As-is Gateshead Taxi Licence Blueprint
Key stats

In collaboration with:

4%

96%

Female
Taxi drivers
in UK

male
taxi drivers
in UK

In the past 12 months

Under 40=

48 Years old

26%

Over 60 =

Average age of
UK taxi drivers

19%

Taxi driver licences decreased by
2.1% in the north east.

2.1%
1.6%Increase

3.7% Decrease

Total drivers Licensed in UK

Hackney drivers Licensed in UK

Private hire licences increased by
10.1% in the north east.

10.1%

Most areas in UK saw a decrease in
taxi driver licences in 2018.

Gateshead
Private hire
vehicles:

367

Sunderland

579

Northumberland

717

Total Licensed
Taxis & Drivers
2017 - 2018

Sunderland

2018 Total
192 Taxis
723 Drivers
346 Taxis
1,367 Drivers

2017 Comparison
1% Decrease
7.3% Increase
0.6% Decrease
12.5% Increase

Northumberland

589 Taxis
1,542 Drivers

8.1% Decrease
7.4 % Decrease

Gateshead

Department for Transport: Taxi and Private Hire Vehicle Statistics: England 2018

Department for Transport statistics, Table TAXI0104 - as of 31st March 2018

Pre-Service
Emotion/
Feeling

Post-Service

Taxi Licence Service

Get information

Screening form

Submit application

Receive application pack and complete it

CSE Course

Receive badge and licence

Renewal

Start working

Happy they passed

Interested
Completing the
knowledge test
successfully

Are they going to do
a background
check?

Happy progress is
being made

Apprehensive

I want to be a
taxi driver

Nervous

Applicant
journey

Overloaded
with
information

Motivated

Happy - can get
started working

Disappointed
they failed

Frustrated at the
delay

Completing
application pack

First interaction
with Council

Key

Actions

Questions

‘Shopping
around’

Download
screener
online

- What is the process?
- How much does it cost?
Online through the
council website

Email

Post from the
council

Visit a council
office

Telephone

Calls and is
emailed or
posted a
screener

- How long does it take?
- Is there a test?

Collate personal
details:

Submit the
form

• Personal details
• National
insurance
• Driving license
• Passport

• Email or
F2F
• Email can
be a scan or
take a photo

Receive pack
via post or
email

Read through the
pack:

Go for a medical

Fill in application
form

• Get GP to sign
form

• Fees
• DBS guidance
• What ID to bring

Revise for locality
test

Angry and
disappointed

Frustrated

Call to
arrange test
appointment

Go to
Gateshead
civic centre for
appointment
• 2 hours

Review of paper
forms with
licensing team
• 15 mins

Confirm costs of
receipt

Sit locality test
• (1 Hour)

Pay at cashier
(take receipt)

Get feedback
whether passed or
failed
• 5 mins

DBS - fill out
together the
safeguarding
forms
• 10 mins

Sign pre-populated
form given by
Safeguarding team

Provided info
about CSE course
• Verbal / given
phone number

Call to book
CSE course

Complete CSE
course
•Completed at
Newcastle council

Added
Frustration
having to visit
council

Receives by
post CSE
certificate
when
completed

If fail, re-book for
another super appointment
there and then

Meet with
licensing
Officer to
review
certificates

Tracks DBS stage
online, becomes
stuck at a certain
stage

Receives
DBS check
certificate

Calls to
chase up on
DBS status

Calls to book
appointment

Take photo for
license

Badge is printed
by Licensing
Officer and given
to applicant

Receive reminder
that licence is
due for renewal

Searches for
relevant
documents and
completes forms

Receive renewal
forms from
council

Arrange and
attend Group 2
medical

Face to face
provided a
screener
form

Moments that
matter

Pain
Points

Further
Frustration
Attending the
CSE course

Daunted
Nervous /
Terrified about
test

Frustrating
providing
information
again

Big information
documents to print
- potentially no
access to printer

Haven’t all the
information to
hand for screener
i.e. passport or NI

Only focus is on
the last 6 months
- right to work.

Meet with
licensing
Officer to
review
renewal forms

Given new badge
by Licensing
Officer

Arrange
appointment to
visit licensing
team for renewal

A lot of personal
details to share

Bombarded with
information

Unclear why
being asked for
same info as the
screener again

Can’t print
application forms

Receipt (costs)
isn’t clear and not
what to do next

Eager to get into
work (may rush
the test)

What do I do
now? Call? Email?
Come in?

Can’t do
appointments on
weekends

Confusion around
amount to pay

Being sent away
as not brought
the right ID or
docs

Paying for
parking and
needing to
extend it

Worried about
language or
reading/writing
ability

Missing info e.g.
council tax therefore
frustrated as
other council
departments
aren’t able to talk
to each other

Delay waiting
time (for DBS)

Potential delay in
getting booked in
(4-6 weeks)

Different location
(Wallsend)

Not given badge
due to
convictions

Wait time for the
DBS check to
return

Paying for the
course (used to
be free)

Occasionally, forget
to renew licence if
they don’t action
straight away

Issues in getting
any convictions
sorted with
committee

Time consuming
collating
documents
together

Can take time out
of the working
day to go to
council offices

Having to provide
information the
council already
have

Have to travel to
council offices
again

Not sure what to
bring to the
appointment

As someone applying to become a taxi driver,
I need to know if I'm eligible or not,
so that I don’t waste time applying for a licence that
will be rejected

A selection of
prioritised
user needs

As someone applying to become a taxi driver,
I need to have relevant information about the
application process, so that I can make an
informed decision about what I need to do

Get information

As someone applying to
become a taxi driver, I need to
understand what’s being asked
of me, so that I am confident in
what I am doing

As someone applying to become
a taxi driver, I need the
application process to be simple
and efficient, so that I don't
need to be an expert to use it

Screening form

As someone applying to become a
taxi driver, I need to understand all
of the costs involved in the licensing
process, so that I know how much I
will need to pay to get a licence

As someone applying to become a taxi
driver, I need to know the timelines involved,
so that I know when I can start work

As someone applying to become
a taxi driver, I need to know how
to get help with my application,
so that I am able to complete the
application process

As a taxi operator who is looking to hire a
new taxi driver, I need to know what
documents applicants need to provide, so
that I can help them make sure their
application gets done quickly and smoothly

Submit application

Receive application pack and complete it

As a taxi operator, I need to know if
an applicant has any convictions, so
that I'm aware of their situation and
can determine how much time and
resource to invest in this driver

As the council licensing team,
I need to be able to identify where in
the process an application is, so that I
can respond to applicant's queries

As a taxi operator, I need to know
that my taxi drivers are fit and
proper, so that I can trust them to
represent my business and provide
a satisfactory and safe service

CSE Course

Receive badge and licence

As the council licensing team,
we need to use reliable systems
and technology, so that we can
do our job effectively

As the council licensing team, we need to
be clear on the rationale behind application
decisions, so that we can be confident in
accepting or rejecting applications

As the council licensing team, we need to
ensure that the applicants and vehicles we
licence are fit and proper, so that we protect
the general public and their interests

Start working

Renewal

Council Roles
Licensing Team

Answer calls from
potential
applicants who
have questions
about getting a
licence

Verify applicant’s
details on
screener form

Print screener
form for those
who come in to
council or email
screener form to
applicant

Backstage process

Looking for basic
blockers using
GOV.UK guide e.g. place of
birthright to work
Licensing Officer
make decision to
progress

Send out
application back
to applicant
Advise applicant
what to do next
E.g. Certificate of
good conduct if
lived in a different
country

Pack is 5 forms:
• Application
• Fee
• Medical (GP)
• Guidance on
DBS
• Locality revision

If emailed back it
wouldn't be an
issue as it can be
booked in but
nobody does

Licensing Officer
will check
Outlook calendar
to fit in
application (when
they can)

Cashier uses
codes on receipt
form to distribute
funds

Licensing Officer
puts
safeguarding info
on to council
database

Safeguarding

Safeguarding
officer takes
control of DBS
checks

Systems used /
Transfer of info

Outlook calendar

Outlook

Lack of
awareness,
perception that
they deserve a
licence

People shop
around and waste
staff time with
enquires

Form not filled in
correctly
- Call to collect
missing info causes delays if
they don't answer
- Can answer over
phone

Having to do
paperwork

Licensing Officer
takes applicant
for digital
knowledge test

Book time slot for
applicant to come
in and get badge

Provide info
about CSE course
• Verbal / give
phone number so
applicant can
book

Methods of
payment:
Licensing Officer
- over the phone
or by card
Cashiers - cash
Uniform &
WorldPay

Use email
template to send
pack

Council pain points

Send details to
safeguarding
team - on system,
calls them to let
them know ready
to print

Uniform &
WorldPay

Uniform

Lots of calls at this
point with
questions

Takes time to
agree date & time
as need to check
with family

Having to answer
calls is a
distraction from
day to day tasks

Licensing Officer
can't take
payment, has to be
cashier

Not paperless if
posting out - need
to print for
applicant

Have to rearrange
appointment

Calls the day
before to ask what
to bring in

No shows at
appointments
means 2 hours
wasted

Safeguarding
complete paper
form with data
about driver for
DBS

Add information
to Idocs (uniform)

Update back
office that
payment has
been made

Take photo for
badge ID

Issue paper part
of licence and
print badge to
give to applicant

Run report with
Uniform to see
whose licence will
be expiring

Book in
appointment
for renewal
applicant to come
to office

Collate and post
renewal reminder
and forms to taxi
drivers

Review renewal
forms, DBS and
CSE certificates

Enter info from
paper form into
Uniform and scan
copy of forms

(Newcastle
Council)

Uniform
Outlook calendar

Council want to
include CSE course
into super
appointment
Booking rooms for
knowledge tests

Review DBS and
CSE certificates

CSE course ran
externally

Safeguarding
send off signed
DBS form (As a
batch)

DBS - Central Based
Services

Have to book out
time for
safeguarding team
to join meeting

Get all applicants
paperwork
together

Potential delay waiting for DBS +
CSE Course

Calls from
applicants chasing
DBS stages as slow
process

Having to arrange
more
appointments

Uniform

Keying information
into licensing
database system
(duplicated effort)

Frustrating if
applicant doesn’t
inform about
change of address
Have to manually
run a report to get
data

Outlook
Calendar

Uniform

Print new badge
to give to
applicant

As-is Gateshead Vehicle Licence Blueprint
Get information

Key

Actions

Questions
- What are the latest car

Complete
vehicle forms
- name
- vehicle
details
- insurance

specifications?
Online through the
council website

Post from the
council

Telephone

- Do I need to do another
MOT?
- What do I need to give to

Receive
‘Condition’
sheet from
council

Email

Pain
Points

Visit a council
office

Confusing cost
prices shown on
the council
website

Applicant
journey

A selection of
prioritised
user needs

Actions

Make payment
to council
- £304.25

Can provide
documents via
email to the
council

Can provide
payment over
the phone

Pain
Points

Visit council test
garage for vehicle
test

Disagree with car
specifications
(engine size, age,
window tint, etc)

Frustrating having
to provide the
same details that
licensing already
have

As someone applying for a vehicle licence,
I need to be aware of any changes to vehicle rules
and regulations, so that I can make sure my
vehicle is always compliant with the requirements

Answer
applicant
queries about
vehicle
licensing and
specifications

Send out
‘Condition’
sheet if
applicant
requires one

Answering phone
calls relating to
vehicle
specifications
and costs when
all the
information is
available online

Feel ‘put on the
spot’ when asked
about car
specifications
over the phone.
Important to
applicants that
the information is
correct before
they buy a car

Receive Section
50/pass certificate
if successful

Travel to the Civic
Centre

- Full MOT and
compliance

Book next test in 6
months time

- Get checked every
12 months,
regardless of age or
mileage

Booking
MOT test

Show Section
50 certificate
to Licensing
Officer to get plates

"The rules change every week!"

Vehicle check

Takes time
collating
documents
needed

Not clear on why
new vehicles need
to be checked,
and so often?

Test dates aren’t
always
convenient - no
flexibility

Council won’t
allow vehicle to be
tested at any other
garage, why?

Wait time for
vehicle test can
impact on work

Test garage won’t
accept email
confirmation for
booking, only
accept the paper
copy provided by
the council

Verify vehicle
details (log book
and sales
documentation)

Council cashier
will take payment
and print receipt
for applicant

Licensing
Officer books
in vehicle test

Print off test letter
with date and
details

Licensing Officer
has to make
additional effort
to book in test
appointment,
even though it’s
not their
responsibility
Not many free
slots available –
only 23 a year for
re-tests

Disagree with test
result - wasn’t
made aware of
specification
changes

Vehicle test done
in-house by two
mechanics at
council garage
Post test letter to
applicant

Mechanic has to
print off schedule
for the day and
complete up to 6
different paper
forms as well as
conduct test

When applicants
don’t bring a test
letter, the test
garage call the
licensing team
asking to double
check and verify
that the
applicant’s
vehicle needs
testing

Have to give up
even more time to
get plates and
also need to find
parking at council

Will have to do all
this again in 6
months

Now have to visit
the licensing
offices to get
plates fitted

As a taxi operator who is applying for a
vehicle licence, I need to easily book
appointments for a time that suits me,
so that my application is not held up
unnecessarily

As someone applying for a vehicle licence, I need to know
why certain tasks have to be done and the need for their
frequency, so that I’m confident that I'm not wasting time
and money on unnecessary tasks

Partially enter
applicant’s details
onto Idocs system
to return to when
vehicle check is
done

Backstage process

Receive test
letter in post or
get from
council offices

Arrange
vehicle test
date with
council

Receive licence plate
(at licensing team office)

Receiving plate and
licence from
council

Feel restrictions
are unfair
compared to
other councils

As someone applying for a vehicle
licence, I need to understand the vehicle
specification policies, so that I can follow
the correct procedures

Provide
application
forms and
documents

First contact with
the council

licence?

Worry about
finding the right
car to meet
specifications

Get insurance
document, sales
certificate or
V5/Log book

Completing
application

the council to get a vehicle
Moments that
matter

Submit vehicle licence forms

Vehicle licence form

Call for advice
• age of vehicle
• tinted
windows

Vehicle checks
(at council garage)

As a taxi operator, I need to
minimise the amount of travel I
have to do as part of the process, so
that I'm not losing out on business

Check applicant
has pass certificate
before making
licence plates
Mechanic will
update licensing
team with
pass/fail result
and fax data
recorded at the
end of the day

Check the
applicant’s vehicle
insurance is valid

Dealing with
angry drivers
whose vehicle
failed the test as
they were
unaware of the
new rules and
regulations

Receive
complaints from
the public/other
licensed drivers
that plates have
not been fitted
correctly by
vehicle owners

As a taxi operator, I need
the application process to
be quick, so that I can start
work as soon as possible

Complete/update
applicant’s details
on Idocs system
(vehicle details,
insurance, set
reminder)

Print paper
licence and
post to
applicant

As the council licensing team, we need
to be aware of any changes to vehicle
rules and regulations, so that we can
communicate accurate information to
taxi drivers and operators

As-is Northumberland Taxi Licence Blueprint
Key stats

4%

96%

Female
Taxi drivers
in UK

male
taxi drivers
in UK

In collaboration with:
In the past 12 months

Under 40=

48 Years old

26%

Over 60 =

Average age of
UK taxi drivers

19%

Taxi driver licences decreased by
2.1% in the north east.

2.1%
1.6%Increase

3.7% Decrease

Total drivers Licensed in UK

Hackney drivers Licensed in UK

10.1%

Most areas in UK saw a decrease in
taxi driver licences in 2018.

Private hire licences increased by
10.1% in the north east.

Gateshead
Private hire
vehicles:

367

Sunderland

Northumberland

579

717

Total Licensed
Taxis & Drivers
2017 - 2018

Sunderland

2018 total
192 Taxis
723 Drivers
346 Taxis
1,367 Drivers

2017 Comparison
1% Decrease
7.3% Increase
0.6% Decrease
12.5% Increase

Northumberland

589 Taxis
1,542 Drivers

8.1% Decrease
7.4 % Decrease

Gateshead

Department for Transport: Taxi and Private Hire Vehicle Statistics: England 2018

Department for Transport statistics, Table TAXI0104 - as of 31st March 2018

Pre-Service

Emotion/
Feeling

Get information

Arrange knowledge test

Sit knowledge test

Happy to start
process

Surprised with
what’s involved

Where do I
start?

I want to be a
taxi driver

Completing the
knowledge test
successfully

Didn’t realise had to
pay for the test now

Nervous and
anxious for test

Concerned over
‘knowledge’ test

Submit application

Actions

Questions
- How do I become a taxi driver?

Online through the
council website

Post from the
council

Contact local
council
licensing team
to arrange test

Clarify which
district for locality
test

Provide payment
receipt details to
licensing team

Get next test slot
available

Travel to test
location for
knowledge test

Disappointed
they failed

Taken into test
room with others
to sit paper test

Provide
driving
licence as
form of ID

- How much does it cost?
- How long does it take?

Receive licence

Start working

Renewal

Happy to finally
get Licence

"First and foremost is
the comfort and
safety of customers"

Complete
knowledge test
(including locality
test)

Next steps
of process
clarified by
licensing officer

Receive
phone call
from licensing
team with test
score

"I try and arrange any visits to the
council on my days off because it
can take up so much time"

Attending the
CSE course

Uncertain of
what is needed

Pay for
knowledge test at
cashier in council
office

- What is the process?

