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 Establishment standards for registration and licensing of vehicles and drivers. 
 Develop and implement effective and efficient enforcement strategies consistent 

with road safety and protection of the environment. 
 Develop traffic management strategies in conjunction with relevant Authorities. 
 Develop and improve customer service levels in all areas of operations. 
 Ensure equitable and affordable fare schedule for all Public Service Vehicles. 

 

 
“Steering Fiji Safely” encapsulates what we believe to be the core to what LTA stands 
for. The word “steering” epitomizes the niche activity of the Authority as the principal 
licensing Authority for all forms of land transportation, irrespective of whether it is 
driven on private or public road and the key role it occupies in ensuring adequate, 
effective, efficient and safe land transportation throughout Fiji.  
 
“Steering Fiji Safely” shows what we do and the results that we deliver. The LTA 
results are developed from its objective through effectual customer service and 
responsiveness with effective, efficient enforcement and its compliance. 
 

 

 
To provide a safe, efficient, customer-focus, economical, sustainable and 
environmentally friendly land transport system for the nation in partnership with 
Stakeholders, Government and the community. 
 

 

 
Honesty 
Teamwork 
Customer Focus 
Courage to do right 
Innovation and creativity 
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NOTE: The LTA proprietary IT system for recording and tracking of all its transactions 
was replaced in 2015. In the period 2015 to the end of 2016, there was parallel running of 
two systems. This was necessary to ensure that the data migration was completed and 
full transition to the new system called LTA Soft was achieved. The legacy system was 
not capable of recording many transaction sub-categories which is done by the new 
system. This explains the apparent statistical inconsistencies in PSV permit data during 
the transition to steady state.
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Chairman’s Report 
 

Being appointed as Chairman of the 
Land Transport Authority Board for the 
year, I take the prerogative of the Board 
to present the 2015 annual report.  

There were fundamental changes on 
our corporate governance framework 
with new board members joining us to 
provide that much needed expertise in 
steering the LTA forward in the right 
direction.  

Major interventions took place in key 
service areas such as purchasing of 
Standard & Compliance equipment, ICT 
improvement works with software 
upgrade to improve our e-services for 
the public, customer service 
improvements with refurbishment works 
done at our offices, road safety 
interventions which includes community 
visitations to raise awareness on road 
safety, and recruitment of road marshals 
to drive the road safety activities of LTA 
as we reach out to more people. 

We opened a new office in Nakasi to 
benefit the people of Nakasi in terms of 
better accessibility and efficient service 
delivery. 

We also took a collaborative approach 
with transport providers in the country  

 

 

                      

 

 

 

as part of our wider consultations to 
ensure necessary improvements are 
made in our services delivery. 

This report will give a detailed account 
for the year.  

 

 

 

 

_______________________________ 

Vijay Maharaj 

Chairman 
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Management Team 
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Corporate Governance 
 
Corporate Governance is a way of 
structuring the Authority in order to 
safeguard the interests of a wide variety 
of stakeholders.  
 
We at LTA firmly promise our 
stakeholders better business 
performance, which is nurtured and 
backed through properly formulated 
governance practices and procedures. 
 
The Authority’s Governance Framework 
includes formalized Board arrangements 
in accordance with the Land Transport 
Act, 1998. The Authority was created to 
improve financial management and 
operation efficiency through effective 
management systems and improved 
incentives for human resources, 
commercially oriented entity with strict 
accountability guidelines.  
 
LTA was also created to operate as a 
successful commercial business to 
uphold Government’s policies on 
deregulations, where agreed objectives 
are to be monitored progressively to 
ensure efficient and effective public 
service deliveries. 
 
Appointments of Board of Directors 
 
The Act provides for a Board of seven 
(7) members of the Authority comprising 
of the Chairman and five (5) others who 
are appointed by the Minister for a term 
of two (2) years, except for the 

Permanent Secretary for Ministry of 
Infrastructure and Transport who is 
automatically appointed to the Board. 

 
Remuneration & Benefits 
 
The Chairman of the Authority and 
members, other than the Permanent 
Secretary are entitled to remuneration 
and other expenses, as fixed by the 
Minister. 
 
Responsibilities of Board 
 
The Board is accountable to the Minister 
responsible for Infrastructure and 
Transport. Members of the LTA Board 
are required to observe LTA’s Code of 
Conduct and other requirements 
specified by LTA’s Governance 
Framework.  
 
Board Meetings 
 
There were six (6) board meetings held 
during the year. 
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Year In Review 
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Registration, Licensing and 
Driving 
The primary objective of the Registration 
and Licensing Department is to register 
vehicles, license drivers and establish 
standards for registration and licensing in 
line with the objectives of road safety. 
 
There was an improvement in the 
operations of the Registration, Licensing 
and Driving departments with the 
implementation of new policies realigned 
to meet our customer’s needs without 
compromising the safety of all road users. 
These policies include the following: 
 
 PSV driving tests conducted by two 

(2) driving examiners, (i.e. one 
examiner in-charge of conducting 
theory test while the other in-charge 
of conducting the practical test); 

 Issue of warning letters to habitual 
traffic offenders before calling them 
for Show Cause disciplinary hearing 
which is presided over by the Chief 
Executive Officer;  

 
 
 
 

 Suspension of driver’s license and 
issue of warning for bad driving 
behaviors; 

 Pre-conditions for PSV Driver License 
application; 

 Demarcation of Class 9 Driver 
License; and 

 Code of Conducts for Driving 
Examiners and Customer Service 
Officers.    

 
Training for our Licensing Officers 
continued to be given top priority. 

Registration of new vehicles and 
second hand vehicles in 2014 
 

Region   New  Second 
hand  

 Total  

Northern  154 223 377 
Western  579 1,154 1,733 
Central & 
Eastern  

1,067 1,414 2,481 

Others  2,476 3,787 6,263 
Total  4,276 6,578 10,854 

Operations & 
Technical 
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Driving License Department 
 
The Driving Department is committed to 
ensure that it will uphold driving tests 
standards in order to produce competent 
and responsible drivers through stringent 
verification of driving test applications and 
examination process. This will monitor 
their driving competency and ensure that 
they drive vehicles in which they are 
licensed to drive.  

