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The materials presented in this publication 
are an information source only. The 
TransLink Transit Authority makes no 
statements, representation or warranties 
about the accuracy, currency or 
completeness of any information  
contained in this publication.

The TransLink Transit Authority disclaims 
all responsibilities for the information and 
liability (including without limitation, liability 

for negligence) for any loss, damage, 
expense and costs arising from any 
information being inaccurate or incomplete 
in any way for any reason.

Materials from this publication may be 
used or reproduced for study, research or 
training purposes providing the meaning 
is unchanged and the TransLink Transit 
Authority is acknowledged.

For more information

Web translink.com.au 
Phone 07 3888 4000 
Fax 07 3888 4001 
Mail TransLink’s Tracker 
 TransLink Transit Authority 
 GPO Box 50 
 Brisbane Qld 4001

About TransLink

In July 2008, TransLink Transit Authority was established as the statutory authority 
responsible for purchasing, delivering and managing public transport services within 
South East Queensland – an area that stretches from Gympie and the Sunshine Coast to 
Coolangatta on the Gold Coast, and west to Helidon.

We are committed to developing and delivering a world-class public transport network 
for the people of South East Queensland.

We contract 18 service delivery partners – including QR, Brisbane City Council and 15 
private operators – to deliver public transport. In conjunction with these partners and 
other stakeholders we drive the improvement and expansion of public transport services 
across the network.

TransLink’s key functions include:

overseeing the delivery of public transport services across South East Queensland to 

managing and ensuring the standards of contracted service delivery partners

delivering and managing infrastructure, including a 24 km network consisting of the 
Eastern, South Eastern, Inner Northern and Northern busways, and train station 
upgrades

managing ticketing products, including the development of the go card which was 
rolled out in 2008

providing customers with a single point of contact for feedback and information 

planning, coordinating and integrating services for bus, train and ferry across a 
10,000 sq km area.

As a statutory authority, the board of TransLink is accountable to the Queensland 
Government’s Minister for Transport.
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including large parts of the TransLink network.

The impact on public transport across our network was immediate and severe. 

The disruption to rail, bus and ferry services was almost total in the Brisbane and Ipswich 
regions.

However, now is an appropriate time to acknowledge the loss experienced by many staff 
associated with TransLink and our operators, and thank all who have undertaken to keep 
the network running and to restore most of our services and infrastructure so quickly.

operators proved decisive in minimising damage. 

There was an enormous effort to by Queensland Rail to repair damaged tracks and train 
stations before train lines could reopen. 

Bus operators ensured continuity of service where possible and TransLink’s busways’ 

Our partners, Cubic, worked tirelessly to ensure the impact to ticketing equipment was 
minimised and in bringing damaged equipment back on line. 

All these efforts are to be applauded. The recovery work is on-going particularly on the 
river services.

I would like to thank our customers who had to change their normal travel routes in the 

remain in place and I look forward to a time when customers can again enjoy full network 
operations are restored.

 

Peter Strachan

Chief Executive Officer 
TransLink Transit Authority
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Networkwide patronage - quarterly

Train patronage - quarterly

Bus patronage - quarterly

Patronage
Compared to the same quarter last year, 
patronage for Q2 this year increased for 
bus and train, and decreased for ferry, 
matching the trend of the Q1 comparisons 
for the same years. 

Overall patronage increased by 1.07 million 
trips compared to Q2 last year, to just over 
45 million trips for the quarter – an increase 
of 2.4 per cent. Across Q1 and Q2 there 
were 94.2 million trips taken – an increase 
of 2.6 per cent compared to the same six 
months the previous year.

Bus trips across South East Queensland 
during Q2 rose by 2.1 per cent to 29.2 
million compared to Q2 the previous year. 
The largest bus operator is the Brisbane 
City Council, which recorded 18.8 million of 
all bus trips.

Train trip numbers also continued to grow 
strongly experiencing an increase of over 
six per cent compared to the previous year, 
up to 14.5 million trips. 

 The CityCat and CityFerry services 
were impacted by weather causing the 
cancellation of three days of operation in 
mid-October. They recorded 1.3 million 
trips – a decrease of 21.2 per cent 
compared to the same quarter the  
previous year.
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Fare and subsidy per trip

Fare and subsidy - networkwide

Ferry patronage - quarterly

TransLink is continuing to work with 
Brisbane City Council on building customer 
satisfaction as the river services return to 
full capacity again.

The average fare per trip paid by 
customers in Q2 was $1.66, compared to 
$1.64 in Q1. This is 10.7 per cent higher 
than Q2, 2009/10. 

The average Queensland Government 
subsidy per trip in Q2 was $5.67, 
compared to $5.28 during the same period 
last year. This follows the regular pattern of 

changes in patronage. 