Telephone

Pay for
knowledge test
over the phone

Happy to have
everything
together

Annoyed at
effort needed

Nervous with
what is ahead

"DBS process is a waste of time should be every 3 years as taxi
drivers are squeaky clean"

Argumentative
- test too hard

Annoyed with the
distance to the
test location

Seek and review
available
information
about the process

CSE course

Happy they passed !

"I’d be happy to do stuff with
technology - too much paper at
the minute"

First interaction
with Council

Applicant
Journey

Receive application pack and complete

Not sure on
which test
district to do

Key

Post-Service

Taxi Licence Service

CSE course is
Eye opening

Completing
application pack

Time consuming
completing forms and
finding documents

Concerned over
DBS issues

Nervous when
discussing DBS
check

What did I
fail on?

Clarify process /
what is needed
while on call with
licensing officer

Wait for
application pack
to arrive in post

Collate personal
documents

Receive
application
pack through
the post or
via email

Receive letter
with knowledge
test score

Arrange and
attend medical at
GP

Go online to DVLA
site for mandate

Get ‘Right to
work’ information

Call licensing
team to arrange
application
appointment

Start first part of
Enhanced DBS
check online

Get another
photo for ID

Complete
application forms

Poor availability
with GP for Group
2 medical

Limited online
access for DBS must be on Nereo

Difficult to get
‘Right to work’ or
good citizen
information

Could be waiting
1 day to 1 week for
an appointment

Long wait for
medical, only a
few appointments
a month

Not sure on which
is the right police
check - not always
done with Nereo

Difficult to get
‘Certificate of
good conduct’

Difficult finding a
time that suits
everyone involved

Travel to the
council to
hand in all the
application forms

Make payment to
licensing team
(including DBS
payment)

Provide 3 forms of
ID

One to one
interview with
Licensing Officer
after application
has been checked
by the Licensing
Assistant

Collect
documents from
licensing team

Told when
to attend
Child Sexual
Exploitation course

Travel to
Northumberland
County Hall for
CSE course

Attend classroom
session and
watch video
- 1 Hour

Receive DBS
certificate
in post

Phone call
from licensing
team to discuss
getting licence
documents and a
badge

Wait for medical,
if not yet already
completed

Receive
licence in the
post, or
collect from
the licensing
team at
Stakeford
Depot

Questions

Receive reminder
with renewal forms
from council,
6-8 weeks before
expiry

- How do I get a vehicle licence?

- What do I do first?

Email

Visit a council
office

Moments that
matter

Not able to get
enough
information
about tests and
forms online

Pain
Points

- Why do I need to do the
knowledge test?

Annoying
having to visit
council

Searches for
original
documents and
completes forms:
- x3 forms
- DVLA
- DBS
- ID
- Medical, if
required

Arrange
appointment
to visit licensing
team for renewal

Meet with
licensing to
review renewal
forms (10-15mins)

Option to
send forms to
council before
visiting

Make payment,
including DBS if
not signed up to
the Update Service

New badge is
provided by
Licensing
Assistant

Revise for knowledge test

Tests are based
on a policy
document which
is only available
online (72 pages)

Not sure on
which test to take
for the right
district

A selection of
prioritised
user needs

Don’t always
realise that
payment is needed
when booking test

Term ‘Knowledge’
test is scary similar to London
knowledge test?

Test dates are
limited - weekly
test slot

Cash payments are
only accepted at
another council
building cashier

Unsure of how to
revise for
knowledge test no signposting

May have to travel
60+ miles to test
location: Alnwick
to Stakeford

As someone applying to become a taxi driver,
I need to have relevant information about the
application process, so that I can make an
informed decision about what I need to do

Get information

Test location isn’t
accessible

Applicants with
learning
difficulties, such
as Dyslexia,
struggle with test
and unaware they
can ask for 1-2-1
support

As someone applying to
become a taxi driver, I need to
understand what’s being asked
of me, so that I am confident in
what I am doing

As someone applying to become
a taxi driver, I need the
application process to be simple
and efficient, so that I don't
need to be an expert to use it

Arrange knowledge test

Having to wait for
knowledge test
results - up to 24
hours

No detailed
feedback about
failed test
questions

Need clarity on
the details of
application
process

Have to wait a
few days to get
pack

Application forms
are out of date on
council website

Resit test wasn’t
the same paper
as last time

As someone applying to become a
taxi driver, I need to understand all
of the costs involved in the licensing
process, so that I know how much I
will need to pay to get a licence

As someone applying to become a taxi
driver, I need to know the timelines involved,
so that I know when I can start work

As someone applying to become
a taxi driver, I need to know how
to get help with my application,
so that I am able to complete the
application process

Have to travel to
Stakeford Depot
for appointment

As a taxi operator who is looking to hire a
new taxi driver, I need to know what
documents applicants need to provide, so
that I can help them make sure their
application gets done quickly and smoothly

Completed the
wrong DBS
process

DBS confusion unaware that
council have to
verify before it
can be processed

Another location
to attend

Not an easy video
to watch sensitive topic

Need to give even
more time to
complete
application

As a taxi operator, I need to know if
an applicant has any convictions, so
that I'm aware of their situation and
can determine how much time and
resource to invest in this driver

Receive application pack and complete

Sit knowledge test

Forget to pick up
original
documentation

Further delay if
need to refer to a
committee e.g.
convictions.

Frustrations with
the DBS process time it takes, lack
of control

CSE course

Frustrations with
the DBS process time it takes, lack
of control
DBS Update
Service may not
have taken
payment if credit
card details had
changed (expiry
date)

The more
addresses, names
and convictions
take more time

As the council licensing team,
I need to be able to identify where in
the process an application is, so that I
can respond to applicant's queries

As a taxi operator, I need to know
that my taxi drivers are fit and
proper, so that I can trust them to
represent my business and provide
a satisfactory and safe service

Submit application

Waiting time on
getting DBS

As the council licensing team, we need to
ensure that the applicants and vehicles we
licence are fit and proper, so that we protect
the general public and their interests

Receive licence

As the council licensing team,
we need to use reliable systems
and technology, so that we can
do our job effectively

As the council licensing team, we need to
be clear on the rationale behind application
decisions, so that we can be confident in
accepting or rejecting applications

Start working

Renewal

Council Roles
Licensing Assistant

Backstage process

Answering
queries from
applicants

Send application
pack (if requested)
Full pack is not
sent at this stage,
because the front
page has
information that
the user doesn't
need to fill out

Take card
payment at point
of booking (to
avoid no shows)

Licensing Officer

Send out
payment
receipt

Book test into
Google calendar:
name, contact
number, payment
receipt

Enter info as a
service request:
date of test,
name, DOB,
address, which
locality test they
need to do

Inform applicant
they need to
bring driving
licence and photo

Print off Google
calendar for day
of test to sign
applicants in

Check driving
licence is same as
info on Civica

Mark tests
(approx 20mins)
4/5 mins per
person to mark

Call applicant
to give test
score and
info on what
to do next.

Scan copy of
driving
licence/passport

Talk to a colleague
about applicant’s
answers to clarify
answers provided

Ask how they want
to receive
application pack,
post or email

If waiting list is
long, put on extra
session per week

Post out
application
pack in full
(include medical)

Small %
emailed as
applicant
wants it quickly

Internal postal
system:
Stakeford >
County Hall >
Applicant’s address

Small % ask
to pick up
application as
want it quickly

Receive
phone call
queries,
regularly

Book applicant’s
appointment on
Google calendar

Take applicant’s
payment if by card

Check applicant’s
forms, ID and
medical form
(10 mins)
DBS - 3 forms of ID
Must see driving
licence for new
applicants.
Direct applicants
to other Council
departments if
further ID is
required

Update Civica
with results for
applicant

Enter info from
paper form into
Civica and scan
copy of forms
Use paper
checklist to make
sure data is
collected and sign
declaration

Upload forms to
Civica while
Licensing Officer
conducts
interview

Interviews
applicant to chat
about background
and motivations

Paper checklist
scanned into
system as proof

Confirm
applicants details
on Civica, print
licence and badge

Attend course and
take register, then
update attendees
on Civica

Post out
certificate of
course attendance
to applicant

CSE course organised and ran
by a third party company

Council Cashier

Take cash
payments when
applicant arrives
at council

Systems used /
Transfer of info
Council pain points

Internal post
system

Info provided to
the applicant by
operators or job
centre is incorrect

Try to combine knowledge test and CSE
course so applicant doesn’t need to
travel twice

Civica

Payment system
is temperamental
- often have
network issues
Small proportion
of applicants
want to pay cash,
so need to be
re-directed

Cashier will take
applicant’s
payment if by cash

Google
Calendar

Applicants don’t
know the locality
area they need a
test for

Google
Calendar

Civica

Have to manage
applicant’s
frustrations with
lack of availability

Applicants don’t
always bring
appropriate ID

Difficult securing
rooms for tests
and when
organising CSE
and locality test
on the same day

Not all applicants
attend test. Often
forget because
they don’t get a
reminder and
won’t call up to
cancel.

Civica

Marking tests
without getting
interrupted by
other jobs / tasks

Internal post
system

Have to manage
applicants who
are angry with
test score

Often a delay in
sending packs out
as internal postal
system needs to
pick it up first.

Have to explain
rationale about
score without
giving answers

Applicants
occasional ring to
find out when
they’ll receive pack.

Google
Calendar

Some operators
store application
forms to provide
to applicants, but
they are out of
date

Have to deal with
questions from
applicants over
the phone as want
a lot of data, but
need to wait for
the application
pack

Lack of available
staff for
appointments

Verify DBS on
Nereo system

Capita system
Pay360
(Chip and pin)

Takes time to set
up chip and pin
machine to take
payments

DBS Nereo
system

Doctors do not
complete medical
form correctly

Applicants don’t
complete forms
correctly, so need
to do them again

Driving licence
details don’t match
previously held
details

Errors and poor
legibility on paper
application forms
lead to a mix up of
information.
DVLA : difficult to
understand hand
writing.

Civica

Have to check
who the applicant
will be working for
to stop legacy
issues of drivers
licensing in one
area but then
working in
another

Civica

A lot of no shows
to the CSE courses

Notify
applicant that
they can collect
their licence or get
it sent in the post

Run report with
Civica to see
whose licence will
be expiring in next
6-8 weeks

Post licence and
badge

Collate and post
renewal reminder
and relevant forms
to taxi drivers

Book in
appointment
for renewal
applicant to come
to office

Check applicant’s
forms, ID and
medical form
(10-15 mins)
Enter info from
paper form into
Civica and scan
copy of forms
Use paper
checklist to make
sure data is
collected and sign
declaration

Notified by Nereo
that DBS
certificate is either
clear or has
convictions
If clear can pass to
Licensing
Assistant to
process.
If not, must see
certificate

Internal post
system

DBS Nereo
system

Not always able to
distribute CSE
certificate as the
applicant’s details
may not have
been added to
civica system
before the course

Call from
applicant chasing
their new badge
as soon as they’ve
got their DBS
certificate

Civica

Internal post
system

Civica

Frustrating if
applicant doesn’t
inform about
change of address
Have to manually
run a report to get
data

Google
Calendar

Frustrating by the
lack of
control/input with
the DBS update
service

Civica

Applicants don’t
complete forms
correctly, so need
to do them again
Errors and poor
legibility on paper
application forms
lead to a mix up of
information

Print new licence
and badge

As-is Northumberland Vehicle Licence
Get information

Key

Actions
Online through the
council website

Email

Post from the
council

Visit a council
office

Identify type of
vehicle to get a
licence for

Telephone

Moments that
matter

Take car to
council
garage to
check eligibility

Applicant
journey

Backstage process

Pain
Points

First contact with
the council

Receive
application
form through
post

Complete
application form
• personal details
• vehicle details
• Insurance
• MOT
• Vehicle log book
not required

Visit website
for
compliance
information

Meter calibration
(Hackney carriage
only)
Completing
application

Pay for MOT
at garage
(£55)

Call Licensing
to arrange
application
appointment

Wait at garage for
MOT and
compliance test

Post vehicle
application to
applicant

Hand in
application
form and
certificates

Pay for vehicle
licence
• £226
• £204 for electric

Visually
check
vehicle to see
if appropriate

Book
appointment in
Google calendar

Not everyone may
be comfortable
answering vehicle
queries

Dealing with
frustrated
applicants on the
phone
Only 4 MOT
appointment slots
per day

Sign collection
receipt

Receiving plate and
licence from
council

Lengthy wait time
(1.5hrs) during MOT

If vehicle isn’t
roadworthy council garage
can’t fix the issues

As someone applying for a vehicle licence, I need to know
why certain tasks have to be done and the need for their
frequency, so that I’m confident that I'm not wasting time
and money on unnecessary tasks

Book MOT slot on
Fleet Master

Collect plates from
council office

"Northumberland has the better process because
you can email to book it in for a test and get the
plate the same day"

Booking
MOT test

Getting in touch
with garage is
difficult

Help applicant
understand
what they
need

Travel to licensing
offices

Collect bracket
support and fixings
for licence

Vehicle check

Struggle to
understand the
vehicle legislation
rules
• e.g. Euro5, vehicle
specs, etc

Answer
questions
about vehicle
specifications

Get MOT and
compliance
certificates

Call council
garage to
arrange MOT
test

Very limited MOT
spaces
(7+ week waits)

As someone applying for a vehicle licence,
I need to be aware of any changes to vehicle rules
and regulations, so that I can make sure my
vehicle is always compliant with the requirements

Attend appointment and receive licence plate

Arrange and attend MOT test

Unsure of the
difference
between renewal
and transfer

As someone applying for a vehicle
licence, I need to understand the vehicle
specification policies, so that I can follow
the correct procedures

Actions

Call for vehicle
licence
application
form

Call for advice
• age of vehicle
• tinted
windows

Pain
Points

A selection of
prioritised user needs

Identify what
type of licence I
want

Complete vehicle licence form

Take payment
from applicant

Often overrun on
MOT time slots due
to workload

Potentially lengthy
travel time to
Stakeford office

Wait times to
process application
form and print
plates

Chip & PIN
payments only
No cash at Stakeford

As a taxi operator who is applying for a
vehicle licence, I need to easily book
appointments for a time that suits me,
so that my application is not held up
unnecessarily

Update details on
VOSA system

Review
application
form

Licence officer
receive
suspension notice
if MOT fails

Upload information
to Civica

All proprietors must
sign application
form

(Infrequent) Back
and forth to ensure
correct supporting
documents

Print
documentation,
badge and laptop

Printer issues due
to specialist
materials

As a taxi operator, I need to
minimise the amount of travel I
have to do as part of the process, so
that I'm not losing out on business

As a taxi operator, I need
the application process to
be quick, so that I can start
work as soon as possible

As the council licensing team, we need
to be aware of any changes to vehicle
rules and regulations, so that we can
communicate accurate information to
taxi drivers and operators

As-is Sunderland Taxi Licence Blueprint
Key stats

4%

96%

Female
Taxi drivers
in UK

male
taxi drivers
in UK

In collaboration with:
In the past 12 months

Under 40=

48 Years old

26%

Over 60 =

Average age of
UK taxi drivers

19%

Taxi driver licences decreased by
2.1% in the north east.

2.1%
1.6%Increase

3.7% Decrease

Total drivers Licensed in UK

Hackney drivers Licensed in UK

10.1%

Most areas in UK saw a decrease in
taxi driver licences in 2018.

Total Licensed
Taxis & Drivers
2017 - 2018

Private hire licences increased by
10.1% in the north east.

Gateshead
Private hire
vehicles:

Sunderland

367

579

Northumberland

717

Sunderland

2018 Total
192 Taxis
723 Drivers
346 Taxis
1,367 Drivers

2017 Comparison
1% Decrease
7.3% Increase
0.6% Decrease
12.5% Increase

Northumberland

589 Taxis
1,542 Drivers

8.1% Decrease
7.4 % Decrease

Gateshead

Department for Transport: Taxi and Private Hire Vehicle Statistics: England 2018

Department for Transport statistics, Table TAXI0104 - as of 31st March 2018

Pre-Service

Emotion/
Feeling

Post-Service

Taxi Licence Service

Get information

Complete knowledge test form

Arrange knowledge test

Sit knowledge test

Receive application pack

Happy they passed

Interested

Submit application

Happy things are
getting done

Completing
application pack

Start working

Receive licence

Long winded
process

Happy to start
earning

Optimistic

Unsure of where
to start

I want to be a
taxi driver

Completing the
knowledge test
successfully

Daunted

First interaction
with Council

Seek information
about the process

Questions

Download and
print knowledge
test application

Read over paper
application form

Complete
knowledge test
application form

Travel to council
office to book
knowledge test

Gather evidence,
and find driving
licence

- What is the process?
Online through the
council website

Post from the
council

- How much does it cost?

Telephone

Receive paper
knowledge test
application
through post

- How long does it take?
- Does this conviction count?
- Do points on my licence count?