 
  2014  

 
Total   Provisional Full 

Quarter 1  2,061 1,496 3,557 

Jan 837 519 1,356 

Feb 650 441 1,091 

Mar 574 536 1,110 

Quarter 2 1,939 1,290 3,229 

Apr 591 419 1,010 

May 678 492 1,170 

Jun 670 379 1,049 

Quarter 3 2,033 1,372 3,405 

Jul 695 473 1,168 

Aug 568 405 973 

Sept 770 494 1,264 

Quarter 4 2,571 1,486 4,057 

Oct 679 503 1,182 

Nov 741 486 1,227 

Dec 1,151 497 1,648 

Grand Total 8,604 5,644 14,248 

Driving Examination 
 
The Driving department conducts 
driving examinations to test 
applicant’s competency on: 
 Ability to operate a motor vehicle 

and its controls;  
 Ability to understand the laws 

relating to the use of motor 
vehicles on roads; 

 Understanding their 
responsibilities in relation to all 
other road users (including 
pedestrians); and 

 Ability to recognize and avoid 
various road and driving hazards 
- can apply defensive driving 
techniques and attitudes. 

 

Enforcement  
The enforcement of traffic laws, and the 
careful monitoring of road users behaviour 
and motor vehicles are important. The two 
(2) stakeholders, LTA’s Enforcement 
Department and the Fiji Police, work 
closely in its effort to ensure compliance 
levels are maintained and more 
importantly, lives are saved on all Fiji 
roads.  

The Authority is empowered by law to 
ensure that transport facilities meet 
efficiency and safety standards. It has the 
responsibility for the overall enforcement 
of the provisions of the Land Transport 
Act and any other laws on land transport 
in Fiji. 

To meet these obligations, the Authority’s 
Enforcement Unit undertakes the 
following: 

 Acts as a regulator for all licensed 
transport providers; 
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Chairman’s Report 
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Land Transport Authority Board for the 
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as part of our wider consultations to 
ensure necessary improvements are 
made in our services delivery. 
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for the year.  
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The Enforcement Unit’s main thrust lies in 
enforcing the regulations related to Public 
Transport Service providers and commercial 
vehicles, whereas for all other classes of 
vehicles, the enforcement of safety and 
emissions regulations are also paramount.

A total of twenty-five thousand five hundred 
and three (25,503) Traffic Infringement 
Notices were issued to traffic offenders in 
2014. This has increased by 36% as compared 
to 2013. Increase in traffic offences relating 
to use of mobile communications and careless 
driving continued to be a major challenge 
on roads during the year.

Ensures all vehicles are within legal 
emission levels;

Enforces the applicable legislation on 
operators to ensure compliance;

Ensures that all transport sectors operate 
safely and efficiently; 

Provides customer care to all stakeholders;

Brings all defaulters before respective 
courts to be sanctioned accordingly or 
otherwise;

Follows up complaints and takes action 
when necessary; and

Holds roadside checks and tests related 
to emissions, roadworthiness, carriage 
of dangerous goods and legal driving 
contraventions.  
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Top offenses for the year 

Fail to use safety device 5,263  

Improper use of mobile 
communications 

  2,253  

Fail to produce license  1,437  

Carrying excess passengers 
(applied to carriers only) 

1,376  

Failure to obey road marking   1,307  

Driving without license or 
permitting 

 855  

Failure to control steering   822  

Driving unregistered vehicle or 
permitting 

   804  

Non-conforming brakes  723  

Non-conforming tyres      714  

Use other than as licensed    707  

Non-confirming lamps / 
reflectors 

    706  

Improper taxi operation     687  

Incorrect park or stop     679  

Careless driving   441  

Non-confirming film    433  

Failure to keep true recs    404  

Failure to displays/signs  399  

Non-compliance - provisional 
license 

   370  

Misconduct of drivers / 
passengers 

337  

Others   4,786  

Total 25,503  
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In 2014, a total of 25,503 TIN's were 
issued, 1,686 Defect Orders were issued 
and 276 vehicles were seized. 

 

Public Transport  
 
In 2014, the LTA processed 4,477 
transactions which includes 3,277 
applications for permit renewals, 1,191 
applications for permit transfers and 9 
duplicate permit applications. 
 
 

 
 

Customer Service 
Excellent customer services delivery is 
pivotal to us.  We continue to streamline 
our services in best effective way for our 
customers. LTA was recognized in the Fiji 
Business Excellence Awards in 2014 and 
was awarded the Commitment award in 
the Fiji Business Excellence Award 
category. This was a major achievement 
to LTA that conforms the processes 
undertaken during the year. 
 

 

 

Permit Type No. of Transactions 

Taxi 3,564 
Minibus 94 
Carrier 60 
Rental 343 
RSL 239 
RRL 1 
RCL 31 
Hire 145 

TOTAL 4,477 
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Contacts & Complaints 

The core function of the Complaints 
Centre is to receive and respond to 
customer complaints and enquiries in a 
consistent and timely manner. Customers 
raise their issues through telephone calls, 
emails or by visiting the nearby LTA 
offices. Some of the common types of 
customer complaints / enquiries include 
information on LTA, passenger safety, 
driver’s assistance, driver’s behavior, fare 
and ticketing and penalty. There were a 
total of 853 complaints / queries received 
in 2014. 
 

 
Queries and Complaints 

The most number of complaints received 
during 2014 were from the Central and 
Eastern region with a total of 607 
complaints. Online queries came in  
 
 

 
 
second with 119 complaints; Western 
region recorded 104 complaints while the 
Northern region registered the lowest 
number of complaints at 29.  
 
