Third Party

Press the “Conf” button (Soft Key) again

Cold Transferring a Call

Place the customer on Hold by pressing the “TRANS” button (Soft Key)

Dial an Extension number or if calling a full number, dial a zero before it.

Press the “TRANS” button (Soft Key)
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Appendix Thirteen

Executive Coordinator

Tammi Favarato

T | 1 1 1 1
\|.-J 7 124 z V- 3 3 D 4 3 8 B A > g N/ Red n ™ onal Di ™
Executive Director Execxjvr. Direclor Directr ) Regional Director Regional Director Regional Director Regional Director Regional Director
Vacant Stratezy and Resarch J ﬁ Business SEQ South SEQ North Southern Central Northem
RS Michae! Crago } Services Clive Lowe Kellie Hammond Steve Beck Nick Marsden Adam Ainsworth
Indigenous & 0S5 |7/ Wendy Maloney Client Service Continuous Compliance Compliance : m.wx.m i
Shiue (¢ |/ Human Resources \_ Delivery L Y, Tmprovement C \_ (Operations) L ) (Audits and Indigenous
E“F Digital Transformation ¢\ __ and Finance L - . bvestigations) L Al
: . T, T
4 Di R 4 Diveclor R A R & A O R 4 R £ R 4 N N
Central Operations & CS Darect : Finasicr & Client Service Client Service Client Service Client Service Client
Suppart Greg Bubke Siiegy Plsmng aud Procuremant Delivery Deli Deli Delivery Delivery
Kellie Cave Learning, Development Performance =T e Y
emreat) @0 P € AN _ U J y y @ 4
4 R 4 R @ D 4 Y =~ ) _\ R 4 R & R A N
c S Dekeviey S Human Resources 3 Caripliance Compliance Compliance Compliance
. J X ¥ & J S Y & J N\ pn N y 9 Y & 4
) 0 e e 4 R 4 N (S h 4 R 4 i\
Branch Executive ')
Procedures & Training Business Services | | (wioleof MR—naw | | Serviees& Road Safety Rewd Sy Ry, Bl Ry
part of ODDG - CSSR) i
\ J - Y ¢ - Y y & W & N, Y € S/
P 0 s b 4 D 4 D = D 4 A
Business B R R, R R
Improvement Customer Experience 3 81 2 &
b Y & Y & p 3 Y & =
H L=Lead
- C = Champion
E&ﬁﬂwc& RS=Road Safety
0SS = One Stop Shop
CX = Customer Experience
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Appendix Fourteen
Call Centre

Director
( \ :
Customer Business
- Services
Experience A
\ ,
s \ "y ( \
VI Call Call Quality Training & SBS Wark{orce Human Finance
Back Development Slannirig Resources
\ J \ \ J
Operations
Manager
[ [ [ VAN 1 1
Team One Team Two Team Team Four i i Yeam Five Emerald Sccc
Three ! ; Team Team
-\
!
;
) i
Consultants Consultants Consultants) ! Cafisultants Consultants Consultants SCCCs
N
‘W ¢
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Buddying

what was something new that you Learnt?

Yowf notes...
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