Email

Visit a council
office

Complete DVLA
mandate

Travel to test
location within
council offices

Greeted by
licensing officer
and ID check

Sign declaration
form

Complete
knowledge test

Receive phone
call with
knowledge test
results

Receive
application pack
through the post

Arrange medical
appointment

Start DBS check
online (first part)

Receive letter
with knowledge
test results

Collate personal
documents

Travel to
customer service
centre to submit
application form

Hand in
application form
and supporting
documents

Receive payment
slip to pay at desk

Find / Get photo
for ID

Check DBS online
with customer
service agent
(second part)

Pay for
application over
the phone (within
council office)

Another photo
required

Mistakes or
forgotten
documents cause
delays

Waiting to pay at
busy times, e.g.
May is council tax
renewal period

No receipt
number provided
when paying by
phone

Waiting in line at
cashier to make
payment

More than one
payment to make
at the same time
can cause
confusion

Receive licence
and badge
through the post

Receive DBS
certificate by post

Give payment
receipt number to
CSN to prove
payment

Pay for
application at
cashier in council
office

Questions
- How do I get a vehicle licence?

Receive phone call
from licensing
team - need to see
copy of DBS as
issues found

Receive renewal
reminder and
form through
post

Gather
supporting
documentation

Receive phone
call that
application must
be discussed /
sent to committee

Travel to
customer service
centre to submit
copy of Enhanced
DBS

Complete
renewals form

Revise for knowledge test

Cost of getting a
photo

Big documents to
print - potentially
no access to
printer

Pain
Points

Receive date and
time of
knowledge test

Return to
licensing team
with receipt
number

Concerned over
DBS issues

Pay for knowledge
test over the
phone (within
council office)

Get / find
passport photo

Collect
knowledge test
application in
person

Moments that
matter

Pay for
knowledge test at
cashier in council
office

Hand in
knowledge test
form and
information

Frustrated with
form issues

Disappointed
they failed

Anxious about
test

Frustrated

Actions

“Even renewing the
badge takes
absolutely ages"

Worried about
taking a ‘test’

Applicant
journey
Key

Relieved to get
licence

Stressful
application
process

Content with
making progress

Renewal

Waiting for turn
to be seen at
licensing office

Waiting in line at
cashier to make
payment

Cost of getting a
DVLA mandate

Waiting to
re-book
knowledge test (3
week wait)

Can be concerned
about written test
(literacy or English
may not be first
language)

Concerned about
passing on
payment details
over the phone

Unaware of the
two DBS options
(standard and
enhanced)

Having to make an
extended Doctors
appointment for
medical

Council don't
provide enough
information about
enhanced DBS?

Unclear on costs
of licenses believe they can
get hackney and
private for one fee

Waiting time on
DBS

Onus on applicant
as Enhanced DBS
is submitted
through education
department.
Licensing team not
told specifics if
DBS shows
convictions

Further delay if
need to be
referred to
committee e.g.
prior convictions

Busy working
with little time to
collect
information

Concerned about
passing on
payment details
over the phone

As someone applying to become a taxi driver,
I need to know if I'm eligible or not,
so that I don’t waste time applying for a licence that
will be rejected

A selection of
prioritised
user needs

As someone applying to become a taxi driver,
I need to have relevant information about the
application process, so that I can make an
informed decision about what I need to do

Get information

Complete knowledge test from

As someone applying to
become a taxi driver, I need to
understand what’s being asked
of me, so that I am confident in
what I am doing

As someone applying to become
a taxi driver, I need the
application process to be simple
and efficient, so that I don't
need to be an expert to use it

As someone applying to become a
taxi driver, I need to understand all
of the costs involved in the licensing
process, so that I know how much I
will need to pay to get a licence

As someone applying to become a taxi
driver, I need to know the timelines involved,
so that I know when I can start work

Sit knowledge test

Arrange Knowledge test

As someone applying to become
a taxi driver, I need to know how
to get help with my application,
so that I am able to complete the
application process

As a taxi operator who is looking to hire a
new taxi driver, I need to know what
documents applicants need to provide, so
that I can help them make sure their
application gets done quickly and smoothly

Receive application pack

As a taxi operator, I need to know if
an applicant has any convictions, so
that I'm aware of their situation and
can determine how much time and
resource to invest in this driver

As the council licensing team,
I need to be able to identify where in
the process an application is, so that I
can respond to applicant's queries

As a taxi operator, I need to know
that my taxi drivers are fit and
proper, so that I can trust them to
represent my business and provide
a satisfactory and safe service

As the council licensing team, we need to
ensure that the applicants and vehicles we
licence are fit and proper, so that we protect
the general public and their interests

Start working

Receive licence

Submit application pack

Council Roles

Backstage process

Provide
application pack
in person or
contact Licensing
team to send in
post

Customer Service

Licensing Officer

Discuss basic
blockers e.g. place
of birth / right to
work, etc

Check application
forms and ID and
complete office
part of form

Check & take
copies of photo ID

Note receipt
number on form
Write down test
date & time

Paperwork placed
in file for
corresponding
test date

DVLA Mandate

Send application
pack to applicant
in post

Check application
form and
supporting
documents

Pick up folder
with applicant's
details

Officer checks
forms (photo on
form)

Condition 6 form
kept within
applicant's folder

Mark test paper
(can take a few
days)

Call applicant to
inform them of
results

Update access
database when
passed

If failed, provide
generic feedback if
asked

Note receipt
number on
application

Update Dynamics
to confirm
submission

Put application in
'blue bag' post

Send application
pack in post

Keep passed
knowledge test
with paper files

Admin

Cross check
forms again medical content,
e.g. diabetes

Send off DBS
(Digitally)
- Login to Nereo

DBS Certificate
contains no info
to follow up
(email)

If not happy with
medical form,
get second opinion
from occupation,
health unit

Contact
Education
department for
Advanced DBS

Information
flagged on DBS
Certificate to
follow up (email)

Phone applicant to
notify referral to
OCC Health (with
permission)

Check DVLA
Mandate in date
(from applicant
folder)

Send application
to Business
Support in ‘blue
bag’

Check details of
paperwork,
licence and
badge x2 checks

Business Support
update
spreadsheet to
identify what
we've received
that day

Council Cashier

Systems used /
Transfer of info
Council pain points

Create and close
Microsoft Dynamics
event

Potential
inefficiency
between teams
and applicant
gaining access to
application form available online

Create Microsoft
Dynamics event

Waiting time for
staff and other
customers

Outlook Calendar

‘Blue bag’

Paper folder

Access Database

Capita Payments Paper folder
(Pay360)

Keeping
knowledge test up
to date

Time taken to
conduct test
sessions

Time taken to
mark the test

Microsoft
Dynamics

Waiting time for
staff and other
customers

Advanced DBS for
Education is
handled by a third
party company

Capita Payments
(Pay360)

Mistakes on
application forms
Applicant doesn’t
bring correct ID or
evidence
Name supplied on
DBS does not
match Driving
Licence

‘Blue bag’

Payments may go
to wrong area if
wrong cost codes
used
Additional effort
for cashier to
match cost codes
and separate out
payments
No receipts for
card payments
over the phone

Expectation that
badge should be
immediate

Nereo
(DBS)

DBS is a lengthy
process which
causes a lot of
enquiries

Paper folder

Email

Paper folder

Spreadsheet

‘Blue bag’

Advanced DBS
(education) does
not notify the
licensing team
Advanced DBS
(education)
tracked through a
different system

Documents
received from DBS
are not a standard
size for scanning

Send out:
2 x Copies of
license
1x Badge

File paperwork
away

Add post it note
to folder if
applicant chasing
application

Contact applicant
to arrange follow
up

Difficult to quickly
find out where an
application is up to
in the process as
multiple teams
involved

Business Support
upload
application to
Uniform

Business Support
print badge and
license

Warning letter
sent with badge if
>3 points on
licence

Add note to
Dynamics if
applicant chasing
application

Uniform

Microsoft
Dynamics

Business Support
Internal
verification

As the council licensing team, we need to
be clear on the rationale behind application
decisions, so that we can be confident in
accepting or rejecting applications

Send documents,
badge and licence
to licensing team
in ‘blue bag’

‘Blue bag’

Paper folder

Lots of paper to file
away

As the council licensing team,
we need to use reliable systems
and technology, so that we can
do our job effectively

Renewal

As-is Sunderland Vehicle Licence Blueprint
Complete vehicle

Get information

Key

Actions

Questions
- What are the latest car
specifications?

Online through the
council website

Post from the
council

Telephone

- Do I need to do another MOT?
- What do I need to give to the

licence form

Call for advice
• age of vehicle
• tinted
windows
Signposted to
website, or
licensing team

council to get a vehicle licence?

Email

Visit a council
office

First contact with
the council

Moments that
matter

Pain
Points

Annoyed with the
restrictions if new
vehicle needs
alterations

Pick up vehicle
licence form from
Customer Services
• Fawcett Street
• or, download
Info for licensing
form:
• personal details
• vehicle details
• vehicle log book
not required

Visiting customer
service centre for
forms

Go through
completed
forms with
Customer
Services

As someone applying for a vehicle
licence, I need to understand the vehicle
specification policies, so that I can follow
the correct procedures

Actions

Booking
MOT test

Frustrating
having to wait to
make payment at
cashier

As someone applying for a vehicle licence,
I need to be aware of any changes to vehicle rules
and regulations, so that I can make sure my
vehicle is always compliant with the requirements

Provide
vehicle
licence forms
to applicant

Pain
Points

If there is a HPI
policy issue, then
have to pay
additional fee

Forms complete
incorrectly, if the
applicant has
done it
themselves

Receive test sheet
(if passed)
Retest if failed (no
fee if it’s a new
application)

Visit Licensing
Team
• insurance
checked
• get plate fitted
• check meter
works

Have to wait to
hear from
licensing team to
get a test date

If a re-test is
needed, will have
to re-pay, but not
sure how

Insurers
sometimes
require to see
paper certificate

Collect plates from
council office

Receiving plate and
licence from
council

"I think there is lot's of double
handling - go here, go there,
come back here, go there again"

"The lads all dread
going in there"
(Customer Service Centre)

Need to visit the
licensing offices
after the garage
to get plates

Test dates aren’t
always
convenient

Customer services
will verify that
details are correct
on forms
Customer Services
send forms to
Licensing team
via blue-bag
postal system

Will need to
chase up
applicant if
they’ve paid the
wrong fee

Car door signs
fitted

Receive licence plate
(at licensing team office)

Vehicle check

As someone applying for a vehicle licence, I need to know
why certain tasks have to be done and the need for their
frequency, so that I’m confident that I'm not wasting time
and money on unnecessary tasks

Complete
forms with
applicant

Visit South
Hylton garage
to get
mechanical
check

Get meter fitted
to car

• £347.00
• £361.00

Answer queries
that CSN team
can - will signpost
to licensing team
for further details

Backstage process

Find out date
arranged by
the licensing
team

Pay the fee
Cost varies

Vehicle checks
(at council garage)

Find out test date

Fee price is high,
but not uprising

Applicant
journey
A selection of
prioritised user needs

Completing
application

Submit form (face to face F2F,
including payment)

Licensing will
check details on
form and add
‘minimum
amount to
Uniform system

Licensing
contact
applicant to
inform of test date

As a taxi operator who is applying for a
vehicle licence, I need to easily book
appointments for a time that suits me,
so that my application is not held up
unnecessarily

Mechanic
checks vehicle
and fits car
door signs
- 30mins

As a taxi operator, I need to
minimise the amount of travel I
have to do as part of the process, so
that I'm not losing out on business

Licensing
team provide
plate and
make a copy
of applicant’s
insurance
document

As the council licensing team, we need
to be aware of any changes to vehicle
rules and regulations, so that we can
communicate accurate information to
taxi drivers and operators

As a taxi operator, I need
the application process to
be quick, so that I can start
work as soon as possible

Once plate fitted
to forms are sent
to Business
Support to upload
to Uniform system

Business Support
add details to
Uniform, and set
up a reminder for
renewal

Business Support
create paper
licence version

Licensing
team cross
check paper
version and post
to applicant

Another member
of Business
Support check
licence and send
to Licensing team

Licensing team
create plates
ready for when
driver arrives after
test

Business support
create
spreadsheet to
track the
applications they
current have

Licensing team
have to contact
Business Support
to check where
application is

Business Support
are meant to visit
Licensing team
offices once a
week to file paper
copies but don’t

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

Preparation 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.

Discovery took us to
Taxi driver interviews
6

11

1. High Street taxi rank, Gateshead
2. Supermarket taxi rank, Gateshead
3. Central Station taxi rank, Sunderland
4. Transport Interchange, Sunderland
5. Monthly taxi driver meet-up, Sunderland
6. Stakeford Depot Office, Northumberland

17

Northumberland
Operator interviews
7. Operator based in Hexham, Northumberland
8. Operator based in Gateshead
9. Operator covering all authorities
10. Operator based in Sunderland
11. Multiple operators based in Northumberland

Council shadowing

7

12. Jack Crawford House, Sunderland
13. Civic Centre, Sunderland
14. Fawcett Street Customer Services, Sunderland
15. Civic Centre, Gateshead
16. Vehicle testing garage, Gateshead
17. Stakeford Depot Office, Northumberland

9
2
1

Gateshead

16

8

15
10
3
14
4

5

13

Sunderland

12

Taxi Drivers in the North East
What we learnt...
Appetite for a digital service
Out of the 34 drivers, 28 shared a desire for a digital process, with an
expectation of a simpler and more efficient service. Some were sceptical of a
digital solution, struggling to see how it could work for all applicants.
Digital literacy varies between applicants. Six drivers mentioned how they
would need digital support and ask their family members for help.
One driver told us they could access the internet via a smart phone,
tablet or laptop, compared to another applicant who could only use
their mobile for calls and messages. Others shared how they knew of
drivers without an email address.

“It’s the way forward –
everything is digital now”

Frustrations with the processes
"I think there is lot's
of double handling –
go here, go there, go
come back here, go
there again”

Of the 20 drivers interviewed on the
street, 14 said their main frustrations
were with getting a badge.
All applicants were unclear on
timescales as no expectations are set
and there is a lack of information
regarding their application status.

Public safety
Drivers often shifted focus onto their own safety,
believing not enough is done to protect them at
ranks and when dealing with the public.
Drivers and operators would like to see CCTV in all
taxis for the safety of drivers and the public.

“Having evidence for
my safety as well as the
public is paramount”
A driver’s response when
talking about in-car CCTV

Many drivers questioned the effectiveness of a DBS and the need
for an annual check, stating that someone could commit a crime
the day after getting their certificate.

Who we spoke directly to:

34

1-40+

50/50

Taxi drivers
(32 Male, 2 female)

Years industry
Experience

Split of HACKNEY CARRIAGE
and private hire Drivers

Emerging themes
Communications
Applicants desire better
communication with Councils
and improved customer service.

Costs
FAQs around fees, how to pay
and when.

Digital appetite
There is a desire for a simple
and efficient digital process
from everyone involved. Digital
literacy of drivers varies, so there
will need to be support for those
who struggle.

Responsibilities
Applicants are expected to
complete the process
independently although some
operators offer support.
Operators believe it is the
Council’s responsibility to
screen applicants.

Transfer of info between
council and applicant

Councils appetite for
change

DBS

Employees want a reliable
system that they can trust,
reduction of paper based
processes. Internal blame
culture needs be removed.

There are inconsistencies with
the DBS process and who is
involved. The DBS process can
be very lengthy, and it can be a
hindrance having to do it every
year.

Multiple reviews and checks of
applicants can slow down the
process, leave it open for
human error. Duplication of
data in forms is frustrating for
applicants.

Frustrations with vehicle
licensing

Perceived unfairness
within the service

The process for drivers is long
winded and repetitive which
consumes their time and
resources. There is a lack of
clarity.

Perceived unfairness generates
a lack of confidence in the
service amongst applicants.
Existing applicants often hear
information second-hand
fuelling rumours of unfairness.

Safety

Service is perceived as
not value for money

The Councils feel that the
information they provide is not
always acknowledged by
applicants. Applicants feel some
tasks are duplicated or are
unaware of the purpose.

Duplication of effort

Drivers often shifted focus on
their own safety concerns. 2 out
of 3 councils provide CSE training
after being prompted by a
national incident.

Service expectations vary
between council staff and
applicants. For independent
drivers, the cost of living has
increased but fares have not.

Time
Everyone involved is frustrated
by the time consuming process
and multiple locations.
Operators struggle to recruit as
applicants often drop out due to
wait times.

What needs to be standardised
Roles and responsibilities for
Licensing team employees vary Gateshead encourage staff to
take ownership, Sunderland
ensure the application is double
checked throughout the process.

Each council have their own vehicle
licence specifications that applicants
must adhere too – a common pain
point with drivers, who have no clear
understanding of why.

Currently Gateshead and
Northumberland councils
require CSE certification,
with Sunderland
considering introducing it.

How can everyone’s perspective
regarding ‘fit and proper’ applicants
be aligned? – A topic discussed by
drivers, operators and licensing teams.

Differences with each council’s DBS process
as various third party systems are used. Not
all councils actively encourage applicants to
sign up for the Update Service.

The digital platforms and tools used by the
local authorities vary throughout the
process. Software used includes Civica,
Microsoft Dynamics, and Outlook or Google
calendar for appointment bookings.

Fees for both driver
and vehicle licences
differ between all
three councils.

What is the appetite for change
within the councils and what
would be the timescales involved
in implementing change?