 

 
 
Road Safety  
Road Safety is an ongoing concern for the 
Authority.  The Authority’s Road Safety 
unit is responsible in creating an enabling 
environment for the nation by working 
towards eradicating road related 
accidents and deaths. 

The road safety education programs 
operate under the goal three (3) of the 
Authority’s annual corporate plan, which is 
to create a safety conscious generation of 
road users who consider and respect 
others on the road. 

One of the three E’s (education, 
enforcement and engineering) of road 
safety undertaken all over the world 
including Fiji is education. Strategies and 
programs have been strategically put in 
place to ensure that road users are well 
informed on road safety.  This is in line 
with the Fiji Decade of Action for Road 
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Safety 2011 – 2020 national action plan, 
which is aimed at reducing the number 
and severity of road traffic crashes and 
fatalities.  

The Authority’s Road Safety unit 
undertook 9 key programmes in 2014 to 
engage various stakeholders in an effort 
to create awareness and bring about the 
change needed to tackle the issue of road 
safety. 

Pedestrian Road Safety (Home visitation): 
This programme attempts to meet the 
road users at the home front. The 
program was about systematically 
presenting the road safety message at 
home.  

Driver Road Safety (5 Star Road Safety 
Interventions): This campaign covered 
sudden behavioural changes in fatality 
and accident trends that occur during the 
year. Interventions were carried out at 
strategic locations around the country to 
address the driver behaviour. 

Passenger Road Safety (Bus Ministry): 
More than 90% of the travelling public use 
bus as their main mode of transport. 
Thus, the programme intends to highlight 
the need for bus safety to passengers.  

Children and Senior Citizens Road Safety 
(5 Star Pedestrian Intervention):  The 
increase in pedestrian fatalities prompted 
an immediate response for interventions 
at pedestrian crossings around the busy 
town areas. The target group for this 
programme were children and senior 
citizens.  

Community Road Safety (Community 
Awareness on Road Safety): This 
programme focusses on identifying high-
risk community groups in both rural and 

urban centres. The programme tries to 
increase road safety conscious to 
increase road safety consciousness in the 
community.  

Rural and Maritime Road Safety 
(Community Outreach Program): This 
programme was planned, coordinated and 
conducted for the rural and maritime 
communities in an attempt to increase 
their knowledge of safety consciousness 
needed in high – traffic environments like 
towns and cities. The idea is to change 
their perception of “road attention” when 
they visit busy places.  

Community Involvement – Village Traffic 
Calming Measures (A-Frame boards): A-
Frame boards were developed and 
delivered to high-risk villages along the 
major highways. The A-Frame boards 
carry road safety messages and catching 
slogans targeting the travelling public.   

National Road Safety Public Education 
Program (Road Safety Advocacy 
Program): This programme was targeted 
to schools where students participated in 
competitions and oratory contests. A total 
of two hundred and eighty five (285) 
schools were visited by the team reaching 
out to almost one hundred five thousand 
seven hundred forty two (105,742) 
students. 

Road Marshall Club (Expansion of Road 
Marshall Clubs): Volunteers are trained 
and registered with the Authority as Road 
Marshalls. They are the eyes and ears on 
the ground and report on unsafe road 
usage by any user. The program targeted 
community involvement in eradicating 
unsafe road user behaviour.  
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programme focusses on identifying 
highrisk community groups in both rural and
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Standard and Compliance  
The Standards & Compliance Department 
is responsible for drafting, reviewing and 
implementing standard policies and 
procedures, and making necessary 
changes to suit the LTA’s business 
processes for continuous improvements. 

Another important function of the 
Department is to conduct training 
workshops for up-skilling of staff. Internal 
and external investigations were 
conducted to deal with complaints and 
secondary checks carried out on 
operational areas, for example, hire / 
rental permit applications, half cut 
vehicles and tampered chassis. The 
Department also provides policy guidance 
on processes, procedures and Code of 
Practice. 

Quality Assurance Maintenance 
System 

The QAMS inspections for 2014 were 
conducted by the Standards & 
Compliance department. The QAMS 
inspections are conducted concurrently 
for phases 1 and phase and only upon 
compliance to these phases can 
inspections proceed for phase 3.   

Region Companies Achieved 
100% QAMS 
Phase 
1 

Phase 
2 

Phase 
3 

Central 
Eastern 

3 4 0 

Western 2 3 0 
North 0 0 0 
TOTAL 5 7 0 
 

During the year, the following five (5) 
companies achieved QAMS phase 1: 

 
 Pacific Transport Co. Limited 
 Island Bus Limited 
 Tebara Transport 
 Shahabud Dean Transport Limited 
 Sunbeam Transport Limited 

The following seven (7) companies 
achieved QAMS phase 2: 

 Sunbeam Transport Limited 
 Khan Buses Limited 
 Shore Buses Limited 
 Tebara Transport Limited 
 Shahabud Dean Transport Limited 
 Central Transport Limited 
 Tacirua Transport Limited 

   

Achievements 

During 2014 the Department achieved the 
following: 

 Training on Forensic Vehicle Accident 
Investigation during 17 March 2014 to  
21 March 2014 to enhance 
capabilities of the LTA staff.  

 Renovation works commenced in 
2014 for the New Lautoka Ramp to 
equip the area of vehicle inspection 
leading to betterment of customers 
and raising the standards for vehicle 
inspection. Vehicle inspection and 
compliance is pivotal in the Authority’s 
service delivery.  

 

 
 Land Transport Authority | Annual Report 2014        13 
  
 

 
                                                               
Traffic Management 
Services 
 
The Traffic Management Services 
Department (TMS) develops and 
implements traffic management strategies 
and practices consistent with the needs of 
road users and the objectives of road 
safety in conjunction with the highway 
Authorities and Stakeholders. A new 
camera was installed at Samabula to 
capture dual offences, red light violations 
and speeding. During 2014, there were a 
total of 470 red light camera offences 
captured while the speeding offenses 
amounted to 15,333. 