This quarter’s subsidy is based on network 
funding from the Queensland Government 
of $255.4 million and fare revenue of $74.9 
million for the quarter.

funding to buses and ferry services, while 
the Gold Coast City Council and Sunshine 
Coast Regional Council also contributed 
to TransLink public transport services. 
TransLink commercial activities also assist 
to fund public transport services.
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Service on-time 
running and  
service delivered
Queensland Rail again exceeded the 
‘on-time running’ and ‘services without 
cancellation’ benchmarks set under their 
contract with TransLink.

The rail on-time running benchmark is 
93.01 per cent of all peak trips within four 
minutes of the timetable. The services 
without cancellation benchmark is 99.63 
per cent of all peak trips.

For Q2, 93.87 per cent of Queensland Rail 
peak services met the on-time running 
standard. This is an increase from Q1 
when 93.46 per cent of peak services were 
above the benchmark.

During Q2, TransLink and Queensland Rail 
undertook public consultation on a new 
timetable for the Caboolture and Ipswich 
lines. This timetable will be implemented 
on June 6 and will increase capacity and 
improve reliability by containing delays to 
one section of the network.

The on-time running for TransLink’s bus 
operators was 94.3 per cent and continues 
to perform above the 90 per cent 
benchmark set by TransLink.

On-time running and service delivered – train*

On-time running – bus#

Footnote

* Less than four minutes (before or after) the scheduled arrival times on all lines, except Gold Coast and Sunshine Coast where the benchmark is within six minutes.

# Within six minutes (after) or two minutes (before) the scheduled arrival time.

Services delivered
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Customer enquiries
The TransLink website continues to attract 
increasing numbers of customers with a 
record 5.8 million visits during Q2 – an 
increase of 75 per cent on the same  
period last year. Journey planner  
enquiries made up 3.5 million or  
just over 60 per cent of all visits.

Data for the TransLink mobile website 
(introduced in Q1) showed Journey Planner 
enquiries accounted for 66 per cent of 
visits to the TransLink website by mobile 
phone users.  

The TransLink website was redesigned to 
make it more user-friendly and relaunched 
during Q2. 

There were also 363,000 calls to the 
TransLink call centre in Q2, compared  
to 369,000 calls in Q1.

Customer complaints during Q2 were  
3.82 per 10,000 trips compared to  
3.62 in Q1. Compared to the same  
quarter the previous year, the overall 
number of customer complaints fell  
by about 0.8 per 10 000 trips  
– from 4.62 to 3.82.

Customers can contact TransLink through 
the website at translink.com.au or by call 
the 24/7 call centre on 13 12 30.

Journey planner customer enquires

Total customer enquiries

Complaints customer enquiries
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go card use network wide

go card use by mode

go card
The transition of customers to the go card 
ticketing system continues. Although total 
go card use dropped in line with the  
regular decline of patronage from Q1 to  
Q2 – due to reduced student travel and  
the holiday period – the actual percentage 
of go card trips across the network rose  
to 64.2 per cent.  

There were 28.8 million trips taken using 
go card during the quarter, nearly double 
the 14.5 million trips taken during the 
corresponding quarter last year.

The combined measure of go card 
complaints and adjustment requests has 
continued to fall, and is now at the lowest 
level since the go card was introduced to 
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go card customer complaints and adjustment requests

go card adjustments

either not touching off or touching 
on – remains steady at 3.45 per cent. 
The number of customers receiving an 
adjustment also remained steady at  
just over 3.8 per 10 000 trips.

If the go card fails to read correctly or the 
customer believes the charge amount is 
incorrect, they can request an adjustment 
by ringing TransLink’s 24-hour call centre 
on 13 12 30.

go
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Customer satisfaction
The quarterly customer satisfaction surveys 
are undertaken by TransLink to measure 
and compare changes in the opinions of 
public transport users across South East 
Queensland.

The overall customer satisfaction levels, 
introduced in the last edition of Tracker, 
dropped slightly on train (71 to 70) and bus 

services (78 to 73) during Q2.

categories is made up of multiple sub-
categories. Scores are out of a possible 
100 – levels of 75 and above are classed 
‘best practice’ while 60 and above is 
considered ‘satisfactory’.

Most of the indicators for bus and train 
remained consistent with the previous 
quarter, however the indicators for ferry 

in the mode’s overall satisfaction level.

Safety at stops, stations and onboard vehicles.

Ability to meet departure times, frequency of services and reliability of 

go card readers*.

A combination of all reported categories
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Using and understanding ticketing including transferring between modes, 

purchasing, topping up and using go

Proximity Convenience of available routes, distances from stops and stations and proximity  

of go card outlets.

Cleanliness, availability of seats, temperature on board and facilities at  

stops and stations.

The BCC bus survey data is obtained 
from Brisbane Transport bus customers, 

public transport experience of these 
passengers. Some factors such as  
website and call centre satisfaction, and 
ticketing and go card satisfaction, which 
contribute to this indicator, are out of the 
operator’s control. 
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Ability to understand onboard and at-station information, timetables, maps  

and journey planning information.

Knowledge, conduct, presentation and helpfulness of staff.