Taxi licensing applications discovery - fixing complexity,
inefficiency and risk: Initial user needs from Discovery phase
How to read this document:
This document separates the user needs created in the Discovery phase into three
categories:
Prioritised user needs - that were identified as important for any service improvement
(and are referenced on the user journey maps)
Additional user needs - to also consider going forward when designing and developing
the service
Potential user needs - that require further investigation to be validated and refined
If a particular user need was relevant and applicable to another user group, it has been
duplicated and refined to be from the perspective of that additional user group. For
example, 'I need a timescale, so that I can plan my time and arrange to start working' is
applicable to both applicants and operators.
The cells in the spreadsheets marked 'N/A' indicate if a user need does not apply to that
user group.

Released: 29th March 2019
Prepared by: Craig Priestman and Emily Allinson, Orange Bus

All delivery times are specified on each line item within the timing plan
Key

Description
N/A

Not applicable to that user group
User need to review in further Discovery or Alpha

Link to printable user needs with moments that matter: http://files.orangebusdev.co.uk/ux/taxi-licensing/User_needs_&_moment_that_matters-printA5.pdf
Category/Theme Someone applying to become a taxi
driver

Someone applying for a vehicle licence Taxi operator who is supporting a
potential taxi driver

Comms

Taxi operator who is applying for a
licence

Council licensing team (Officer, assistant or
team)

As a taxi operator who is looking to hire a
new taxi driver

N/A

N/A

I need to know what documents
applicants need to provide

N/A

N/A

so that I can help them make sure their
application gets done quickly and
smoothly
Comms

As someone applying to become a taxi
driver
I need to know if I need to do anything
else

N/A

As the council licensing team

I need to know if I need to do anything
else

I need to be able to identify where in the process
an application is

so that I can feel reassured my
application is being processed as quickly
as possible

so that I can respond to applicant's queries

N/A

so that I can feel reassured my
application is being processed as quickly
as possible
Comms

As a taxi operator applying for a licence

As someone applying to become a taxi
driver
I need to know the timelines involved

N/A

N/A

N/A

N/A

N/A

N/A

so that I know when I can start work
Cost

As someone applying to become a taxi
driver
I need to understand all of the costs
involved in the licensing process

DBS

As a taxi operator

N/A

so that I know how much I will need to
pay to get a licence

so that I know how much I will need to
pay to licence drivers and vehicles

As someone applying to become a taxi
driver who has convictions

As a taxi operator

I need to show the the council licensing
team my enhanced DBS certificate once
I've received it

As the council licensing team

I need to know if an applicant has any
convictions
N/A

N/A

so that I'm aware of their situation and
can determine how much time and
resource to invest in this driver

so that my application doesn't get
rejected
Digital appetite

I need to understand the total of costs
involved in the various licensing
processes

As someone applying to become a taxi
driver
I need to know how to get help with my
application

N/A

N/A

so that I don't need to be an expert to
use it

I need to know how to get help with my
application

N/A

so that I am able to complete the
application process

As someone applying to become a taxi
driver
I need the application process to be
simple and efficient

so that we can make an informed decision on
whether they can become a licenced taxi driver
As a taxi operator applying for a licence

so that I am able to complete the
application process
Digital appetite

we need to see an applicant's DBS certificate if we
have been made aware of that they have
convictions

As a taxi operator

N/A

I need the application process to be
simple and efficient
so that I don't need to be an expert to use
it

N/A

N/A

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Link to printable user needs with moments that matter: http://files.orangebusdev.co.uk/ux/taxi-licensing/User_needs_&_moment_that_matters-printA5.pdf
Category/Theme Someone applying to become a taxi
driver

Time

Someone applying for a vehicle licence Taxi operator who is supporting a
potential taxi driver

As someone applying to become a taxi
driver
I need the application process to be quick

I need the application process to be quick
N/A

N/A

N/A

N/A

so that I'm not losing out on business
Lack of trust

As someone applying to become a taxi
driver
I need clear rationale behind application
decisions

N/A

As someone applying to become a taxi
driver
I need to know what is expected from me
as a taxi driver

As the council licensing team

I need to minimise the amount of travel I
have to do as part of the process

we need an efficient and clear application process

so that I'm not losing out on business

so that we can reduce the time, cost and resources
of processing an application

As a taxi operator applying for a licence

As the council licensing team

I need clear rationale behind application
decisions

we need to be clear on the rationale behind
application decisions

so that I understand why that decision
has been made and decide whether to
challenge it or not

so that we can be confident in accepting or
rejecting applications

As a taxi operator

N/A

As the council licensing team

I need to know that my taxi drivers are fit
and proper

N/A

so that I can trust them to represent my
business and provide a satisfactory and
safe service

so that I can meet the requirements and
not risk losing my licence in the future
Frustrations with
vehicle licensing

As a taxi operator applying for a licence

N/A

so that I understand why that decision
has been made and decide whether to
challenge it or not
Responsibilities

N/A

so that I can start work as soon as
possible

As someone applying to become a taxi
driver
I need to minimise the amount of travel I
have to do as part of the process

Council licensing team (Officer, assistant or
team)

As a taxi operator applying for a licence

so that I can start work as soon as
possible
Time

Taxi operator who is applying for a
licence

we need to ensure that the applicants and vehicles
we licence are fit and proper
so that we protect the general public and their
interests

As someone applying for a vehicle licence

N/A

I need to understand the vehicle
specification policies

N/A

N/A

N/A

so that I can follow the correct
procedures
Frustrations with
vehicle licensing

As someone applying for a vehicle licence

N/A

I need to be aware of any changes to
vehicle rules and regulations

As the council licensing team

N/A

N/A

so that I can make sure my vehicle is
always compliant with the requirements
Frustrations with
vehicle licensing

we need to be aware of any changes to vehicle
rules and regulations
so that we can communicate accurate information
to taxi drivers and operators confidently

As someone applying for a vehicle licence

N/A

I need to know why certain vehicle checks
have to be done and the need for their
frequency
so that I confident that I'm not wasting
time and money on unnecessary tasks

N/A

N/A

N/A

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Category/Theme Someone applying to become a taxi
driver

Comms

Someone applying for a vehicle licence Taxi operator who is supporting a
potential taxi driver

Taxi operator who is applying for a
licence

As someone applying to become a taxi
driver
I need to know if i'm eligible to become a
taxi driver

Council licensing team (Officer, assistant or
team)

As the council licensing team
we need to be confident an applicant is eligible
N/A

N/A

N/A

so that we can process an application

so that I don’t waste time applying for a
licence that will be rejected
Comms

As someone applying to become a taxi
driver
I need any licensing team employee I
interact with to be knowledgeable of my
application

N/A

N/A

As someone applying to become a taxi
driver
I need to have relevant information about
the application process

As the council licensing team

I need any licensing team employee I
interact with to be knowledgeable of my
application

we need to be able to contact an applicant

so that I can get satisfactory answers to
my questions

so that I can get satisfactory answers to
my questions
Comms

As a taxi operator applying for a licence

so that we can discuss their application if we have
any questions

As a taxi operator who is looking to hire a
new taxi driver
N/A

so that I can make an informed decision
about what I need to do

I need to have relevant information about
the application process

N/A

N/A

so that I can inform taxi driver applicants
about what they need to do

Comms

As a taxi operator applying for a licence

N/A

N/A

N/A

I need to have relevant information about
the vehicle licence application process

N/A

so that I can make an informed decision
about what I need to do
Comms

As someone applying to become a taxi
driver
I need to understand what’s being asked
of me

As a taxi operator applying for a licence

N/A

N/A

As someone applying to become a taxi
driver
I need to know what documents to
provide

N/A

N/A

so that my application can be processed
by the council
Cost

As someone applying to become a taxi
driver
I need the payment process to be
efficient
so that I'm not wasting my time when I
could be working

N/A

so that I am confident in what I am doing.

so that I am confident in what I am doing.
Comms

I need to understand what’s being asked
of me

N/A

N/A

As a taxi operator applying for a licence

As the council licensing team

I need to know what documents to
provide

we need the application to capture all the required
information

so that my application can be processed
by the council

so that we can successfully process an application

As a taxi operator applying for a licence

As the council licensing team

I need the payment process to be
efficient

we need to take payment from the applicant

so that I'm not wasting my time when I
could be working

so that we can continue with the application
process

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Category/Theme Someone applying to become a taxi
driver

DBS

Someone applying for a vehicle licence Taxi operator who is supporting a
potential taxi driver

Taxi operator who is applying for a
licence

As someone applying to become a taxi
driver
I need to successfully complete my part
of the DBS process

As the council licensing team
we need to authorise an applicant's DBS
application
N/A

N/A

N/A

so that our third party authorities are aware that a
DBS application needs to be processed

so that the council can authorise the DBS
and determine if I can taxi the general
public
DBS

Council licensing team (Officer, assistant or
team)

As someone applying to become a taxi
driver
I need to understand the timescales
involved in the DBS process

N/A

N/A

N/A

N/A

so that I know when I'm likely to learn the
outcome of my DBS application
Digital appetite

As someone applying to become a taxi
driver
I need to provide application documents
to the council when it is convenient for
me

N/A

N/A

As the council licensing team

I need to provide application documents
to the council when it is convenient for
me

we need to use reliable systems and technology
so that we can do our job effectively

so that completing my application doesn't
interfere with my work/home life

so that completing my application
doesn't interfere with my work/home life
Digital appetite

As a taxi operator applying for a licence

As someone applying to become a taxi
driver
I need a way to complete my application
offline

N/A

N/A

N/A

N/A

so that I don't have to rely on technology
that I'm uncomfortable with
Digital appetite

As someone applying to become a taxi
driver
I need to be confident that any digital
payments I make are secure

As a taxi operator applying for a licence

N/A

N/A

As someone applying to become a taxi
driver
I need to know why certain tasks have to
be done and why I have to repeat some
of them

N/A

N/A

As someone applying to become a taxi
driver
I need a timescale
so that I can plan my time and arrange to
start working

As a taxi operator applying for a licence

As the council licensing team

I need to know why certain tasks have to
be done and why I have to repeat some
of them

we need an efficient way of accessing and
transferring documents

So that I confident that I'm not wasting
time and money on unnecessary tasks

So that I confident that I'm not wasting
time and money on unnecessary tasks
Time

N/A

so that my money is protected

so that my money is protected
Transfer of
information

I need to be confident that any digital
payments I make are secure

As a taxi operator

As a taxi operator

I need a timescale

I need a timescale

so that I can plan my business work
around an application

so that I can plan my business work
around an application

N/A

so that we can easily view and share information
when needed

N/A

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Category/Theme Someone applying to become a taxi
driver

Time

Someone applying for a vehicle licence Taxi operator who is supporting a
potential taxi driver

As someone applying to become a taxi
driver
I need to easily book appointments for a
time that suits me

N/A

N/A

So that my application is not held up
unnecessarily
Time

Taxi operator who is applying for a
licence

Council licensing team (Officer, assistant or
team)

As a taxi operator applying for a licence

As the council licensing team

I need to easily book appointments for a
time that suits me

we need to make sure that the amount of face to
face appointments are manageable

So that my application is not held up
unnecessarily

so that we can meet demand

As a taxi operator

N/A

N/A

I need applicants to complete the
licensing process in a quick and timely
manner

N/A

N/A

so that I have licenced drivers available to
be part of my operational fleet
Lack of trust

As the council licensing team
N/A

N/A

N/A

N/A

we need to provide equal opportunities to
applicants
so that we are not at risk of discriminating

Responsibilities

As the council licensing team

N/A

N/A

N/A

N/A

we need to be transparent on the roles and tasks
of each team member
so that everyone is aware of each others
responsibilities and not duplicating effort

Responsibilities

As the council licensing team

N/A

N/A

N/A

N/A

we need to see an applicant's CSE (Child sexual
exploitation course) certificate
so that we can be confident the applicant is aware
of the safety concerns and issues relating to CSE

Duplication of
effort

As the council licensing team
N/A

N/A

N/A

N/A

we need to receive correctly completed application
forms
so that we don't process inaccurate information

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Category/Theme Taxi driver (applicant)

Taxi operator (applicant)

Comms

As a taxi operator

As someone applying to become a taxi
driver

I need to easily contact my local licensing
I need to easily contact my local licensing team
team
so that I can discuss my application with
so that I can discuss my application with them
them
Cost

As someone applying to become a taxi
driver
I need to know what I am getting for my
money
So that I understand exactly what I am
paying for and why

Council licensing team (Officer, assistant or
team)

N/A

As a taxi operator
I need to know what I am getting for my
money

N/A

So that I understand exactly what I am
paying for and why

Time

As the council licensing team
N/A

N/A

we need all of the applicants relevant data
so that we can process the application easily and
without delay

Responsibilities

As an operator

N/A

I need to know that applicants are
capable of completing aspects of the
process independently

N/A

so that I know they have basic skills and
are competent
Public safety

As a taxi driver
I need to feel safe when at work
so that I can perform my job to the best
of my abilities

As the council licensing team
N/A

we need to be able to enforce taxi licence
legislation and policies
so that the public and taxi drivers are safe

Good user needs should:
- sound like something a real user might say
- be based on evidence from user research, not assumptions
- focus on the user’s problem rather than possible solutions (for example,
needing a reminder rather than needing an email or letter)

Moment that matters:
FIRST TIME CONTACT

As someone applying to become a taxi driver

I need to know if I'm eligible to become a taxi driver
so that I don’t waste time applying for a licence that
will be rejected

As someone applying to become a taxi driver

I need any licensing team employee I interact with to
be knowledgeable of my application
so that I can get satisfactory answers to my questions

As someone applying to become a taxi driver

I need to have relevant information about the
application process
so that I can make an informed decision about what I
need to do

As someone applying to become a taxi driver

I need to understand what’s being asked of me
so that I am confident in what I am doing.

As someone applying to become a taxi driver

I need to understand what’s being asked of me
so that I am confident in what I am doing.

As someone applying to become a taxi driver

I need to understand all of the costs involved in the
licensing process
so that I know how much I will need to pay to get a
licence

As someone applying to become a taxi driver

I need the payment process to be efficient
so that I'm not wasting my time when I could be
working

As a taxi operator

I need the application process to be quick
so that I can start work as soon as possible

As a taxi operator

I need to know what documents to provide
so that my application can be processed by the
council

As the council licensing team

we need to be confident an applicant is eligible
so that we can process an application

As the council licensing team

we need to be clear on the rationale behind
application decisions
so that we can be confident in accepting or rejecting
applications

As the council licensing team

we need to ensure that the applicants and vehicles
we licence are fit and proper
so that we protect the general public and their
interests

Moment that matters:
APPLICATION PACK

As someone applying to become a taxi driver

I need to have relevant information about the
application process
so that I can make an informed decision about what I
need to do

As someone applying to become a taxi driver

I need to understand what’s being asked of me
so that I am confident in what I am doing.

As someone applying to become a taxi driver

I need to know what documents to provide
so that my application can be processed by the
council

As someone applying to become a taxi driver

I need to know if I need to do anything else
so that I can feel reassured my application is being
processed as quickly as possible

As someone applying to become a taxi driver

I need to know the timelines involved
so that I know when I can start work

As someone applying to become a taxi driver

I need to understand all of the costs involved in the
licensing process
so that I know how much I will need to pay to get a
licence

As someone applying to become a taxi driver

I need the payment process to be efficient
so that I'm not wasting my time when I could be
working

As someone applying to become a taxi driver

I need the application process to be simple and
efficient
so that I don't need to be an expert to use it

As someone applying to become a taxi driver

I need to provide application documents to the
council when it is convenient for me
so that completing my application doesn't interfere
with my work/home life

As someone applying to become a taxi driver

I need to know how to get help with my application
so that I am able to complete the application process

As someone applying to become a taxi driver

I need the application process to be quick
So that I can start work as soon as possible

As someone applying to become a taxi driver

I need to easily book appointments for a time that
suits me
So that my application is not held up unnecessarily

As someone applying to become a taxi driver

I need to minimise the amount of travel I have to do
as part of the process
So that I'm not losing out on business

As a taxi operator

I need clear rationale behind application decisions
so that I understand why that decision has been
made and decide whether to challenge it or not

As a taxi operator

I need to provide application documents to the
council when it is convenient for me
so that completing my application doesn't interfere
with my work/home life

As the council licensing team

we need to know if an applicant has any convictions
on their DBS certificate
so that we can make an informed decision on
whether they can become a licenced taxi driver

As the council licensing team

we need to ensure that the applicants and vehicles
we licence are fit and proper
so that we protect the general public and their
interests

As the council licensing team

we need the application to capture all the required
information
so that we can successfully process an application

As the council licensing team

I need to be able to identify where in the process an
application is
So that I can respond to applicant's queries

As the council licensing team

we need to make sure that the amount of face to face
appointments are manageable
so that we can meet demand

Moment that matters:
KNOWLEDGE TEST

As someone applying to become a taxi driver

I need the application process to be simple and
efficient
so that I don't need to be an expert to use it

As someone applying to become a taxi driver

I need to provide application documents to the
council when it is convenient for me
so that completing my application doesn't interfere
with my work/home life

As someone applying to become a taxi driver

I need to know how to get help with my application
so that I am able to complete the application process

As someone applying to become a taxi driver

I need to easily book appointments for a time that
suits me
So that my application is not held up unnecessarily

As someone applying to become a taxi driver

I need to minimise the amount of travel I have to do
as part of the process
So that I'm not losing out on business

As someone applying to become a taxi driver

I need clear rationale behind application decisions
so that I understand why that decision has been
made and decide whether to challenge it or not

As the council licensing team

we need to ensure that the applicants and vehicles
we licence are fit and proper
so that we protect the general public and their
interests

