LESLIE DAVID HUME  OAM

Roslyn"PRIVATE 

101 Lancaster Avenue

West Ryde   NSW

AUSTRALIA   2114

PHONE  (02) 8742482

15/1/1993.

Monte Edwards,

ZERO 200 MANAGER,

TAXIS COMBINED SERVICES PTY LIMITED,

P.O. BOX 800,

PADDINGTON,

N.S.W.   2021.

Dear Monte,

       RE: THREE MORE COMPLAINTS ABOUT SERVICE FROM ZERO 200.

This time I'm writing  on my own behalf, as well as many others, with similar experiences using ZERO 200.

About 7.30p.m. on the 11th Dec., 1992 I asked my attendant to make two Taxi bookings for me, for the following day. He could only dial the Zero 200 Radio Number, as this is the only Taxi number programmed into my phone's memory. He pressed the right buttons, then we heard the usual recorded message, "Zero 200.............." A short time later, this cheerful, but fast‑speaking, female answered, so we (my attendant) tried to give her all relevant job details. In turn, she asked one question which my attendant wasn't able to answer, but I answered "yes" to. We then gave her the time of the booking the first job, she then abruptly cut us off without asking, if I wished to make a return booking, as is normal with Zero 200. We rang back immediately, the same lady answered, so we started over from the beginning, finally getting both bookings recorded correctly, (or so I thought at the time), after much frustration on all sides.

Next morning (12/12/92) about 8.58a.m. I heard a short, sharp blast from a car horn, the "normal signal" for "Your Taxi's waiting." Finishing my drink, I raced out the back door, closing it behind me, then, headed for the gate. Reaching the gate, my eyes saw, what most people regard as a "normal Taxi" in my driveway with the driver walking towards me. As he drew closer, I asked him "What kind of car do you have?" knowing full well, he wouldn't be able to take me. "Why? Do you want to take your chair?" was his reply. "Yes." I responded. To this he said "Then, I can't take you!" apologetically. He then contacted an Operator, working from the main radio. After some time talking on the radio this driver assured me that "There will be a Bus here within about 5 to 10 minutes! Don't worry." Then he drove off.

9.45a.m. I rang Zero 200 to find out where my 9.00a.m. Taxi was, the usual record came on, till a male Operator answered

cheerfully. This "cheerful tone" soon changed to one of "dismay" as he found the answer to my question, instantly correcting the errors found in both my bookings for that day, made the previous evening by a telephonist, who was clearly inexperienced with the recording of Zero 200 jobs. My Taxi arrived approximately an hour and a half late, making my friend and I almost 40 minutes late for our meeting, when we could have been early. No more trouble that day!

Later that evening, after booking two more Taxis for Church the next morning, the Operator taking these, voluntarily informed me that he had had "WORDS" with the telephonist and went on to offer his apologies.

The main purpose of this letter is to inform you, as ZERO 200 MANAGER, that such things can and do happen on not too infrequent a basis, as to be called a "ONE OFF". I ask you now, "Are you prepared to eat your words?" Words you uttered in response to a similar complaint made, verbally by myself, while attending one of the ZERO 200 Management Meeting, held at the premises of the N.S.W. Taxi Council, in late 1991. Those words, "If you ring the ZERO 200 Number, you COULD NOT AND SHOULD NOT get a 'normal Taxi'!" that you uttered, resound in my brain, like a loud clap of thunder echoing, every time someone tells me of similar experiences. The trouble is, most people will not complain.

Since starting to type this letter, I've had different experience involving Taxi's.

After attending final Meeting for 1992, of the Accessible Transport Forum, held at Aetna Life Tower, on Thursday, 17th Dec., 1992. The meeting finished an hour earlier than anticipated, so, I asked someone to ring the ZERO 200 Number, to try and get my Taxi earlier. For I booked it to pick me up at 1p.m. By the time the person rang and actually spoke to someone at ZERO 200, it was about 12.25p.m. They assured the person, phoning on my behalf, that they'd try to get a vehicle there as soon as possible. So, I got myself down to the footpath on the corner of Elizabeth & Bathurst St. and waited from 12.30p.m. till between 1.40 & 1.45p.m. before being picked up by one of my friendly Metro lifesaver drivers, wish there were more of these helpful drivers. You see, during

that 70 to 75 minute wait I observed, with my one good eye, not one, but four 4 other Metros drive from Bathurst into Elizabeth St. before my Taxi arrived. The first turned right at 12.35p.m. At 12.55p.m. 736 turned left with me trying to chase it, thinking "This one must be mine!" The third turned right about 1.05p.m. as did the fourth 30 minutes later.

What I would like to know, is "Given THE PLACE, TIME AS WELL AS THE NUMBER OF WHEELCHAIR ACCESSIBLE TAXIS I saw drive; why wasn't I able to be picked up at least 40 minutes earlier?" So much for the "DEMAND RESPONSIVE SERVICE POLICIES" of our beloved Taxi Industry, when drivers of vehicles that have the ability to let a person, (who is in an average to small wheelchair, travel in that vehicle, seated comfortably and safely in their wheelchair), deliberately switch off, or ignore, one of two 2 radios (usually ZERO 200) installed in such Taxis. Two radios are installed in these Taxis to both help the DRIVERS MAKE MONEY as well as give those people who find travel, by what most people consider 'normal' transport modes, extremely difficult or straight out impossible. Don't these drivers want our money? Maybe they do, but don't want to work for it! This is why I refer to those drivers who do pick me up as "my friendly Metro lifesaver drivers".

A third incident involving ZERO 200 occurred on Sunday, 3rd January, 1993. I had my usual 11.15a.m. with ZERO 200 to go from Church back Home. You guest it, late!! By about 25 to 30 minutes.

Not worth typing about, except the reason! Immediately the Metro stopped, before anyone could speak, the driver of 736 for that day (he only drives weekends), was out of the car saying, most courteously "I apologise for being so late. But your job was not called till 11.20 as an 11.15 pick up. I was in Pymble. They call an 11.15 job at 11.20 and still expect drivers to pick up on time!"

I must agree with what this driver's words are implying. It is ridiculous to even think a driver could mick up on time when the job isn't called till well after pick up time. This is not an isolated incident, for I recall a number of occasions, within the last six months whilst travelling in Taxis, where Operators have apologised to drivers for jobs well after pick up time. Once I heard an Operator call both 4.30 and 5.00 jobs at 5.30p.m. So, please don't try to answer this letter with a lot of BULL'S MANURE. I would appreciate a reply from you, though!

Thank you for taking the time to read this letter.

Wishing you A HEALTHY AND PROSPEROUS NEW YEAR! MAY GOD BLESS.

                              Yours faithfully,

                              L.D. Hume.

Acknowledged 10.55a.m.29/1/1993 by telephone.

A male, who stated his name and job with ZERO 200, but all I

clearly heard was "ZERO 200" . After my greeting, he went on to say, that had my (the above) letter in front of him, also stating he had shown it to Monte Edwards. "The answer is 'YES!' The answer is 'YES!' Monte, is 'prepared to eat his words!'" said he, as though he had a grin from ear to ear, trying to beam down the phoneline at me. The man continued by saying he had also show this letter to the telephonist concerned, who was most upset, so he said.

In closing, he said; "I apologise and hope your letter helps ZERO 200 to minimise such incidents."

