Discovery research
7
1

KO workshop

7

24/01/2019
Agree a clear project direction,
establish stakeholders, project
purpose, the potential challenges,
and recruitment opportunities with
all three councils.

6

1

To see ﬁrst-hand how taxi
licence applications are
processed, the individual
processes and systems
required, the staff involved
and the internal pain
points.

Focus Group
Taxi Drivers

2

3

Shadowing at
Sunderland council

8

07/03/2019

User journey workshop
Northumberland
Create a visual map of the
service experience today
from both a applicant's
perspective (front-stage
(based on assumptions))
and internal council
perspective (back-stage)
with council employees
involved in the licensing
process.

13
11

3

4
4

User journey workshop
Sunderland
05/02/2019
Create a visual map of the service
experience today from both a applicant's
perspective (front-stage (based on
assumptions)) and internal council
perspective (back-stage) with council
employees involved in the licensing process.

11

Beneﬁts and
Business Process
Mapping Workshop

User journey
workshop
Gateshead
Create a visual map of the
service experience today
from both a applicant's
perspective (front-stage
(based on assumptions))
and internal council
perspective (back-stage)
with council employees
involved in the licensing
process.

19/02/2019
Gather more information
about the potential beneﬁts
that the councils could
realise as part of the project.

9
9

Preperation for our scoping
workshop and to start
focusing on the future of taxi
licensing and what it could
look like.

12

14/02/2019

06/02/2019

30/01/2019
To see ﬁrst-hand how
taxi licence applications
are processed, the
individual processes and
systems required, the
staff involved and the
internal pain points.

Co-design workshop

8

5

5

1. A survey to residents of each council
about their taxi usage and public safety
2. A survey to national LAs to gauge
technology and channels used, as well
as the appetite for digital change

13

30/01/2019
To get an understanding,
from the perspective of a
taxi driver, of the process
they have to go through
to obtain or renew a taxi
licence, their pain points
and the challenges they
face.

12/02/2019

19/03/2019

Shadowing at
Gateshead council
07/02/2019

2

Local residents and national LA surveys

To see ﬁrst-hand how taxi licence
applications are processed, the
individual processes and systems
required, the staff involved and the
internal pain points.

6

12

Shadowing at
Northumberland council

Interviews with
taxi operators

14
14

15/02/2019 - ongoing
Understand the steps
involved for taxi operators,
their attitudes and
motivations, the barriers
and frustrations involved in
applying for licenses (taxi
driver, vehicle and operator).

10
10

Guerrilla research
with taxi drivers
18/02/2019 - ongoing
Understand the steps
involved for taxi drivers, their
attitudes and motivations, the
barriers and frustrations involved in
applying and renewing licenses (taxi
driver and vehicle). As well as
understanding the digital literacy of taxi
drivers and their appetite for a digital process,
and their perception of public safety.

Service Scope
workshop
18/03/2019
Explore potential solutions
that meet user needs and
stretch our thinking about
the possibilities for change,
based on our research
insights.