As the council licensing team

we need the application to capture all the required
information
so that we can successfully process an application

As the council licensing team

we need to make sure that the amount of face to face
appointments are manageable
so that we can meet demand

Moment that matters:
CSE COURSE

As an operator

I need to know that my taxi drivers are fit and proper
so that I can trust them to represent my business and
provide a satisfactory and safe service

As someone applying to become a taxi driver

I need to easily book appointments for a time that
suits me
So that my application is not held up unnecessarily

As someone applying to become a taxi driver

I need to know what is expected from me as a taxi
driver
so that I can meet the requirements and not risk
losing my licence in the future

As the council licensing team

we need to make sure that the amount of face to face
appointments are manageable
so that we can meet demand

As the council licensing team

we need to ensure that the applicants and vehicles
we licence are fit and proper
so that we protect the general public and their
interests

Moment that matters:
VEHICLE LICENSING

As someone applying for a vehicle licence

I need to understand the vehicle specification policies
So that I can follow the correct procedures

As someone applying for a vehicle licence

I need to be aware of any changes to vehicle rules
and regulations
So that I can make sure my vehicle is always
compliant with the requirements

As someone applying for a vehicle licence

I need to know why certain vehicle checks have to be
done and the need for their frequency
So that I confident that I'm not wasting time and
money on unnecessary tasks

As the council licensing team

we need to be aware of any changes to vehicle rules
and regulations
so that we can communicate accurate information to
taxi drivers and operators confidently

As a taxi operator

I need clear rationale behind application decisions
so that I understand why that decision has been
made and decide whether to challenge it or not

As a taxi operator

I need the application process to be quick
So that I can start work as soon as possible

As a taxi operator

I need to know why certain tasks have to be done and
why I have to repeat some of them
So that I confident that I'm not wasting time and
money on unnecessary tasks

As a taxi operator

I need to minimise the amount of travel I have to do
as part of the process
So that I'm not losing out on business

As a taxi operator who is applying for a vehicle
licence

I need to easily book appointments for a time that
suits me
So that my application is not held up unnecessarily

As a taxi operator who is applying for a vehicle
licence

I need any licensing team employee I interact with to
be knowledgeable of my application
so that I can get satisfactory answers to my questions

As the council licensing team

we need to make sure that the amount of face to face
appointments are manageable
so that we can meet demand

As the council licensing team

we need to use reliable systems and technology
so that we can do our job effectively

As the council licensing team

we need the application to capture all the required
information
so that we can successfully process an application

Taxi licensing applications discovery - fixing complexity,
inefficiency and risk: Benefits Matrix
This document includes the benefits idenitfed throughout the Discovery phase from each
council. Benefits were defined by the following areas within each council: economy,
quality of service, internal management, process improvement, HR management, risk
reduction, policy.
Each of the benefits are categorised into Measurable, Indirect and Disbenefit. The
measurable benefits require further work to determine an owner from each council and a
timeframe in which the benefit can be monitored.

Released: 29th March 2019
Prepared by: Craig Priestman, Orange Bus

MEASURABLE BENEFIT

METRIC

Improve communication
Reduce waiting time
Reduce hand-offs
Reduce duplication
Reduce non-value added actions
Reduce checks/touch points
Reduce paper/admin

TBC (reduce contact/toing and froing, enquiries) Take baseline
from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options

Improve customer experience

Feedback from service users

Reduce processing time
Reduce potential for user error
Reduce phone calls
Reduce complaints
Reduce printing costs
Reduce staff processing time
Reduce internal post
Quicker online process
Reduce time to review knowledge test
Streamline journey
Reduce 3rd party involvement

Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Licensing Officer to provide and to compare against options
Take baseline from process maps and compare against options
Number of applications sent via post, per day
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options
Take baseline from process maps and compare against options

OWNER

TIMEFRAME
(months)

INDIRECT BENEFIT
Agile staff
Digital life skills
Better use & collection of data
Online public register
Continue to maintain/improve public safety
Standardisation of policy
Staff morale
Data sharing capability (Internal & National)
One portal to provide application status to all staff
Best practice application management
Reusable and scalable process
Reduce errors (Name validation & Insurance docs)
IT System fit for purpose
Performance dashboard

DISBENEFIT
Job satisfaction
Change in process
Staff reduction
Digital exclusion

Skills transfer
Log of research activities

Research activity
KO workshop

Date of activity

Purpose of activity

24/01/2019 To bring all three councils together to
generate a clear project direction,
establish stakeholders, a project
purpose, the potential challenges, and
recruitment opportunities.

Reason behind that research activity

Data shared

We run a Kick-Off workshop for every new discovery Planning documentation (including images) shared
project to establish a project direction. It allows us get with Gateshead
a great understanding of the task in hand and to
develop a working relationship with all team
members involved.

Council

Who attended Skills learnt:

Gateshead, Sunderland,
Northumberland

x15 stakeholders, Gateshead: Found this sessions very useful and gained a
from all three
good understanding of how to KO a project, things to cover,
councils
how to record feedback.
A lot of information was gathered. It would be useful to gain
a better understanding of how OB use, analyse and write up
the infomrtion gathered.
Northumberland: Found the Kick-Off workshop also very
useful and provided a good understanding of how to do this
for the future.

Focus Group - Taxi Drivers

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.

Focus groups allow open, group discussions and
provide rich, qualitative data that will help inform our
research findings and further research activities.
Focus groups also are time efficient and cost
effective, compared to individual interviews.

Sunderland

Carol Thirlwell,
Simon, Debbie

Shadowing at Sunderland
council

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

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

Sunderland

-

User journey workshop Sunderland

05/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Sunderland

User journey workshop Gateshead

06/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Gateshead

Dan Lines
Laura Kirton
Claire Lingwood
Anthony
Gallagher
Nick Lamb

It was good to have both licensing officers and our redesign
analysts in one room and really delve deeper in the
processes. I found the blue print exercise really useful for
mapping the back office and front end of the journey. Also a
useful skill to connect emotions throughout the journey to
identify pain points. Its definitely something we could look to
use to support future in house project delivery at Gateshead.

Shadowing at Gateshead
council

07/02/2019 To see first-hand how taxi licence
applications are processed, all the
individual processes and systems
required, the staff involved and the
internal pain points.

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

-

Gateshead

Claire Lingwood

CL: I shadowed Craig whilst he attended our vehicle testing
station at Gateshead. It was really insightful to see how Craig
conducted an interview throughout his conversation with
our MOT tester and the responses we recieved were really
insightful in supporting our research around a need for a
digital solution. I also noted Craig took photographs and
made notes which has been helpful to include in our show &
tells and final outputs.

Shadowing at
Northumberland council

12/02/2019 To see first-hand how taxi licence
applications are processed, all the
individual processes and systems
required, the staff involved and the
internal pain points.

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

-

Northumberland

Joanne Southern,
Shona Rowe,
Helen Davison,
Stephen Parsons

Interesting to see first hand how the application is processed
rather than staff telling us and talking through the process
and missing things out. Able to ask questions and provide
opinions about what was going on.

User journey workshop Northumberland

14/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Northumberland

Joanne Southern,
Shona Rowe,
Helen Davison,
Stephen Parsons,
Heather Gebbie

Insightful to learn and understand the user journey and how
this mapped for the customer and business. We haven't
done it this way before. Also found discussing the pain
points useful to identify needs.

-

Research activity
KO workshop

Date of activity

Purpose of activity

24/01/2019 To bring all three councils together to
generate a clear project direction,
establish stakeholders, a project
purpose, the potential challenges, and
recruitment opportunities.

Reason behind that research activity

Data shared

We run a Kick-Off workshop for every new discovery Planning documentation (including images) shared
project to establish a project direction. It allows us get with Gateshead
a great understanding of the task in hand and to
develop a working relationship with all team
members involved.

Council

Who attended Skills learnt:

Gateshead, Sunderland,
Northumberland

x15 stakeholders, Gateshead: Found this sessions very useful and gained a
from all three
good understanding of how to KO a project, things to cover,
councils
how to record feedback.
A lot of information was gathered. It would be useful to gain
a better understanding of how OB use, analyse and write up
the infomrtion gathered.
Northumberland: Found the Kick-Off workshop also very
useful and provided a good understanding of how to do this
for the future.

Focus Group - Taxi Drivers

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.

Focus groups allow open, group discussions and
provide rich, qualitative data that will help inform our
research findings and further research activities.
Focus groups also are time efficient and cost
effective, compared to individual interviews.

Sunderland

Carol Thirlwell,
Simon, Debbie

Shadowing at Sunderland
council

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

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

Sunderland

-

User journey workshop Sunderland

05/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Sunderland

User journey workshop Gateshead

06/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Gateshead

Dan Lines
Laura Kirton
Claire Lingwood
Anthony
Gallagher
Nick Lamb

It was good to have both licensing officers and our redesign
analysts in one room and really delve deeper in the
processes. I found the blue print exercise really useful for
mapping the back office and front end of the journey. Also a
useful skill to connect emotions throughout the journey to
identify pain points. Its definitely something we could look to
use to support future in house project delivery at Gateshead.

Shadowing at Gateshead
council

07/02/2019 To see first-hand how taxi licence
applications are processed, all the
individual processes and systems
required, the staff involved and the
internal pain points.

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

-

Gateshead

Claire Lingwood

CL: I shadowed Craig whilst he attended our vehicle testing
station at Gateshead. It was really insightful to see how Craig
conducted an interview throughout his conversation with
our MOT tester and the responses we recieved were really
insightful in supporting our research around a need for a
digital solution. I also noted Craig took photographs and
made notes which has been helpful to include in our show &
tells and final outputs.

Shadowing at
Northumberland council

12/02/2019 To see first-hand how taxi licence
applications are processed, all the
individual processes and systems
required, the staff involved and the
internal pain points.

Observing the process(es) provides a rich,
comprehensive data that highlights patterns in
actions, motivations and behaviours, whilst giving an
insight into the service user’s point of view.

-

Northumberland

Joanne Southern,
Shona Rowe,
Helen Davison,
Stephen Parsons

Interesting to see first hand how the application is processed
rather than staff telling us and talking through the process
and missing things out. Able to ask questions and provide
opinions about what was going on.

User journey workshop Northumberland

14/02/2019 To discuss in detail with council
employees involved in the multiple
aspects of the licensing process and
create a visual and chronological map
of the process from both a
customer/applicant's perspective
(front-stage) and internal council
perspective (back-stage) by creating a
service blueprint.

Service blueprints are an expansion on a journey
Photos from the workshop output
map, and look at the holistic experience over time,
and across channels but from two perspectives; frontstage and back-stage. As a tool, it helps highlight and
capture the overall story, the pain points, barriers and
areas of opportunity going forward.

Northumberland

Joanne Southern,
Shona Rowe,
Helen Davison,
Stephen Parsons,
Heather Gebbie

Insightful to learn and understand the user journey and how
this mapped for the customer and business. We haven't
done it this way before. Also found discussing the pain
points useful to identify needs.

-

Research activity

Reason behind that research activity

Data shared

Council

Who attended Skills learnt:

15/02/2019 Understand the licensing process from
- ongoing a taxi operator perspective. To
understand the steps involved for
them, their attitudes and motivations,
the barriers and frustrations involved
in applying for licenses (taxi driver,
vehicle and operator).

1-2-1 interviews allow us to capture both detailed
qualitative and quantitative data from participants.
When participants are provided appropriate context,
we can obtain a better understanding of the various
aspects of their interaction with the process and
everyday actions/thoughts.

-

Gateshead, Sunderland,
Northumberland

Anthony,
Gateshead.
Joanne,
Northumberland,
Helen
Northumberland

Guerrilla research with
taxi drivers

18/02/2019 To get an insight into the licensing
- ongoing process from a taxi drivers perspective.
For this project, we want to capture the
attitudes, behaviours and motivations
of applicants, the past experiences of
drivers who have applied/renewed
licences, understand the digital literacy
of taxi drivers and their appetite for a
digital process, and their perception of
public safety.

Guerrilla research is a fast, low-cost research method that provides sufficient enough insights to make
informed decisions and identify emerging themes as
research continues. Also, it will occasionally allow us
to capture information in a natural environment as
the research is conducted outside of a controlled, lab
setting.

Gateshead, Sunderland,
Northumberland

Benefits and Business
Process Mapping
Workshop

19/02/2019 Gather more information about the
potential benefits that the councils
could realise as part of the project.
Determine if those benefits are
measurable and get the ouncils to start
thinking about possible benchmarks
that willneed to be taken.
Knowledge share of business process
mapping and drawing out some of the
processes we didnt get into detail
about in previous sessions

Activity based session using benefits categories to get everyone thinking of different types of benefits.
Business process mapping is an industry wide tool
that is used to identify how a business deleivers a
product or service and the stakholders involved, it is
business centric. As a tool it can help identify
similarities/differences between organisations
processes, identify areas for improvements and
streamlining. It can show the interactions between
business, customer and systems

Gateshead, Sunderland,
Northumberland

Interviews with taxi
operators

Local residents and
national LA surveys

Co-design workshop

Date of activity

Purpose of activity

19/03/2019

Also found it insightful so observe how Craig asked
questions and the questions asked to probe.
Northumberland: Interesting visit to the Operator. Was able
to speak with recruitment, administrator and director.
Discussion guide was good and well thought out. Was
certainly an idea generator.
The 1-2-1 interviews were insightful with Craig and Sally and
it was interesting to see this in action.

1. To help us understand how taxi users use taxi
Survey questions and results
services, to help us understand what saftey means to
taxi users, to help us understand how we may be able
to build a better taxi licensing service in the future
1. A survey to residents of each council and to broaden our awareness and open
about their taxi usage and public safety engagement with the public.
2. A survey to national LAs to gauge
2. To help gather a national picture of taxi licensing
technology and channels used, as well processes, to help gather statistics on a national
as the appetite for digital change
scale, to find out if there is an appetite from other
authorities for a digital process, to understand how
users engage with authorities, to help us understand
how we may be able to build a better service in the
future and open our awareness and engagement with
07/03/2019
other authorities.

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

Gateshead: Useful to see how Craig had prepared a
discussion guide to ensure the time available was used
effectively and in a SMART set up.

Northumberland: Being able to speak with drivers following
their application process was beneficial because it was fresh
in their heads and they were surprisingly happy to talk. It
was also interesting to speak with a mechanic to get their
ideas and pain points. We wouldn't have normally spoken
with them. Lessons learnt is that we should really cover all
stakeholders in the user research.

x 14 attendees
from all three
councils

Gateshead: Useful to see OB's approach, questions asked
etc. These will support future in-house delivery when
establishing benefits and completing process maps.
It was insightful to see OB's technique to gather all of the
benefits around the project and its useful to have a
discussion around these as it really keeps the whole project
team on the same page.
Northumberland: Really useful and good session as we have
never done a benefits workshop before. Will definitely be
doing this again on other projects.

Gateshead, Sunderland,
Northumberland

Gateshead, Sunderland,
Northumberland

Full project team
(Gateshead,
Northumberland,
Sunderland &
Orange bus)

Northumberland: The survey was a good idea and we have
some good insights from the data. The number of replies
was excellent for a just a weeks consultation.
Gateshead: The survey was useful to do to get the project
team thinking about what we wanted to find out and answer
some of those assumptions we had been discussing in our
workshops. I think it was great to tie in our questions to our
overall purpose statement too. It was a real team effort from
collating our questions to promoting the surveys to try and
get as many responses as we could in a short space of time
and then analysing our findings. The results have been
helpful in supporting our final outputs and opened our
Northumberland:
This workshop was a good prep for the
awareness.
service design workshop. Good to go through the journey
map and mark out which elemnts, operational/unique/value,
no more than 5 and then prioritise, pick one and if no
budget issues or time what would you do. Then do one with
constraints.
Gateshead: It was good to review the journey maps and
highlight the moments that matter in the process. It was a
really clever way to find where we could narrow our focus
over group discussion.

Research activity
Service Scope workshop

Date of activity

Purpose of activity

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

Reason behind that research activity

Data shared

Council

-

Gateshead, Sunderland,
Northumberland

Who attended Skills learnt:
Northumberland: The workshop was very interesting, having
to "think outside of the box" as we never have the time to do
these types of workshops. Good to go through the process
maps and commenting on these, doing 'what do you want
your council to be known for', wild cards, what would you
change with no barriers, millions of people and money.
Gateshead: Another useful workshop to gather and review
our findings and then to sit and narrow our focus. I really
enjoyed the exercise where we could 'go wild' with our ideas
to improve our moments that matter and user needs
without any limitations. This was good to have some fun but
then work backwards and find realistic options to move
forward with.
Also another simple but clever method of asking each of us
to invest our pot of 'money' into our ideas which really
helped prioritise where to focus our efforts next. Certainly
something we would use in Gateshead for future projects.

Research activity

Reason behind that research activity

Data shared

Council

Who attended Skills learnt:

15/02/2019 Understand the licensing process from
- ongoing a taxi operator perspective. To
understand the steps involved for
them, their attitudes and motivations,
the barriers and frustrations involved
in applying for licenses (taxi driver,
vehicle and operator).

1-2-1 interviews allow us to capture both detailed
qualitative and quantitative data from participants.
When participants are provided appropriate context,
we can obtain a better understanding of the various
aspects of their interaction with the process and
everyday actions/thoughts.