 

 

 

 

 

 

 
 
 
 

 

 



Land Transport Authority    Annual Report 2014
13

 

 
 Land Transport Authority | Annual Report 2014        13 
  
 

 
                                                               
Traffic Management 
Services 
 
The Traffic Management Services 
Department (TMS) develops and 
implements traffic management strategies 
and practices consistent with the needs of 
road users and the objectives of road 
safety in conjunction with the highway 
Authorities and Stakeholders. A new 
camera was installed at Samabula to 
capture dual offences, red light violations 
and speeding. During 2014, there were a 
total of 470 red light camera offences 
captured while the speeding offenses 
amounted to 15,333. 

 

 

 

 

 

 

 
 
 
 

 

 



Land Transport Authority    Annual Report 2014
14

Financial Overview

The LTA continued to administer functions 
where the revenue is deposited directly to 
the Government Consolidated Fund 
account. The total administered revenue at 
the end of financial year 31 December 2014 
was $25.8 million, 4.4% increase than the 
total revenue of $24.7 million in the previous 
year.

The financial performance continued the 
trend of positive results we have seen in the 
recent years.

The largest contribution to revenue collection 
is from Vehicle Registration, followed by 
Drivers Licenses, Drivers Permit and Vehicle 
Inspection.
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 Ensures all vehicles are within legal 
emission levels; 

 Enforces the applicable legislation on 
operators to ensure compliance; 

 Ensures that all transport sectors 
operate safely and efficiently;  

 Provides customer care to all 
stakeholders via enforcement staff; 

 Brings all defaulters before respective 
courts to be sanctioned accordingly or 
otherwise; 

 Follows up complaints and takes action 
when necessary; and 

 Holds roadside checks and tests 
related to emissions, road –worthiness, 
carriage of dangerous goods and legal 
driving contraventions.   

The Enforcement Unit’s main thrust lies in 
enforcing the regulations related to Public 
Transport Service providers and 
commercial vehicles, whereas for all other 
classes of vehicles, the enforcement of 
safety and emissions regulations are also 
paramount. 
 
A total of twenty-five thousand five 
hundred and three (25,503) Traffic 
Infringement Notices were issued to traffic 
offenders in 2014. This has increased by 
36% as compared to 2013. Increase in 
traffic offences relating to use of mobile 
communications and careless driving 
continued to be a major challenge on 
roads during the year. 
 
 
 
 
 
 
 
 
 

 
Top offenses for the year 

Fail to use safety device 5,263  

Improper use of mobile 
communications 

  2,253  

Fail to produce license  1,437  

Carrying excess passengers 
(applied to carriers only) 

1,376  

Failure to obey road marking   1,307  

Driving without license or 
permitting 

 855  

Failure to control steering   822  

Driving unregistered vehicle or 
permitting 

   804  

Non-conforming brakes  723  

Non-conforming tyres      714  

Use other than as licensed    707  

Non-confirming lamps / 
reflectors 

    706  

Improper taxi operation     687  

Incorrect park or stop     679  

Careless driving   441  

Non-confirming film    433  

Failure to keep true recs    404  

Failure to displays/signs  399  

Non-compliance - provisional 
license 

   370  

Misconduct of drivers / 
passengers 

337  

Others   4,786  

Total 25,503  

 

 

 

 

Human Resources

The Human Resource (HR) Department 
plays a critical role in the Authority. The 
success of the organization depends on 
the high level of skills and professionalism 
of our people. The year 2014 was dedicated 
to further developing the HR function and 
moving towards a People Management 
Department.  

Throughout 2014 the organization 
witnessed a lot of staff exits as employees 
tend to look for greener pastures. A total of 
twenty-one (21) employees left the organization 
for better employment opportunities and to 
study overseas.  Twelve (12) of these 
employees left the organisation due to 
summary dismissal. 

The increase in the number of employment 
relation issues led to the implementation of 
aggressive awareness and adoption of the 
new Collective Agreement. This was done 
at each division emphasizing the benefits 
and the changes to the disciplinary 
process. A total of twenty-six (26) employees 
were recruited in the year filling the 
vacuum left by those that exited.

Recruitment continues to be a major part of 
the department’s work programme with 
successful efforts in decreasing the vacancies 
turnaround time.
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total of twenty-six (26) employees were 
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Recruitment continues to be a major part 
of the department’s work programme with 
successful efforts in decreasing the 
vacancies turnaround time. 

  

LTA Staff by Gender in 2012, 2013 and 
2014 

Year Female % Male % Total 
Staff 

2012 126 41 175 59 301 
2013 131 42 180 58 311 
2014 144 44 182 56 326 
 

Training and Development 

Year Total 
Local 

Training 

Total Overseas 
Training 

2012 13 4 
2013 26 6 
2014 18 4 
 

The HR department continued to strive to 
provide an approachable and the best 
People Management Department. 
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Information, 
Communication & 
Technology (ICT) 
Strategic Highlights & Achievements 

The “Green” ICT initiative was introduced 
in the LTA’s ICT environment in 2014. The 
“Green” initiative is aimed not only to save 
on emissions and waste, but also to assist 
the Authority on financial implications.   

The department also undertook several 
Strategic and “Green” ICT initiatives and 
projects which included the 
implementation of the Video Conferencing 
System, Print & Paper Control and 
Management System and Vehicle 
Tracking System which contributed to the 
controlling of the cost as well as 
contributing towards having a Greener 
Environment. 

The department implemented a full-
fledged contact center system that 
enabled the organization to measure the 
service quality on our calls. This enabled 
the Authority to ensure that all customers 
coming through our telephone lines are 
attended to in a timely manner. 

The department also expanded the Queue 
Management System (QMS) at the Sports 
City Office which enabled the customers 
to take ticket and wait patiently to be 
served. This provided an indication to the 
Authority on the total number of 
customers being served, waiting and 
serving time per customer and room for 
improvement for better customer services. 

