




Term Definition

Feedback The return of information about the result of a process or activity. This evaluative 
information can be derived from either a reaction or a response. Feedback also 
refers to the capturing and understanding of results considered as influencing 
future performance. Feedback consists of suggestions, enquiries, complaints and 
compliments.

Complaint An expression of a grievance, in this case, caused by or relating to Queensland Rail 
service, products or business operations. 

Compliment A formal or informal expression of praise, commendation, congratulation, 
admiration, respect or regard. 

Enquiry An enquiry is any process that has the aim of augmenting knowledge, seeking 
answers, resolving doubt or solving a problem. 

Suggestion The process by which thoughts or directions may be guided by the comments or 
actions of another.

Queensland Rail Queensland Rail is a Queensland Government-owned corporation that is 
registered as a public company. The company provides passenger rail services 
across a range of urban, inter-urban, long distance and tourist operations. 
Carrying 62 million passengers every year, Queensland Rail connects people  
to destinations.

Queensland Rail Public 
Transport

This refers to the urban and inter-urban train network connecting people across 
Brisbane, Gold Coast and Sunshine Coast to their destinations.

Queensland Rail City 
Network

This refers to the urban and inter-urban train network connecting people across 
Brisbane, Gold Coast, Sunshine Coast and Ipswich to their destinations.

Queensland Rail Holidays This refers to the leisure travel arm of Queensland Rail, including long distance 
travel by train and associated holiday bookings. 

Queensland Rail Travel This refers to the physical shop front providing a service for our long distance 
travel and associated holiday bookings. It forms part of the leisure travel arm  
of Queensland Rail.

TransLink Is a Queensland-based transport system who works with 18 operators, including 
Queensland Rail, to schedule services to meet the needs of customers. TransLink’s 
goal being to combine bus, train and ferry services to provide customers with an 
enjoyable, smooth and effortless journey.

This means: 
•	 buses, trains and ferries meet at key interchange points. 
•	 services run on time and are interconnected. 
•	 you can use one go card or paper ticket for travel on buses, trains and ferries. 
•	 a single point of contact for all customer information through the TransLink     
w   website and call centre.

TransLink partners with a range of government, industry and community 
organisations to provide transport to airports, events, tourist attractions, 
universities and hospitals.



Term Definition

Customer A customer, also called client, buyer, or purchaser, is the term usually used to 
refer to a current or potential buyer or user of the products of an individual or 
organisation, called the supplier, seller, or vendor.

Queensland Rail 
Employees

Any person hired by Queensland Rail to do a specific “job”. 

Response An answer or reply, as in words or in some action.

Investigation A searching inquiry for ascertaining facts; detailed or careful examination.

Resolution The act of resolving or determining upon an action or course of action, method, 
procedure, etc. 

Remedy To restore to the natural or proper condition; put right: to remedy a matter. 

Vexatious An act done by a person in order to annoy, embarrass or otherwise aggravate  
that person.  

Trivial Of little significance or value.