-

Gateshead, Sunderland,
Northumberland

Anthony,
Gateshead.
Joanne,
Northumberland,
Helen
Northumberland

Guerrilla research with
taxi drivers

18/02/2019 To get an insight into the licensing
- ongoing process from a taxi drivers perspective.
For this project, we want to capture the
attitudes, behaviours and motivations
of applicants, the past experiences of
drivers who have applied/renewed
licences, understand the digital literacy
of taxi drivers and their appetite for a
digital process, and their perception of
public safety.

Guerrilla research is a fast, low-cost research method that provides sufficient enough insights to make
informed decisions and identify emerging themes as
research continues. Also, it will occasionally allow us
to capture information in a natural environment as
the research is conducted outside of a controlled, lab
setting.

Gateshead, Sunderland,
Northumberland

Benefits and Business
Process Mapping
Workshop

19/02/2019 Gather more information about the
potential benefits that the councils
could realise as part of the project.
Determine if those benefits are
measurable and get the ouncils to start
thinking about possible benchmarks
that willneed to be taken.
Knowledge share of business process
mapping and drawing out some of the
processes we didnt get into detail
about in previous sessions

Activity based session using benefits categories to get everyone thinking of different types of benefits.
Business process mapping is an industry wide tool
that is used to identify how a business deleivers a
product or service and the stakholders involved, it is
business centric. As a tool it can help identify
similarities/differences between organisations
processes, identify areas for improvements and
streamlining. It can show the interactions between
business, customer and systems

Gateshead, Sunderland,
Northumberland

Interviews with taxi
operators

Local residents and
national LA surveys

Co-design workshop

Date of activity

Purpose of activity

19/03/2019

Also found it insightful so observe how Craig asked
questions and the questions asked to probe.
Northumberland: Interesting visit to the Operator. Was able
to speak with recruitment, administrator and director.
Discussion guide was good and well thought out. Was
certainly an idea generator.
The 1-2-1 interviews were insightful with Craig and Sally and
it was interesting to see this in action.

1. To help us understand how taxi users use taxi
Survey questions and results
services, to help us understand what saftey means to
taxi users, to help us understand how we may be able
to build a better taxi licensing service in the future
1. A survey to residents of each council and to broaden our awareness and open
about their taxi usage and public safety engagement with the public.
2. A survey to national LAs to gauge
2. To help gather a national picture of taxi licensing
technology and channels used, as well processes, to help gather statistics on a national
as the appetite for digital change
scale, to find out if there is an appetite from other
authorities for a digital process, to understand how
users engage with authorities, to help us understand
how we may be able to build a better service in the
future and open our awareness and engagement with
07/03/2019
other authorities.

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

Gateshead: Useful to see how Craig had prepared a
discussion guide to ensure the time available was used
effectively and in a SMART set up.

Northumberland: Being able to speak with drivers following
their application process was beneficial because it was fresh
in their heads and they were surprisingly happy to talk. It
was also interesting to speak with a mechanic to get their
ideas and pain points. We wouldn't have normally spoken
with them. Lessons learnt is that we should really cover all
stakeholders in the user research.

x 14 attendees
from all three
councils

Gateshead: Useful to see OB's approach, questions asked
etc. These will support future in-house delivery when
establishing benefits and completing process maps.
It was insightful to see OB's technique to gather all of the
benefits around the project and its useful to have a
discussion around these as it really keeps the whole project
team on the same page.
Northumberland: Really useful and good session as we have
never done a benefits workshop before. Will definitely be
doing this again on other projects.

Gateshead, Sunderland,
Northumberland

Gateshead, Sunderland,
Northumberland

Full project team
(Gateshead,
Northumberland,
Sunderland &
Orange bus)

Northumberland: The survey was a good idea and we have
some good insights from the data. The number of replies
was excellent for a just a weeks consultation.
Gateshead: The survey was useful to do to get the project
team thinking about what we wanted to find out and answer
some of those assumptions we had been discussing in our
workshops. I think it was great to tie in our questions to our
overall purpose statement too. It was a real team effort from
collating our questions to promoting the surveys to try and
get as many responses as we could in a short space of time
and then analysing our findings. The results have been
helpful in supporting our final outputs and opened our
Northumberland:
This workshop was a good prep for the
awareness.
service design workshop. Good to go through the journey
map and mark out which elemnts, operational/unique/value,
no more than 5 and then prioritise, pick one and if no
budget issues or time what would you do. Then do one with
constraints.
Gateshead: It was good to review the journey maps and
highlight the moments that matter in the process. It was a
really clever way to find where we could narrow our focus
over group discussion.

Research activity
Service Scope workshop

Date of activity

Purpose of activity

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

Reason behind that research activity

Data shared

Council

-

Gateshead, Sunderland,
Northumberland

Who attended Skills learnt:
Northumberland: The workshop was very interesting, having
to "think outside of the box" as we never have the time to do
these types of workshops. Good to go through the process
maps and commenting on these, doing 'what do you want
your council to be known for', wild cards, what would you
change with no barriers, millions of people and money.
Gateshead: Another useful workshop to gather and review
our findings and then to sit and narrow our focus. I really
enjoyed the exercise where we could 'go wild' with our ideas
to improve our moments that matter and user needs
without any limitations. This was good to have some fun but
then work backwards and find realistic options to move
forward with.
Also another simple but clever method of asking each of us
to invest our pot of 'money' into our ideas which really
helped prioritise where to focus our efforts next. Certainly
something we would use in Gateshead for future projects.

Desk content research
Taxi licensing applications discovery
Fixing complexity, inefficiency and risk
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Statistics
Digital skills, confidence, etc

3

Who drives taxis? (2017 - 2018)
The majority of drivers were male
(96%).
Two main ethnic groups = White (49%)
and Asian or Asian British (38%)
There was an increase in the
proportion of non-UK nationals
working as drivers in England. From
13% in 2007/08 to 21% in 2017/18.
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/
751202/taxi-and-phv-england-2018.pdf

4

Who drives taxis? (2017 - 2018)
Average age of a driver = 48 years old
Under 40 years old = 26%
60 or over = 19%
There has been a slight shift in the
age profile of drivers over the past ten
years. 40 to 59 years old make up
55% compared to 48% ten years ago.
https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/75
1202/taxi-and-phv-england-2018.pdf
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2017 to 2018 PHV driver licences increased by 10.1%.
Taxi driver licences decreased by 2.1%. Most areas in UK saw decrease in taxi
driver licences.

6

ONS - Internet access –
households and individuals,
Great Britain: 2018

7

Mobile phones or smartphones still most popular devices
used to access the internet
In 2018, among all adults, 78% used mobile phones or
smartphones to access the internet. These were the most popular
devices across most age groups, apart from those aged 65 years
and over, who reported a tablet computer as the most popular
device used to access the internet, at 42%.
However, when accessing the internet “on the go”, 28% of adults
aged 65 years and over reported using a mobile phone or
smartphone, compared with 20% who used a tablet in the same
age group.
ONS - Internet access – households and individuals, Great Britain: 2018
8

Google search
Google trends

9

Spelling
In British English:
●
●

licence is a noun
to license is a verb – to issue a license, or to give permission

For example:
●
●

Gateshead Council is responsible for licensing taxi drivers
Taxi drivers must apply for a licence

But, license is both a noun and a verb in the United States. So people who’ve
learned US English might well look for “taxi license”.
10

Spelling
On the website content, only Northumberland appears to use a consistent
spelling for ‘licence’.

Northumberland – licence, licencing
Gateshead – licence, license, licensing
Sunderland – licence, license, licensing

11

Journey from Google – spelling

12

Journey from Google – spelling

13

Journey from Google – phrasing

14

Journey from Google – area-specific searches

For Northumberland, “licence” is searched for 2.6 times as much as “license”.

15

Journey from Google – area-specific searches

For Gateshead, “licence” is searched for 3 times as much as “license”.

16

Journey from Google – area-specific searches

For Sunderland, “licence” is searched for 2.7 times as much as “license”.

17

Journey from Google
Searching for “[city] taxi licence”

18

Journey from Google – Northumberland
Metadata needs to be updated to focus on
user needs. It’s currently an overview focusing
on local authorities’ responsibilities.
Do Northumberland only license taxis and
minicabs?

19

Journey from Google – Gateshead
Metadata is concise and to the point.
Remove jargon/formality (eg “obtain”).

20

Journey from Google – Sunderland
Metadata needs to be improved for all pages.
First page doesn’t seem to be the best page
for users looking specifically for taxi licence.
Conflicting / duplicate content “Private hire
drivers”.

21

Northumberland Council
First page in search results list
https://www.northumberland.gov.uk/Business/Licences/Taxi.aspx

22

North’land Council website – page purpose
Over 1,400 words. Some content irrelevant to
topic of page or too vague (eg “Related
documents” and “Consumer complaint”).
Very complex information.
Repetition of headings, making it difficult to
navigate page.
No clear overview of steps to apply for a taxi
licence.
No indication of timescales involved.
Vague direction: “The Council shall put in
place alternative testing arrangements to
address any unforseen circumstances which
make the Council depot facilities unavailable.“

23

North’land Council website – content quality
Not clear or simple English:
●
●
●
●

Complex and long sentences
Use of jargon
Passive
Difficult words instead of plain English

Reading age
For most of the text is 12 - 15 years(native
English speaker). Average in UK is much
lower, often thought to be nearer 9 years old.
“Application process” paragraph’s reading age
is university level.
24

North’land Council website – application forms
This list doesn’t make it clear what the links
are: document, online form, more
information…?
This information is at the top of the page. If
this is the user’s top task, is the next thousand
words necessary on this page?
Links would be better ‘front loaded’ to start
with the key words (type of licence).

25

Key insights
Not accessible
Lots of complex language and jargon.
Very high reading age
Assumed a high level of literacy.
Not plain English
How do non-native readers deal with this?
Not actionable
No clear steps.
Purpose of the page
What are the user’s tasks?
26

Gateshead Council
First page in search results list
https://www.gateshead.gov.uk/article/3117/Taxi-licenses

27

Gateshead Council website – page purpose
Over 500 words. Some content irrelevant to
topic of page (eg “Home addresses of
Gateshead licensed drivers by local
authority”).
Very complex and dense information.
Page tends to focus on what the council does,
not what the user needs.
No clear path to apply for a taxi licence. Vague
direction: “The starting point is completing a
short screening form (available below)“
No indication of timescales involved.
First content on page is not priority for user.

28

Gateshead Council website – content quality
Not clear or simple English:
●
●
●
●

Complex and long sentences
Use of jargon
Passive
Difficult words instead of plain English

Reading age
For most of the text is university level (native
English speaker). Average in UK is much
lower, often thought to be nearer 9 years old.
“Taxi Licensing - Policy update” paragraph’s
reading age is postgraduate.
29

Gateshead Council website – contact details
There’s a clear list of contact details.
It would be good to know how many people
contact them from this page.
As there is no clear next step for how to
apply, I’d assume they get lots of calls and
emails (and letters) asking what they have to
do.
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Key insights
Not accessible
Lots of complex language and jargon.
Very high reading age
First bits of content on page are written at a
postgraduate level of literacy.
Not plain English
How do non-native readers deal with this?
Not actionable
No clear onward path. How does the user
apply?
Purpose of the page
What are the user’s tasks?

31

Sunderland Council
First page in search results list
https://www.sunderland.gov.uk/licensing
And

32

Sunderland Council website – page 1

33

Sunderland Council website – page 2
You have to know what these different
categories mean.
These options are not only about licensing.
There are also other, unrelated options, such
as “taxi fare setting”.

34

Sunderland Council website – page 2
Title doesn’t make it clear this is how to apply.
Just over 200 words.
Clear requirements.
Focus on what the user must do.
No clear path. Vague directions: “An
application form will be sent out on successful
completion.“
No indication of timescales involved.
Not clear when, where, how, to do certain
things: “the applicant is required to complete
a Criminal Records Bureau check.”

35

Sunderland Council website – content quality
Not clear or simple English:
●
●
●
●

Complex and long sentences
Use of jargon
Passive
Difficult words instead of plain English

Reading age
For most of the text is 15-16 years old (native
English speaker). Average in UK is much
lower, often thought to be nearer 9 years old.
Most complicated paragraphs’ reading age is
16-18 years old.
36

Sunderland Council website – confusion
Only one of these pdf buttons is mentioned in
the how to apply process. The rest are
distractions from the user task.
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Key insights
Not accessible
Lots of complex language and jargon.
Very high reading age
Assumed a high level of literacy.
Not actionable
Next steps not clear enough.
Jargon and terminology
You have to self-select the correct path to get
to this page, through business jargon. Do all
users understand all these terms? Are they
able to get to this page?
38

Terminology

39

Terminology
Can we find out if prospective taxi
drivers know all the specialist
terminology? For example:
Hackney carriage – specialist jargon.
Assume not easy to understand if
you’re not native English and brought
up in the UK. Assume it’s used across
the whole of the UK.
Private Hire vehicles – specialist
jargon. GOV.UK Private hire vehicle
licensing: guidance note

40

Application forms
Could only find online taxi driver application forms for
Northumberland and Gateshead

41

Sunderland Council
Review of content around application forms
https://www.sunderland.gov.uk/Private-hire-drivers

42

Application process
Can’t get the application
form online.

43

Gateshead Council
Review of content around application forms
https://www.gateshead.gov.uk/article/3117/Taxi-licenses

44

List of application documents
Long list of documents. Combines both
information and application forms. Very
hard to scan.
Are they in order of most popularly
downloaded?
Are there stats to track the downloads?
Confusing file names: what’s the difference
between ‘Driver Application form
(Renewal)’ and ‘Hackney Carriage Driver
Licences’?

45

Northumberland Council
Review of content around application forms
https://www.northumberland.gov.uk/Business/Licences/Taxi.aspx

46

List of application documents
The list of documents appears twice on this
page.
This is confusing. Could cause the reader to
question if there is any difference between
the two lists – which link is the proper one?
What are the stats for downloading from
one or the other link?

47

List of application documents 1 and 2
Are they in order of most popularly
downloaded?
Are there stats (Google Analytics?) to track
the number of downloads?
No indication that these are pdfs in first list.
Not told how large the files are.
Confusing titles: what’s the difference
between a new licence, a licence, and a
renewal?

48

Names of documents
Names are based on company logic and
using company acronyms, such as “PHD”.
The names are not descriptive.
If someone downloads these documents,
they’re not very findable on their devices.
For example:
●
●
●

New-HCD-app
Hackney-Vehicle-Form
HCD-PHD-renewal-app

49

Concluding thoughts
and recommendations

50

Discovery requirements
Need to be clear about user tasks and needs for the start of their online journey to apply.
Find out if prospective taxi drivers know all the specialist terminology.

51

Alpha requirements
Just simplifying the content on these 3 councils’ websites would help users find information. It would
be good to track the impact of these improvements on reducing calls/costs.
There is currently a mismatch between user and business language.
All entry points for journey need to have content work done. Users have a variety of ways of
accessing info on taxi licencing.
Hierarchy of information on the page needs to match user needs rather than business goals.
Terminology needs to be consistent.
Clear next steps needed for journeys.

52

Recommendations on form content for digital service
Put some ‘filter’ questions up front to
differentiate different types of license. Then, most of
the fields are the same for private hire and hackney
carriage.

Don’t ask for evidence again if renewing. We can
work out what we need to check, and do this via
other services, rather than putting the burden on the
user.

For renewals, don’t ask them to fill in details
again. We have lots of their information already, eg
DVLA Share Driving Licence Code.

‘Personalise’ each stage (new, renewal, change to
a different type of licence) to what information we
actually hold already, and what information we
actually need.

Can we link up to other services to get
information? For example, could we can find out if
they have criminal offences?

Can we link up to other services to submit
evidence? Rather than sending in a copy of a
passport, can we use something like Verify?
53

Recommendations on form content for digital service
Give clear step by step at entry point to digital service. This is so that
people are prepared when they access the service, and can decide whether to
apply online or not.
Eligibility questions up front, to lessen the unhappy path risk.
Things with a long wait towards the start of the journey.
Store their information. They shouldn’t have to tell us their badge number or
address every single time they renew.