Other implementations included the 
installation of Door Access System for ICT 

Department and Head Quarters Admin 
Buildings, hardening of the gateway 
firewall security and VPN Access by 
introducing Two Factor Authentications. 
The department also introduced wireless 
links as well as wireless devices to certain 
areas that eliminated the need of having 
wires and enabled cost savings and 
mobility. 

Operational Highlights  

The department continued to provide the 
following: 

 Critical improvements through timely 
upgrade of Email and Domain 
Controller Systems by ensuring up to 
date and fully patched systems. 

 Valuable statistical information on 
timely and regular basis to board, 
management and even the staffs to 
enable them to make informed 
decision and guide them in 
formulating strategies for 
improvement. 

 Introduction of the SMS Facility 
enabling the Authority to send 
reminder and road safety messages 
directly to LTA Customers having 
mobile contacts with us. 

Legal  
 
The Legal Services department is tasked 
with providing an efficient and effective 
legal advice and litigation for the Authority. 
The Department has its offices in all 
regions to which Prosecutors have been 
assigned. 
 
 

Land Transport Authority    Annual Report 2014
16

 

 
 Land Transport Authority | Annual Report 2014        17 
  
 

 
 
 
 
 
 
 

 
The litigation section of the department is 
solely responsible for the dealing of all 
cases within the different jurisdictions of 
the Judicial System. The department 
attends to litigation cases representing the 
Authority in the following Judicial and 
Quasi-Judicial Institutions: 
 
 Magistrates Court/ High Court/ Court 

of Appeal/ Supreme Court; 
 Arbitration Tribunal; 
 Appeals Committee; 
 Appeals Tribunal; and 
 Mediation to assist only. 
 
The department reordered a total of forty-
nine (49) civil cases during the year.  
During the year, the LTA Appeals Tribunal 
recorded a total of one hundred and 
nineteen (119) cases. 
 
Apart from attending to Civil Cases and 
assisting the Prosecution, the Legal 
Department was also tasked with the 
following: 
 
 Providing legal advice; 
 Drafting and vetting contracts; 
 Review of legislations 
 Attending to legal queries; 
 Attending to company and title 

searches; 
 Interpreting and applying the law; and  
 Provide legal support and advice for 

the operations of the various 
departments in the Authority. 
 
 

 
 
 
 

Tribunal Appeals 

Number of cases called 119              

Number of cases for mention 59                   
Number of case for hearing 12                      

Number of cases pending 107 

Civil Cases 

Number of cases called 49                    

Number of cases for mention 23                     

Number of case for hearing 7                        

Number of cases for ruling 16 

Number of cases struck out/closed 3 

Equal Rights Trust cases 

Number of cases called 16   

Number of cases for mention 8                     

Number of case for hearing 2                        

Number of cases for ruling 4 

Number of cases struck 
out/closed 

2 
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The department implemented a full-fledged 
contact center system that enabled the 
organization to measure the service quality 
on our calls. This enabled the Authority to 
ensure that all customers coming through 
our telephone lines are attended to in a 
timely manner.

The department also expanded the Queue 
Management System (QMS) at the Sports 
City Office which enabled the customers to 
take ticket and wait patiently to be served. 
This provided an indication to the Authority 
on the total number of customers being 
served, waiting and serving time per customer 
and room for improvement for better customer 
services.

Other implementations included the installation 
of Door Access System for ICT 
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Contacts & Complaints 

The core function of the Complaints 
Centre is to receive and respond to 
customer complaints and enquiries in a 
consistent and timely manner. Customers 
raise their issues through telephone calls, 
emails or by visiting the nearby LTA 
offices. Some of the common types of 
customer complaints / enquiries include 
information on LTA, passenger safety, 
driver’s assistance, driver’s behavior, fare 
and ticketing and penalty. There were a 
total of 853 complaints / queries received 
in 2014. 
 

 
Queries and Complaints 

The most number of complaints received 
during 2014 were from the Central and 
Eastern region with a total of 607 
complaints. Online queries came in  
 
 

 
 
second with 119 complaints; Western 
region recorded 104 complaints while the 
Northern region registered the lowest 
number of complaints at 29.  
 
 

 
 
Road Safety  
Road Safety is an ongoing concern for the 
Authority.  The Authority’s Road Safety 
unit is responsible in creating an enabling 
environment for the nation by working 
towards eradicating road related 
accidents and deaths. 

The road safety education programs 
operate under the goal three (3) of the 
Authority’s annual corporate plan, which is 
to create a safety conscious generation of 
road users who consider and respect 
others on the road. 

One of the three E’s (education, 
enforcement and engineering) of road 
safety undertaken all over the world 
including Fiji is education. Strategies and 
programs have been strategically put in 
place to ensure that road users are well 
informed on road safety.  This is in line 
with the Fiji Decade of Action for Road 

The litigation section of the department is 
solely responsible for the dealing of all cases 
within the different jurisdictions of the Judicial 
System. The department attends to litigation 
cases representing the Authority in the 
fol lowing Judicial  and Quasi-Judicial  
Institutions:

The department reordered a total of 
forty-nine (49) civil cases during the year. 
During the year, the LTA Appeals Tribunal 
recorded a total of one hundred and nineteen 
(119) cases.

Apart from attending to Civil Cases and 
assisting the Prosecution, the Legal Department 
was also tasked with the following:

•

•

•

•

•

Magistrates Court/ High Court/ Court of 
Appeal/ Supreme Court;

Arbitration Tribunal;

Appeals Committee;

Appeals Tribunal; and

Mediation to assist only.

•

•

•

•

•

•

•

Providing legal advice;

Drafting and vetting contracts;

Review of legislations

Attending to legal queries;

Attending to company and title searches;

Interpreting and applying the law; and 

Provide legal support and advice for the 
operations of the various departments 
in the Authority.
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Properties Services 
 
The unit has five (5) key Roles and 
Function, as follows: 
i. To ensure that facilities fully 

accommodate the Authority’s core 
functions; 

ii. To ensure that all facilities are well 
maintained; 

iii. All OHS requirements are fully met; 
iv. All internal or external customer 

complaints are rectified within the 
given timeframe; and 

v. Continues research and 
implementation is done to projects 
which complement the service 
delivery of the Authority. 