Door-to-door travel time, connections with other services and avoidance of congestion.
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Accessibility Ease of getting on and off the platform, and on and off the vehicles; reliability  

of escalators and elevators.

go card Ease of purchasing and topping up a go card, managing a go card account and 
understanding information about the go card*.

Footnote

*  This is a sub-category of the ‘Ease of Use’ category.
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Passenger safety  
and fare evasion 
Fare evasion continues to be a major 
challenge across the network, estimated 
to cost up to $18 million a year. Recent 
fare gate changes at all nine gated stations 
has reduced the impact of fare evasion 
allowing TransLink to recover approximately 
$40,000 a week during November and 
December at Central station and an 
additional $40,000 per week at the  
other gated stations combined.

Further fare gate changes at train  
stations are planned, in addition to wider 
fare evasion strategies which includes 

go card  
use and education.

 
6159 warnings during Q2.

Fines and warnings

Passenger injuries
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Service kilometres 
Train service kilometres for Q2 were  
over 200 000 kms higher than Q2 the 
previous year.

There were 23.73 million service kilometres 
travelled by buses across the TransLink 
network during this quarter.

The new place kms measurement, which 
allows a comparison of capacity growth 
from year to year on the network, also 
continues its positive trend in comparison 
Q2 last year. TransLink has committed to 
adding an additional 305 000 seats to the 

of the 301 000 seats added to the network 

Service kms – bus

Service kms – train 

Place kms
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Train passenger load
The train passenger load survey will now  
be conducted every six months with the 
results of the March survey published in  
the Q3 2010/11 Tracker. 
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In January, the newest Queensland Rail 
station was opened at Richlands (pictured) 
providing 4.5 kilometres of new rail line 
between Darra and Richlands, a bus 
interchange, a park ‘n’ ride with 650 car 
parks, secure storage for 88 bicycles and 
32 bike racks, 15 kiss ‘n’ ride bays and 
three taxi zones. An interim train timetable, 
serviced by two new feeder bus routes, is 
in place until the new Ipswich line timetable 
is implemented on June 6.
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Bus operators to the fore during 
the flood recovery
Despite severe impacts to public transport 
in South East Queensland during the recent 

put their hand up and offer support as the 
recovery effort swung into gear. 

Although most operators were impacted 
to some degree, it was the Western and 

most extreme and where much of the  
initial response unfolded.

Westside Bus Company came to the 

buses and drivers working through to late 

and occupants from several nursing and 
retirements homes to evacuation centres. 

As the waters rose, access to the Westside 
depot was cut off for two days, but for one 
driver getting back to the depot was not 
an option as he became stranded on his 
run and had to spend the night on board 
his bus.

Two Brisbane Transport drivers also had an 
interesting end to their shifts as they were 
transported by jet skis. 

During the evacuations, Brisbane Transport 
provided buses for use by the SES to 
transport residents from Darra and  
Goodna to evacuation centres.

apparent bus drivers were included in toll  
of those worst hit by the damage. 

At least six Westside drivers and twenty-
eight Brisbane Transport drivers sustained 

and belongings, yet it was some of these 

work to get public transport moving again.   

Volunteers responded in the tens of 

and a massive endeavour was required to 
make sure those willing to help could get to 
where they were needed the most. 

Brisbane Transport rose to the occasion 
and carried over 23 000 volunteers on the 

 
200 buses. 

 
Gold and Sunshine Coast operators, 
Surfside and Sunbus also put their hand  
up to assist the recovery efforts.   

Surfside donated four buses and 
drivers to take Titans NRL players and 
about 200 volunteers to Goodna, while 
Sunbus carried over 100 members of the 
Maroochydore Surf Club to North Booval 
in Ipswich and a busload of volunteers to 
Sumner Park. 

The volunteer cohort on board the buses 
also included Surfside and Sunbus staff.  

During the eight days of free public 
transport period across the TransLink 
network, bus operators and Queensland 
Rail asked passengers to put their hands 
in their pockets and suggested a gold coin 
donation to the Premier’s Flood Appeal. 

TransLink operators raised well over 

Transit Australia Group’s Surfside operation 
alone raised over $177,000, with Sunbus 
chipping in with nearly $13,000 and the 
friendly bucket rattlers at Queensland Rail 
stations raising $40,000.  

Across all other TransLink operators similar 
tales of charity and readiness to volunteer 
materialised as staff initiated fund-raising 

freely gave their time and got involved in 

Brisbane Transport staff provided logistical 
support during the ‘adopt a park’ weekend 
which saw over 500 volunteers clean up 

TransLink CEO Peter Strachan said he was 
proud of the response of the bus operators 
and Queensland Rail and also their staff. 

“I would like to thank passengers for 
their generous donations and also 
all the TransLink operators for their 
professionalism and for keeping public 

“My appreciation goes out to the operators 
already mentioned for their efforts, and 
to Veolia, Hornibrook Bus Lines, Bus 
Queensland and Clarks Logan City who all 