54

Other notes

55

For comparison:
Newcastle Council
First page in search results list
www.newcastle.gov.uk/business/licences-and-permits/taxis-and-private-hire-licences/taxi-licencing

56

Journey from Google – Newcastle
Metadata needs to be improved for all pages.
Description cuts off, and doesn’t give enough
overview of what the page is about.
Actually, page does have different metadata
coded in:
<meta name="description" content="View
information about the licensing of Hackney
Carriage vehicles, Private Hire vehicles, their
drivers and operators">
Date suggests it might be out of date.
57

Newcastle Council website – page purpose
Over 2,000 words. Some content irrelevant to
topic of page (eg “Smokefree Newcastle”).
Very complex and dense information.
Top of the page focuses on what the council
does, not what the user needs.
No clear call to action, or direction on how to
apply.
Page last updated: 30 June 2015
No clear path to apply for a taxi licence.
58

Newcastle Council website – content quality
Not clear or simple English:
●
●
●
●

Complex and long sentences
Use of jargon
Passive
Difficult words instead of plain English

Reading age
For most of the text it is 16-18 years old
(native English speaker). Average in UK is
much lower, often thought to be nearer 9
years old.
First 4 paragraphs’ reading age is
postgraduate.
59

Newcastle Council website – jargon
Types of vehicle
● Taxi
● Private hire
● Hackney Carriage
● Mini-cab
Types of licence
● Voluntary
● Driver’s licence
● Operators licence
● Vehicle licence
Types of process
● Scheme
● Licencing

60

Key insights
Not accessible
Lots of complex language and jargon.
Very high reading age
First bits of content on page are written at a
postgraduate level of literacy.
Not plain English
How do non-native readers deal with this?
Not actionable
No clear onward path. How does the user
apply?
Spelling and terminology
“Licencing” is not standard spelling.
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Taxi and Private Hire Vehicle Statistics: England 2018

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/751202/ta
xi-and-phv-england-2018.pdf
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Taxi and Private Hire Vehicle Statistics: England 2018

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/751202/ta
xi-and-phv-england-2018.pdf
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Taxi and Private Hire Vehicle Statistics: England 2018

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/751202/ta
xi-and-phv-england-2018.pdf
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Taxi and Private Hire Vehicle Statistics: England 2018

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/751202/ta
xi-and-phv-england-2018.pdf

65

125 respondents accessed the campaign
Step 1:1.00‐1:
Q1. What is the name of your Local Authority?
This open response (Free text) question was answered by 98 respondents.
Response
Information dedacted
Step 1:2.00‐1:
Q2. Is your 'New Driver Licence' application process paper based or digital?
This single response question was answered by 119 respondents.
Response
Paper based
Digital
Both paper based and digital

Number of Respondents

Number of Respondents
82
13
24

Percentage of Respondents
68.91%
10.92%
20.17%

Step 1:3.00‐1:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
= 100%)
(Face to face)
This Open response (Numeric) question was answered by 118 respondents.
Response
1
10
100
15
2
20
25
26
3
30
33
35
40
5
50
55
60
70
75
80
85
86
90

Number of Respondents
1
10
4
5
1
12
5
1
1
14
1
2
6
5
14
3
8
9
5
6
1
1
3

Step 1:3.00‐2:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
= 100%)
(Letter)
This Open response (Numeric) question was answered by 97 respondents.

Response
1
10
100
15
2
20
25
30
35
40
5
50
55
6
60
70

Number of Respondents
1
22
1
5
5
12
2
8
1
1
31
3
1
1
1
2

Step 1:3.00‐3:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
(Telephone)
This Open response (Numeric) question was answered by 109 respondents.
Response
1
10
12
15
18
20
25
3
30
35
40
45
5
50
55
60
80

Number of Respondents
1
30
2
7
1
22
10
1
10
2
4
3
8
4
1
2
1

Step 1:3.00‐4:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
(Email)
This Open response (Numeric) question was answered by 104 respondents.
Response
0
1
10
13
15
2

Number of Respondents
1
1
38
1
7
2

20
25
3
30
35
4
40
5
50
60
70
8

13
4
1
4
1
1
6
17
4
1
1
1

Step 1:3.00‐5:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
(Digital process)
This Open response (Numeric) question was answered by 66 respondents.
Response
0
10
14
15
2
20
25
30
33
34
35
40
5
50
65
66
75
90

Number of Respondents
16
6
1
5
1
7
3
2
1
1
1
1
10
5
2
1
1
2

Step 1:3.00‐6:
Q3. What proportion of contact with the taxi licensing service is...?
(If you are unsure, please give a rough estimate. The sum of the boxes should total 100% e.g. Face to face 50%, Telephone 20%, Email 30%
= 100%)
(Other)
This Open response (Numeric) question was answered by 24 respondents.
Response
0
1
10
15
5
50
Step 1:4.00‐1:

Number of Respondents
19
1
1
1
1
1

If you have entered a percentage in the 'Other' box above, please tell us what method you are using
This open response (Free text) question was answered by respondents.
Response

Number of Respondents

Step 1:5.00‐1:
Q4. Which IT system(s) do you use to process Taxi licensing applications?
This open response (Free text) question was answered by 100 respondents.
Response
Information redacted

Number of Respondents

Step 1:6.00‐1:
Q5. How long is the existing contract length for the system(s) (in months) and when does it end?
This open response (Free text) question was answered by 83 respondents.
Response
?
1 year March
12 month rolling contract
12 months
12 Months / 2020
12 months, 11 months to go
2 years
2 years ‐ 31st March 2020
2 Years to end
24
3 years
3 years ‐ April 2020 (approx)
3 years (to November 2021)
36 months. ends 2019
5 year 2023
5 years
5 years (expires April 2020)
5 years. Ends next year
60 ‐ unsure
84 months ‐ end 2024
Annaul
Annual ready for renewal
Annual renewal, due to be renewed May 2019
Apr‐19
at end
Aug‐20
Can terminate at any time
Contract in the preocess of being renewed. (MVM) M3 Assure online system is
being considered
Currently under review
Currently under review with procurement and implementation of Civica cx
(mid 2019)
Don't know
Dont Know. Council used for all services.

Number of Respondents
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
2
1
1
1
1
1
1

Due to be replaced in the next 5 years. Soft market testing being carried out.
Ends Feb 2020

1
1

1
1
1
1
1

four years
Imminently
imminiently
It is due for renewal this year and is likely to be extended for 3 years
It will be reviewed in 2020.
Jun‐19

1
1
1
1
1
1

Just waiting to move over to Northgate Assure ‐Not sure of contract lenght
N/K

1
2

N/K but are awaiting to meove over to the newer version Northgate Assure
No contract ‐ we pay a maintainance fee annually
No defined contract period
No definte lenght of time. Annual maintenance in place

1
1
1
1

Not certain about the existing contract lenght but it ends in a couple of years
Not known
Not Known ‐ Managed by Council's ICT team
not sure
One year and ends next March
ongoing
Ongoing no end date
open ended
Proposed to end in October 2019 although as part of Shared Licensing Service
with neighbouring council looking to merge systems.
Renewed annually. 12 months notice required.
Rolling
Rolling contract
rolling contract which can be ended with agreement by either party
unknown
Unsure
Unsure as used by several departments
Unsure but I think it's sometime this year
We are just negotiating a further 3 year extension to current contract
We are looking at moving towards a company called Firmstep as we are
currently reviewing all of our processes and hopefully everything will be done
digitally
We are moving to a new system which has a 5 year contract
We have only just gone 'live' with Uniform and have a further two years on our
contract
yearly.

1
6
1
2
1
4
1
1
1
1
1
1
1
4
1
1
1
1

1
1
1
1

Step 1:7.00‐1:
Q6. What is the full cost annually (inclusive of all costs such as maintenance etc.)?
This open response (Free text) question was answered by 78 respondents.
Response
‐
?
Â£10,000 for the maintainance of the Licensing module
Â£10,500
Â£12.5k
Â£12k
Â£13,000
Â£17K

Number of Respondents
1
1
1
1
1
1
1
1

Â£2000
Â£200k
Â£30,000 approx
Â£45000 ‐ to cover all public protection
Â£77,773 ‐ inlcudes planning, building control ,enforcement, public access and
more modules
Â£774.00
Â£800
Â£8000
Â£8475
Â£9,000
0
10000
12,000 approx
18000 yearly
2500
5000
approx Â£2000 pa
Approx Â£3,500
Approx Â£800 per annum for IDOX connector maintainance. Costs for IDOX
Uniform and Firmstep unknown.
Around Â£75,000 IT costs plus costs of in house staff to administer/chnage the
system
Commercially confidential
Commercially sensitive
Corporate costs sp unsure
corporate system but for licensing Â£10000
Cost shared with EH and TS.
Cost split between departments
Don't know
Don't know as costs is incorporated within IT annual charging
Dont Know. IT Depr deals with all contracts.
Full cost of taxi licensing service or full cost of IT ? and before or after income
adjustments ?
I don't know
I have not got these costs.
knot known
Lalpac Â£12,300 ‐ PA Â£4,300 +VAT
n/a
N/K
NDA
Not known
Not Known as included as part of overall contract with IDOX
Not known but it is used by other services as well, not just licensing
Not Known, contracted to third party contractor to maintain (Agilisys)
not sure
Not sure, its paid for by our IT
System is used by other serivces and not just Licensing. System annual cost
Â£18K.
System used across other service areas
TBC
The new system is Â£6,000 per year
Unknown
Unknown sourced by IT
Unsure

1
1
1
1
1
1
2
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
3
2
6
1
1
1
2
1
1
1
1
1
6
1
4

Step 1:8.00‐1:
Q7. Would your taxi licensing team be happy to adopt an end to end digital taxi licensing application process?
This single response question was answered by 91 respondents.
Response
Number of Respondents
Percentage of Respondents
We already have an end to end digital process
7
7.69%
Yes
68
74.73%
No
16
17.58%
Step 1:8.01‐1:Please tell us why not
This open response (Free text) question was answered by 16 respondents.
Response
Currently considering M3 Assure online
Due to need to verify personal ID and due to DBS rules not possible at present.
Implementing a digital application process at present
It is not something we have considered so would need to be convinced.
'Maybe' would have been a better option.
need to see original documents
Not end to end. As part of the process some face to face contact is required to
ensure fitness, identity etc and at present we believe that is best done
personally.
Not for new applicants as we find it useful and informative to meet applicants
throughout the licenisng process ‐ we have mandatory safeguarding and
disability awareness training also. Yes for renewals
Our current provider is introducing an online portal which is due to go live in
the next month or so.
Require some face to face contact
Seeing our applicants is important for to continue to make a proper assessment
of the fit and proper assessment.
The process we have in place currently works for us and the trade
We do not like our work being at the mercy of an electricity surge or our staff
to be a risk of too much screen time.
We have MOT bookings online, and shortly to go digital for all applications
we still want to be able to physically meet and assess the drivers ‐ i.e. through
their knowledge test, plus we need to verify their identity before providing
them with their licence
We think it is important for us to meet and know the drivers, we like to check
people are who they say they are and all new applicants must attend the
offices for an exam.
We will be looking to do this in due course
we would want to use the same licensing softwear to issue all licences we are
not intrested in a stand alone module for taxis

Number of Respondents
1
1
1
1

1

1
1
1
1
1
1
1

1

1
1
1

Step 1:9.00‐1:

Q8. On average, how many members of staff are required to process all taxi licensing applications?
This Open response (Numeric) question was answered by 50 respondents.
Response
1
1.5
2
2.5
3

Number of Respondents
4
1
16
1
6

4
5
6
7
10
11
15

6
7
2
1
2
2
2

Step 1:10.00‐1:
Q9. How many licensed drivers are held on your records?
(Hackney)
This Open response (Numeric) question was answered by 47 respondents.
Response
0
10
1000
105
1079
110
1149
120
125
132
139
150
162
164
1745
180
195
2000
202
225
232
2389
246
267
269
272
287
289
300
310
320
34
350
360
400
440
443
450
700
766
854

Number of Respondents
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
3
1
1
1
1
1

91
943
99

1
1
1

Step 1:10.00‐2:
Q9. How many licensed drivers are held on your records?
(Private)
This Open response (Numeric) question was answered by 41 respondents.
Response
0
100
1000
1079
114
120
14
20
2000
218
2389
268
295
300
306
360
37
400
4000
434
440
450
456
500
503
520
5456
563
60
606
61
628
65
714
8
82
854

Number of Respondents
3
1
1
1
1
1
1
1
1
1
1
1
1
3
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

Step 1:11.00‐1:
New licensed driver applications processed last year
(New application)
This Open response (Numeric) question was answered by 43 respondents.
Response
10

Number of Respondents
2

100
117
134
15
16
163
169
2
20
200
203
22
23
25
27
28
29
30
300
35
38
40
41
46
48
484
50
52
57
58
60
742
75
8
94
0
1
10
12
14
17
2
3
4
5
6
8
0
1
10
2
20
3
4
45

1
1
1
2
1
1
1
1
2
1
1
1
1
1
1
1
1
2
1
2
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
9
2
3
1
1
2
1
4
1
12
4
1
11
2
8
1
3
2
1

5
50
8
80
1
100
134
159
161
171
180
192
206
210
234
242
245
249
262
265
266
270
285
287
295
300
360
368
389
422
430
432
445
479
525
55
580
591
66
69
80
1
2
3
4
5
6
8

10
1
2
1
1
1
1
1
2
1
2
1
1
1
2
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
7
15
10
4
4
1
2

Step 1:11.00‐2:
Licensed driver application renewals processed last year
(Renewal)
This Open response (Numeric) question was answered by 43 respondents.
Response

Number of Respondents

1
100
110
111
114
120
140
1449
150
155
158
170
239
244
26
291
300
302
334
35
385
392
399
400
427
440
457
48
52
5456
650
697
72
76
80
840
90
935
0
1
12
2
3
4
5
6
8
0
1
10
12
2
4
5
7

1
3
1
2
1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
22
1
7
1
3
1
4
2
17
10
2
1
6
1
5
1

1
100
104
108
123
134
143
145
150
161
162
166
167
170
173
176
177
180
195
197
198
210
216
222
223
228
266
270
300
406
420
55
69
75
76
79
88
89
0
1
2
3

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
1
2
1
1
2
2
1
1
1
1
1
1
5
26
10
2

Step 1:12.00‐1:
Q15. How many licensed operators are held on your records?
This Open response (Numeric) question was answered by 43 respondents.
Response
1
10
100
103
104
11
143

Number of Respondents
1
2
1
1
1
1
1

15
16
17
18
20
21
23
24
25
28
29
3
30
314
36
42
45
46
47
5
52
54
55
62
68
73
75
87
90
99

3
1
1
1
1
2
1
1
1
1
1
1
1
1
2
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1

Step 1:13.00‐1:
New operator applications processed last year
(New application)
This Open response (Numeric) question was answered by 43 respondents.
Response
0
1
10
12
14
2
27
3
30
4
40
43
5
6
7
8
9
0

Number of Respondents
2
9
2
1
1
8
1
4
1
2
1
1
3
1
1
2
3
2

1
2
3
4
6
8
0
1
0
1
106
1075
115
122
144
157
158
1668
198
213
300
3084
326
350
352
367
383
420
434
440
448
495
500
525
530
565
635
644
67
71
84
845
0
1
2
3
4
Step 1:13.00‐2:
Operator application renewals processed last year
(Renewal)
This Open response (Numeric) question was answered by 43 respondents.

19
10
2
7
2
1
33
10
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
5
27
8
1
2

Response
0
1

Number of Respondents
8
2

10
11
13
16
18
2
21
22
25
26
27
275
35
4
5
52
6
61
7
9
0
1
2
4
0
1
0
1
105
106
1075
120
122
125
143
1668
198
248
300
3084
326
350
352
367
389
420
448
495
500
525
565
644
67
71
84

1
1
1
1
1
3
2
2
1
1
1
1
2
2
5
1
2
1
2
2
2
29
9
3
34
7
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
4
1
1
1
1
1
1
1
2
1
1
1
1
1

845
0
1
2

1
12
27
4

Step 1:14.00‐1:
Q21. How many licensed vehicles are held on your records?
This Open response (Numeric) question was answered by 41 respondents.
Response
1
1000
1048
114
119
1277
1317
157
162
200
214
2183
2265
239
274
276
290
300
307
312
320
338
352
382
386
404
416
431
442
463
479
4892
545
550
560
588
670
694
794
900
Step 1:15.00‐1:
New vehicle licence applications processed last year
(New application)
This Open response (Numeric) question was answered by 42 respondents.

Number of Respondents
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1

Response
0
1
10
102
109
117
119
12
150
20
200
203
211
25
256
27
305
375
378
385
41
45
48
50
51
53
55
56
57
60
67
70
700
750
98
0
1
2
3
6
8
0
1
10
12
2
30
4
5
0
1
103
105

Number of Respondents
2
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
4
1
1
1
1
1
1
1
2
1
1
1
3
25
10
2
1
1
25
6
1
1
4
1
1
2
2
1
1
1

142
143
152
170
171
189
194
200
217
226
230
233
235
238
255
260
266
273
277
283
284
293
295
300
304
305
320
327
361
385
49
92
0
1
2
20
3
4

1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
3
20
15
1
2
1

Step 1:15.00‐2:
Vehicle licence application renewals processed last year
(Renewal)
This Open response (Numeric) question was answered by 42 respondents.
Response
1
1000
1102
1200
128
150
1500
151
165
170

Number of Respondents
1
1
1
1
1
1
1
1
1
1

171
183
209
230
256
2771
280
281
287
307
311
312
318
322
328
338
362
369
384
4200
432
438
580
654
670
682
700
794
880
94
0
1
2
3
4
6
0
1
12
15
2
200
25
34
5
0
1
104
135
140
141
142
148
171
176

1
1
1
2
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
2
28
8
1
2
1
28
4
1
1
3
1
1
1
1
1
1
1
1
1
1
1
1
1
1

177
182
185
189
190
200
204
206
217
226
233
236
240
245
255
260
273
277
284
290
295
300
355
361
49
84
86
92
0
1
2
20
3

1
1
1
1
1
1
1
1
1
1
1
1
2
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
4
22
14
1
1

Step 1:16.00‐1:
Q27. How often do you require vehicles to have a test/retest?
This open response (Free text) question was answered by 45 respondents.
Response
<8 years = 1, >8 years =2
1
1 mot 1 interim at 6 months per year
12 months but 6 months if more than 6 years old
1‐3 years 6 mothly over 3 years 4 monthly (vehicle inspections by licensing
officer from 5 years old)
2
2 times per year
6 MONTHLY
6 months
6 or 12 months depending on age

Number of Respondents
1
1
1
1
1
1
1
2
3
1

All vehicles tested once a year. Vehicles under 5 years tested every 6 months.
Annually
Annually all vehicles, twice a year for vehicles over 8 years old
Annually and vehicles over 5 years have to have a 6 monthly re‐test

1
1
1
1

annually but 6 monthly once vehicle is 3 years old
Annually for vehicles under 5 years old. Every 6 months for vehicles over 5
years old
annually or 8+ year 6 monthly
Annually unless 5 years old or more then required every 6 mths
Bi‐annually at the in‐house Depo
Dependent on mileage minimum of 1 x test maximum of 3 x tests
Depends on age ‐ up to 3 per year
Evert 6 months
Every 12 months
every 6 months
Every 6 months after 5years of age
every 6 months or a year depending on age of vehilce
HCV ‐ once annually unless over 5 years old then twice yearly. PHV ‐ once
annually unless over 3 years old then twice yearly
IF OVER 4 YEARS OLD AN MOT IS REUIRED EVERY 6 MONTHS. ALL OTHERS
REQUIRE A YEARLY MOT
MOT to be completed twice a year (Every six months)
No test required at present
once a year

1
1
1
1
1
1
1
1
1
3
1
1
1
1
1
1
1

Once when application made, unless vehicle presented for compliance test
with defective steering/brakes/tyres, then 2nd VCT required in 6 months
Once when first licenced, and annually once they are 7 years old
Twice
twice a year

1
1
1
1

twice for vehicles under 10 years. 3 tests for vehicles aged over 10 years
twice per year for vehicles over 4 years old
under 5 years 1 test, 5 ‐ 8 years 2 tests, 8 years and over 3 tests.
Up to 5 years annual. 5‐8 years six month.