 
The Team comprising of two (2) - 
Properties Officers and a Handyman, In-
addition to the above operational 
functions, the team is also heavily 
involved in all Construction and 
refurbishment works. 
 
The Properties Department commenced 
construction of the new warehouse at 
Valelevu Head office costing around a 
quarter million dollars ($0.25 million). The 
main objective of this project was to 
create a proper and organized archiving 
system. This will further improve the filing 
system by introducing the 5s (Sort, 
Straighten, Sweep, Standardize and 
Sustain) and an important component for 
the ISO 9000 certification. 
 
The department also maintained all of its 
offices and added five new operational 
motor vehicles to ensure that all 
stakeholders have the best service 
delivery, be safe in our premises and are 
informed of various operations of the 
Authority. 
 

 
Achievements 
 
The Department achieved the following 
during the year: 
 
The construction of a new vehicle 
examination office, fully Automated 
Vehicle Inspection System ramp and 
installation support at the Lautoka office. 
The completion of the new Nadi 
Waimalika office with a fully-fledged 
facility. Purchase of five new motor 
vehicles as an addition to the LTA Fleet. 
 

 
Quality Assurance 
The Unit had two (2) main objectives in 
2014, and which were to: 
 
 Improve customer satisfaction; and 
 Implement efficient and effective 

organization systems. 
 
The following activities were implemented 
to improve customer satisfaction: 
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The Team comprising of two (2) - Properties 
Officers and a Handyman, In-addition to 
the above operational functions, the team 
is also heavily involved in all Construction 
and refurbishment works.

The Properties Department commenced 
construction of the new warehouse at 
Valelevu Head office costing around a 
quarter million dollars ($0.25 million). The 
main objective of this project was to create 
a proper and organized archiving system. 
This will further improve the filing system by 
introducing the 5s (Sort, Straighten, 
Sweep, Standardize and Sustain) and an 
important component for the ISO 9000 
certification.

The department also maintained all of its 
offices and added five new operational 
motor vehicles to ensure that all stakeholders 
have the best service delivery, be safe in 
our premises and are informed of various 
operations of the Authority.
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 Coordination and establishment of a 
refurbished Reception and Complaints 
Unit in Head Quarters in order to 
improve customer reception and 
confidentiality whilst customers are 
lodging their complaints; 

 Establishment of a Complaints Unit to 
handle daily customer complaints 
(including enquiries). This featured 
registration, referral, follow up, 
analysis and reporting of all regional 
complaints and enquiries on a weekly 
basis; 

 Development and implementation of a 
Customer Complaints & Enquiries 
Handling Policy to guide the 
Complaints Unit; and 

 Reduction of customer complaints’ 
resolution timeframe from five (5) to 
two (2) working days, which was done 
to align to Government’s two (2) 
working days resolution timeline.  

 
For 2014, a total of thirty-seven (37) 
Tenders and three (3) Expression of 
Interests were facilitated by the LTA 
Management Tender Committee. 

Implementation of efficient and effective 
organization systems had involved the 
following activities: 
 
Reviewing/developing and approving 
policies and procedures: This was 
achieved through the commitment of the 
respective Managers and Steering 
Committee. For 2014, a total of ten (10) 
policies were approved by the Board. 

 
ISO 9001 Certification: ISO 9001 
certification requires the Authority’s 
Quality Management System (i.e. its set of      
policies, procedures and processes) to be 
documented and functioning in all facets  

of the organization. However due to the 
ongoing consultation process in 2014, 
certification has been moved to 2015. As 
part of the consultation process, it 
requires a holistic effort involving 
Managers and Team Leaders, legal 
advice, guidance and directions from the 
Steering Committee and the necessary 
Board’s approval.   
 
Participation in the 2014 Fiji Business 
Excellence Award (FBEA) program: The 
FBEA program is another example of a 
quality improvement tool to enhance an 
organization’s services both internally and 
externally, and in which the Authority has 
participated actively in 2013 and 2014.  
 
A Commitment Award was received 
during 2014 participation, and its feedback 
report has highlighted critical customer 
service and operational areas that the 
Authority will need to look at in order to 
grow as an efficient and effective 
organization.  
 
Moving towards 2015, the Authority will 
need to look at investing additional 
resources such as manpower and 
centralized system software to enhance 
the Authority’s monitoring, analysis and 
reporting of all regional customer 
complaints and enquiries as real-time data 
and most importantly, provide timely 
feedback to its customers.  
 
This also extends to the need to look at 
additional support systems to carry out 
adequate customer surveys (both internal 
and external), as another quality 
improvement tool that will assist the 
Authority to grow more effective and 
efficient in its customer service delivery 
and overall operations.  
 



 

 
  
  
 

 

Financial Statements 
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Human Resources 
The Human Resource (HR) Department 
plays a critical role in the Authority. The 
success of the organization depends on 
the high level of skills and professionalism 
of our people. The year 2014 was 
dedicated to further developing the HR 
function and moving towards a People 
Management Department.   

Throughout 2014 the organization 
witnessed a lot of staff exits as employees 
tend to look for greener pastures. A total 
of twenty-one (21) employees left the 
organization for better employment 
opportunities and to study overseas.  
Twelve (12) of these employees left the 
organisation due to summary dismissal. 
The increase in the number of 
employment relation issues led to the 
implementation of aggressive awareness 
and adoption of the new Collective 
Agreement. This was done at each 
division emphasizing the benefits and the 
changes to the disciplinary process. A 
total of twenty-six (26) employees were 
recruited in the year filling the vacuum left 
by those that exited. 

Recruitment continues to be a major part 
of the department’s work programme with 
successful efforts in decreasing the 
vacancies turnaround time. 

  

LTA Staff by Gender in 2012, 2013 and 
2014 

Year Female % Male % Total 
Staff 

2012 126 41 175 59 301 
2013 131 42 180 58 311 
2014 144 44 182 56 326 
 

Training and Development 

Year Total 
Local 

Training 

Total Overseas 
Training 

2012 13 4 
2013 26 6 
2014 18 4 
 

The HR department continued to strive to 
provide an approachable and the best 
People Management Department. 
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The litigation section of the department is 
solely responsible for the dealing of all 
cases within the different jurisdictions of 
the Judicial System. The department 
attends to litigation cases representing the 
Authority in the following Judicial and 
Quasi-Judicial Institutions: 
 
 Magistrates Court/ High Court/ Court 

of Appeal/ Supreme Court; 
 Arbitration Tribunal; 
 Appeals Committee; 
 Appeals Tribunal; and 
 Mediation to assist only. 
 
The department reordered a total of forty-
nine (49) civil cases during the year.  
During the year, the LTA Appeals Tribunal 
recorded a total of one hundred and 
nineteen (119) cases. 
 
Apart from attending to Civil Cases and 
assisting the Prosecution, the Legal 
Department was also tasked with the 
following: 
 
 Providing legal advice; 
 Drafting and vetting contracts; 
 Review of legislations 
 Attending to legal queries; 
 Attending to company and title 

searches; 
 Interpreting and applying the law; and  
 Provide legal support and advice for 

the operations of the various 
departments in the Authority. 
 
 

 
 
 
 

Tribunal Appeals 

Number of cases called 119              

Number of cases for mention 59                   
Number of case for hearing 12                      

Number of cases pending 107 

Civil Cases 

Number of cases called 49                    

Number of cases for mention 23                     

Number of case for hearing 7                        

Number of cases for ruling 16 

Number of cases struck out/closed 3 

Equal Rights Trust cases 

Number of cases called 16   

Number of cases for mention 8                     

Number of case for hearing 2                        

Number of cases for ruling 4 

Number of cases struck 
out/closed 

2 
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Information, 
Communication & 
Technology (ICT) 
Strategic Highlights & Achievements 

The “Green” ICT initiative was introduced 
in the LTA’s ICT environment in 2014. The 
“Green” initiative is aimed not only to save 
on emissions and waste, but also to assist 
the Authority on financial implications.   

The department also undertook several 
Strategic and “Green” ICT initiatives and 
projects which included the 
implementation of the Video Conferencing 
System, Print & Paper Control and 
Management System and Vehicle 
Tracking System which contributed to the 
controlling of the cost as well as 
contributing towards having a Greener 
Environment. 

The department implemented a full-
fledged contact center system that 
enabled the organization to measure the 
service quality on our calls. This enabled 
the Authority to ensure that all customers 
coming through our telephone lines are 
attended to in a timely manner. 

The department also expanded the Queue 
Management System (QMS) at the Sports 
City Office which enabled the customers 
to take ticket and wait patiently to be 
served. This provided an indication to the 
Authority on the total number of 
customers being served, waiting and 
serving time per customer and room for 
improvement for better customer services. 

Other implementations included the 
installation of Door Access System for ICT 

Department and Head Quarters Admin 
Buildings, hardening of the gateway 
firewall security and VPN Access by 
introducing Two Factor Authentications. 
The department also introduced wireless 
links as well as wireless devices to certain 
areas that eliminated the need of having 
wires and enabled cost savings and 
mobility. 

Operational Highlights  

The department continued to provide the 
following: 

 Critical improvements through timely 
upgrade of Email and Domain 
Controller Systems by ensuring up to 
date and fully patched systems. 

 Valuable statistical information on 
timely and regular basis to board, 
management and even the staffs to 
enable them to make informed 
decision and guide them in 
formulating strategies for 
improvement. 

 Introduction of the SMS Facility 
enabling the Authority to send 
reminder and road safety messages 
directly to LTA Customers having 
mobile contacts with us. 

Legal  
 
The Legal Services department is tasked 
with providing an efficient and effective 
legal advice and litigation for the Authority. 
The Department has its offices in all 
regions to which Prosecutors have been 
assigned. 
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The litigation section of the department is 
solely responsible for the dealing of all 
cases within the different jurisdictions of 
the Judicial System. The department 
attends to litigation cases representing the 
Authority in the following Judicial and 
Quasi-Judicial Institutions: 
 
 Magistrates Court/ High Court/ Court 

of Appeal/ Supreme Court; 
 Arbitration Tribunal; 
 Appeals Committee; 
 Appeals Tribunal; and 
 Mediation to assist only. 
 
The department reordered a total of forty-
nine (49) civil cases during the year.  
During the year, the LTA Appeals Tribunal 
recorded a total of one hundred and 
nineteen (119) cases. 
 
Apart from attending to Civil Cases and 
assisting the Prosecution, the Legal 
Department was also tasked with the 
following: 
 
 Providing legal advice; 
 Drafting and vetting contracts; 
 Review of legislations 
 Attending to legal queries; 
 Attending to company and title 

searches; 
 Interpreting and applying the law; and  
 Provide legal support and advice for 

the operations of the various 
departments in the Authority. 
 
 

 
 
 
 

Tribunal Appeals 

Number of cases called 119              

Number of cases for mention 59                   
Number of case for hearing 12                      

Number of cases pending 107 

Civil Cases 

Number of cases called 49                    

Number of cases for mention 23                     

Number of case for hearing 7                        

Number of cases for ruling 16 

Number of cases struck out/closed 3 

Equal Rights Trust cases 

Number of cases called 16   

Number of cases for mention 8                     

Number of case for hearing 2                        

Number of cases for ruling 4 

Number of cases struck 
out/closed 

2 



Land Transport Authority    Annual Report 2014
25

 

 
 Land Transport Authority | Annual Report 2014        18 
  
 

Properties Services 
 
The unit has five (5) key Roles and 
Function, as follows: 
i. To ensure that facilities fully 

accommodate the Authority’s core 
functions; 

ii. To ensure that all facilities are well 
maintained; 

iii. All OHS requirements are fully met; 
iv. All internal or external customer 

complaints are rectified within the 
given timeframe; and 

v. Continues research and 
implementation is done to projects 
which complement the service 
delivery of the Authority. 

 
The Team comprising of two (2) - 
Properties Officers and a Handyman, In-
addition to the above operational 
functions, the team is also heavily 
involved in all Construction and 
refurbishment works. 
 
The Properties Department commenced 
construction of the new warehouse at 
Valelevu Head office costing around a 
quarter million dollars ($0.25 million). The 
main objective of this project was to 
create a proper and organized archiving 
system. This will further improve the filing 
system by introducing the 5s (Sort, 
Straighten, Sweep, Standardize and 
Sustain) and an important component for 
the ISO 9000 certification. 
 
The department also maintained all of its 
offices and added five new operational 
motor vehicles to ensure that all 
stakeholders have the best service 
delivery, be safe in our premises and are 
informed of various operations of the 
Authority. 
 

 
Achievements 
 
The Department achieved the following 
during the year: 
 
The construction of a new vehicle 
examination office, fully Automated 
Vehicle Inspection System ramp and 
installation support at the Lautoka office. 
The completion of the new Nadi 
Waimalika office with a fully-fledged 
facility. Purchase of five new motor 
vehicles as an addition to the LTA Fleet. 
 

 
Quality Assurance 
The Unit had two (2) main objectives in 
2014, and which were to: 
 
 Improve customer satisfaction; and 
 Implement efficient and effective 

organization systems. 
 
The following activities were implemented 
to improve customer satisfaction: 
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The litigation section of the department is 
solely responsible for the dealing of all 
cases within the different jurisdictions of 
the Judicial System. The department 
attends to litigation cases representing the 
Authority in the following Judicial and 
Quasi-Judicial Institutions: 
 
 Magistrates Court/ High Court/ Court 

of Appeal/ Supreme Court; 
 Arbitration Tribunal; 
 Appeals Committee; 
 Appeals Tribunal; and 
 Mediation to assist only. 
 
The department reordered a total of forty-
nine (49) civil cases during the year.  
During the year, the LTA Appeals Tribunal 
recorded a total of one hundred and 
nineteen (119) cases. 
 
Apart from attending to Civil Cases and 
assisting the Prosecution, the Legal 
Department was also tasked with the 
following: 
 
 Providing legal advice; 
 Drafting and vetting contracts; 
 Review of legislations 
 Attending to legal queries; 
 Attending to company and title 

searches; 
 Interpreting and applying the law; and  
 Provide legal support and advice for 

the operations of the various 
departments in the Authority. 
 
 

 
 
 
 

Tribunal Appeals 

Number of cases called 119              

Number of cases for mention 59                   
Number of case for hearing 12                      

Number of cases pending 107 

Civil Cases 

Number of cases called 49                    

Number of cases for mention 23                     

Number of case for hearing 7                        

Number of cases for ruling 16 

Number of cases struck out/closed 3 

Equal Rights Trust cases 

Number of cases called 16   
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Number of case for hearing 2                        

Number of cases for ruling 4 

Number of cases struck 
out/closed 
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 Coordination and establishment of a 
refurbished Reception and Complaints 
Unit in Head Quarters in order to 
improve customer reception and 
confidentiality whilst customers are 
lodging their complaints; 

 Establishment of a Complaints Unit to 
handle daily customer complaints 
(including enquiries). This featured 
registration, referral, follow up, 
analysis and reporting of all regional 
complaints and enquiries on a weekly 
basis; 

 Development and implementation of a 
Customer Complaints & Enquiries 
Handling Policy to guide the 
Complaints Unit; and 

 Reduction of customer complaints’ 
resolution timeframe from five (5) to 
two (2) working days, which was done 
to align to Government’s two (2) 
working days resolution timeline.  

 
For 2014, a total of thirty-seven (37) 
Tenders and three (3) Expression of 
Interests were facilitated by the LTA 
Management Tender Committee. 

Implementation of efficient and effective 
organization systems had involved the 
following activities: 
 
Reviewing/developing and approving 
policies and procedures: This was 
achieved through the commitment of the 
respective Managers and Steering 
Committee. For 2014, a total of ten (10) 
policies were approved by the Board. 

 
ISO 9001 Certification: ISO 9001 
certification requires the Authority’s 
Quality Management System (i.e. its set of      
policies, procedures and processes) to be 
documented and functioning in all facets  

of the organization. However due to the 
ongoing consultation process in 2014, 
certification has been moved to 2015. As 
part of the consultation process, it 
requires a holistic effort involving 
Managers and Team Leaders, legal 
advice, guidance and directions from the 
Steering Committee and the necessary 
Board’s approval.   
 
Participation in the 2014 Fiji Business 
Excellence Award (FBEA) program: The 
FBEA program is another example of a 
quality improvement tool to enhance an 
organization’s services both internally and 
externally, and in which the Authority has 
participated actively in 2013 and 2014.  
 
A Commitment Award was received 
during 2014 participation, and its feedback 
report has highlighted critical customer 
service and operational areas that the 
Authority will need to look at in order to 
grow as an efficient and effective 
organization.  
 
Moving towards 2015, the Authority will 
need to look at investing additional 
resources such as manpower and 
centralized system software to enhance 
the Authority’s monitoring, analysis and 
reporting of all regional customer 
complaints and enquiries as real-time data 
and most importantly, provide timely 
feedback to its customers.  
 
This also extends to the need to look at 
additional support systems to carry out 
adequate customer surveys (both internal 
and external), as another quality 
improvement tool that will assist the 
Authority to grow more effective and 
efficient in its customer service delivery 
and overall operations.  
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