1
1
1
1

we changed to six month licences and tests for all vehicles on 1 January 2109

1

Step 1:17.00‐1:
Q28. Have you participated in any research about the taxi licensing application process yourself?
e.g. first hand research with customers, taxi drivers or operators
This single response question was answered by 44 respondents.
Response
Number of Respondents
Yes
4
No
40

Percentage of Respondents
9.09%
90.91%

Step 1:18.00‐1:
If you have, and you would you be happy to share this information with our project team, please provide your name and email address
This open response (Free text) question was answered by 7 respondents.
Response
Information redacted

Number of Respondents

Q29. Would you like to be kept up to date with findings of the taxi licensing project?
This single response question was answered by 38 respondents.
Response
Number of Respondents
Yes
34
No
4

Percentage of Respondents
89.47%
10.53%

Step 1:19.01‐1:Tell us your name, job title and email address
This open response (Free text) question was answered by 34 respondents.
Response
Information redacted

Number of Respondents

Q30. Do you have any further comments?
This open response (Free text) question was answered by 18 respondents.
Response
All costs are based upon 1 year licences. We offer multiple year licences for
drivers and operators

Number of Respondents
1

Fees vary for different types of vehicle licence and operator licence so I cannot
provide a single figure. Some figures are estimates. There is a need to bear in
mind that the Right to Work in the UK check (for drivers) must be carried out in
person, as per the legal requirements. It would be ideal if we had access to
insurance data rather than relying on a paper/electronic document which may
have been amended or cancelled.
1
I am interested in your project. Good luck!. I have answered your questions as
well as I can, but I suspect our applications and training process and vehicle
inspection process, and the fees for inspections, DBS checks, training, may be
different from yours. I may be able to share more info with you, which may
help.
1

I was unable to complete the application fee data on the previous screen
because we have a number of variable fees. We issue 1 year and 3 year driver's
licences and therefore have two fees Â£135 (1 year) and Â£338 (3 year) (new
and renewal). We also have variable fees for operators depending on the
number of vehicles (between Â£189 and Â£1,537.50) We also have different
fees for vehicles depending on the type of fuel used or whether the vehicle is
wheelchair accessible. The fees are between Â£81 and Â£237. I was also
unable to complete the average processing time of an application because we
require applicants to complete pre‐requisites prior to application and the
processing time can therefore vary significantly. For vehicles, the processing
time for a correctly completed applications is 45 minutes and 30 minutes for
renewals and we complete the process in one appointment. For drivers, the
time taken from starting the process to granting a licence can vary depending
on whether the applicant passes the pre‐requisites first time. For example, if
the applicant fails the knowledge test and needs to retake, the period is
extended. Once the applicant has completed the pre‐requisites, the processing
time is approximately 30 minutes. I hope this helps, but please feel free to
contact me if you need more details or any other additional information.
1
It would be helpful to be able to explain some of the figures, such as a box
underneath and I have replied on the figures from Jan 2018 to Dec 2018.
Must consider how any new end to end solution fits in with our existing back
office.
No

1
1
1

Number for licensed drivers is for total number of dual driver licences.
1
Our drivers are dual licensed. we don't offer individual HC or PH driver licences.
1
We have 1000 dual driver licences in total.

Questions do not allow for revoked driver numbers once licensed nor for
clarification as numerical fields only. Total income and contracts length details
not held in licensing so unavailable
1
some of the information I have entered is approximated. Ipswich Borough
Council issues Private Hire, Hackney and Combined driver Licences. The cost for
vehicle licenses various depending on type.
1
Some of the questions would actually have multiple answers, and the
questionnaire doesn't allow for this. For example, drivers can apply for a 1 year
or a 3 year licence, which would have difference fees. We issue combined
driver licences which wasn't specifically mentioned and we have different fees
for HC and PH vehicles, which wasn't covered. We also offer the applicant a
choice on length of PHO licence.
1
The Consultation does not give flexibility in different fees and charges. I
suspect that this may make it difficult to obtain accurate information.

1

The number of hackney drivers is the total number for dual drivers. Driver
applications and renewals ‐ only payment can be done online. Vehicle renewals
can be done online, payment and uploading of documents. Ditto above for
Rother District Council questionnaire. Please change answer 27 on the Rother
questionnaire ‐ it should be vehicles retested every 6 months.
1
We have a combined driver application, so this was not accounted for in your
options. We have different fees for different types of vehicle, driver and
operator licences, but we couldn't reflect this in our responses. Some of our
processing time is 3 days, but you can only add the response in weeks and
cannot use decimal points. We've produced online forms for our taxi driver and
vehicle new and renewal applications, as well as forms for reporting points,
accidents, change of address, etc. We've successfully integrated 80% of the
new vehicle application form with Uniform IDOX and are working towards
integrating other forms. If you would like to know more about what we're
doing in King's Lynn, then please contact us.
we issue a dual driver's licence so unable to split hackney/PH Fee structure for
vehicles varies ‐unable to add to detail in response boxes. Information can be
found on Council website
Your survey does not allow for differences in fees. We charge Â£353 for a
hackney carriage and Â£233 for private hire vehicles both new and renewal.
We have combined hackney carriage and private hire driver licences We charge
different rates for private hire operators depending on the number of vehicles
operated
your survey is flawed in respect of driver applications as it doesn't take into
account that most councils went 3 yearly three and a half years ago and
therefore the 3 yearly renewal period is normally Oct 2015 then Oct 2018 and
so on

1

1

1

1

427 respondents accessed the campaign
Step 1:1.00‐1:
Q1. How do you describe your gender?
This single response question was answered by 427 respondents.
Response
Male
Female
In another way
Prefer not to say
Step 1:2.00‐1:
Q2. Which age band are you in?
This single response question was answered by 427 respondents.
Response
Under 18
18 to 24
25 to 34
35 to 44
45 to 54
55 to 64
65 and over
Step 1:3.00‐1:
Q3. Which area do you live in?
This single response question was answered by 427 respondents.
Response
Gateshead
Newcastle
North Tyneside
South Tyneside
Sunderland
Northumberland
Durham
Other
Step 1:3.01‐1:Please tell us where
This open response (Free text) question was answered by 6 respondents.
Response
Alnwick
Birtley
Blyth
Hexham
Tyne and wear
Washington

Number of Respondents
198
225

Percentage of Respondents
46.37%
52.69%

4

0.94%

Number of Respondents

Percentage of Respondents

5
32
63
96
112
119

1.17%
7.49%
14.75%
22.48%
26.23%
27.87%

Number of Respondents
254
7
4
1
25
128
2
6

Percentage of Respondents
59.48%
1.64%
0.94%
0.23%
5.85%
29.98%
0.47%
1.41%

Number of Respondents
1
1
1
1
1
1

Step 1:4.00‐1:
Q4. What is your postcode?
This open response (Free text) question was answered by 427 respondents.
Response
Information redacted
Step 1:5.00‐1:

Number of Respondents

Q5. How often do you use taxis?
This single response question was answered by 421 respondents.
Response
Every day
At least weekly
At least monthly
Rarely
I never use taxi services
Step 1:5.01‐1:Please tell us why not
This open response (Free text) question was answered by 14 respondents.
Response
Do not trust them
dont need to
Household has two cars so no need
I do not drive and have always used buses. My wife drives and this is my other
mode of transport. My bus pass is a big factor.
I don't trust taxi drivers.
I drive or walk so have no need to use taxi services.
I have my own car
I live in a rural area and its just not practical
I walk, cycle or use public transport or my own vehicle.
no need
No requirement
Not safe.
there is not taxis to use in our area, nearest are in Alnwick so if you need to go
short distances it is difficult to get taxis
use my car most of the time
Step 1:6.00‐1:
Q6. Why do you choose to use a taxi? When travelling to/from...
This multiple response question was answered by 400 respondents.
Response
Work
Shopping
Family
Occasions when consuming alcohol
Social events
Airport
Appointments
Some other reason
Step 1:6.01‐1:Please tell us what it is
This open response (Free text) question was answered by 29 respondents.
Response
Collecting prescriptions
Dropping car for service. Optician appointment.
Get child to weekly gymnastics class
Hospital Appointments
Hospital apptmts as I cant use my car presently
Hospital visits
if I've missed a bus
If my wife has our car and I need to get somewhere promptly
If no altetnative
Inadequate bus service
No Other Transport

Number of Respondents
9
83
141
174
14

Percentage of Respondents
2.14%
19.71%
33.49%
41.33%
3.33%

Number of Respondents
1
1
1
1
1
1
1
1
1
1
1
1
1
1

Number of Respondents
43
62
49
254
203
202
98
29

Number of Respondents
1
1
1
1
1
1
1
1
1
1
1

Percentage of Respondents
10.75%
15.50%
12.25%
63.50%
50.75%
50.50%
24.50%
7.25%

Not used to area or for connection needs
Only when it's not possible to catch a bus
Only when no other options available
Out at night for a meal with friends.
Question doesnâ€™t make sense
School run

1
1
1
1
1
1

To and from local railway station when travelling long distance by train.
To get to/from Central Station
To train station
Tr bel to and from Central Station
Train station
Until recently getting back from Newcastle Eagles home games with my
photography gear roughly. 3 times a month
Volunteer work
When car is being serviced etc.
When car is unavailable

1
1
1
1
4
1
1
1
1

Step 1:7.00‐1:
Q7. When using a taxi, would you expect your driver to know key facts about tourist landmarks?
This single response question was answered by 400 respondents.
Response
Number of Respondents
Yes
164
No
236
Step 1:8.00‐1:
Q8. How do you normally access taxi services?
This multiple response question was answered by 400 respondents.
Response
Telephone booking through a taxi company
Using a taxi company app
From a taxi rank
Other
Step 1:8.01‐1:Please tell us how
This open response (Free text) question was answered by 9 respondents.
Response
At taxi office
Booked through work
Contact family members who are taxi drivers
Family members are taxi drivers so use them.
Flag an Hackney
hospital car office
Phone a friend who is a taxi driver.
Pre‐booking when I am passing the taxi office
Taxi company website

Number of Respondents
335
126
91
9

Percentage of Respondents
41%
59%

Percentage of Respondents
83.75%
31.50%
22.75%
2.25%

Number of Respondents
1
1
1
1
1
1
1
1
1

Step 1:9.00‐1:
Q9. At what time of day do you usually use a taxi?
This multiple response question was answered by 400 respondents.
Response
Daytime (Before 6pm)
Evening (After 6pm)
Step 1:10.00‐1:

Number of Respondents
215
326

Percentage of Respondents
53.75%
81.50%

Q10. Do you usually travel alone or with others?
This multiple response question was answered by 400 respondents.
Response
Alone
With others

Number of Respondents
188
301

Percentage of Respondents
47%
75.25%

Step 1:11.00‐1:
Q11. Have you ever felt unsafe whilst using a taxi?
This multiple response question was answered by 395 respondents.
Response
Yes, in the daytime
Yes, in the evening
No

Number of Respondents
19
65
323

Percentage of Respondents
4.81%
16.46%
81.77%

Step 1:12.00‐1:
If you selected 'Yes' above, please tell us why you felt unsafe and what, if any, actions you took after that
This open response (Free text) question was answered by 73 respondents.
Response
Returning from a night out and I was last to be dropped off and taxi driver went
completely wrong way. This was a black cab we'd picked up in Newcastle from
then on I've always booked a local taxi firm to come into town and pick us up.
the manner of there driving and the way they seem to speed and justr cut
other vehicles up like buses especially
A driver that threatened to kick me out for not paying before reaching my
destination
Afraid of being in a car with a strange

Number of Respondents

1
1
1
1

After a night out when drivers from the rank have taken a different route to my
usual route. Or when waiting for an ordered taxi random (usually male) from
different company offering to undercut ordered taxi. When ordered taxi has
taken someone else and had to wait on rank
1
Agressive argumentative driver I was with my young daughter i sent a letter to
taxi company who said it was my word against his. They would speak to him
1
Agressive driving
1
As previously stated, every taxi I have ever travelled in has exceeded the speed
limit. I therefore avoid using taxis unless absolutely essential
Bad driving , didn't use again
Don't know who the driver is.
Driver didnâ€™t seem to know where I was going and wouldnâ€™t follow my
directions
Driver didn't know his way to the address, turning opposite directions as
instructed. Reported back to company, not heard anything since. Considering
learning to drive myself
Driver made me feel threatened to the point I asked him to stop at the Airport..
I got an Airport taxi home
Driver made me feel uncomfortable by starting a conversation about sex, I shut
the conversation down. No action taken

1
1
1
1

1
1
1

Driver too fast on one occasion and left a roundabout onto oncoming traffic on
another. Didn't take any action but didn't use those drivers again
1

Driver took a very round about way to take me home when i'd only just moved
to the area, he got annoyed at me when he got lost as I didn't know the way. I
had told him no one else had driven this way but he insisted he knew best. I
ended up asking him to pull over and got out even though I wasn't home yet
and it after my shift had finished at midnight. Tried to report it to Noda but
they weren't interested as I didn't have his number. ALso had a different Noda
driver who was shining a laser in my eyes as I was approaching his vehicle. I
didn't bother making a fuss as my shift had just finished at midnight and I just
wanted to get home rather than have to wait for another taxi to turn up.
1
Driver was constantly making calls using his hands free set and didnâ€™t think
he was consentrating on the road
1
Driver was staring and nearly drove opposite direction. Till i shouted at him.
Drivers were not aware of the routes to take and therefore made what I
consider to be dangerous manoeuvres to get back on track
driving too fast
Especially when travelling alone, and it's a male driver. As I live out in the
countryside, its sometimes a long journey....It's always a relief to get in the
door and lock it !!
Felt uneasy as a female traveller alone after dropping off others. I tell lies about
my job and that I have someone waiting for me at home and get them to drop
me off on the next street.
Flagged a taxi down after getting lost on my own after night out late at night,
he charged me 3 times normal amount to get home as knew I was scared and
had no other option but to pay. He was creepy..
From central station all foreign drivers .. can you be sure the person driving
carries the licence .. I always ring Dean taxis, don't like to flag taxis down or
unknown source
General bad driving ‐ speed for example
Got into a Hackney and felt unsafe with driver he didn't seem very nice or
polite

1
1
1

1

1

1

1
1
1

I dropped my mobile phone as I got into the taxi. The driver picked it uo and
put it in his pocket ‐ saying he would give me it back once he received his fare. I
paid my fare but he would not return my phone. He said I gad to perform.oral
sex on him to get it back. I got out without my phone and rang the police. I
didn't get his badge number as I was so shaken up so he got away with my
phone and his perversion.
1
I go into a taxi from a taxi rank, I felt uneasy with the driver, he kept looking in
his mirror at me and then turned the wrong way on the journey. I told him
straight away that he had gone in wrong direction, but he chose to ignore me. I
quickly text my friend and told them to ring me and act like it was my husband,
I answered the phone and was talking normally saying I'd had a good night and
wouldn't be long, I made a joke the taxi driver had gone wrong way and
mentioned the road we where going along, I kept talking on phone, but
directing taxi driver in between back to my house, until I arrived back home to
an empty house, but gave the impression my husband was home.
1
I got a taxi from outside Asda Washington & the driver started making
perverted comments about me. I felt intimidated but always sit in the back so I
felt a bit safer. I didn't take any action because I've seen him at the taxi rank a
few times & was scared of seeing him again. I now book a Deans taxi to pick me
1
up from another part of the Galleries

I have been made to feel very uncomfortable by taxi drivers in the past due to
their attitude towards women in taxis alone and the comments they have
made about women in general. I didn't take any action as I felt these comments
and attitudes were down to cultural differences
1
1
I use the same company for the majority of my trips
It was a private taxi. The driver was foreign and his manner was quite
aggressive. His English wasnâ€™t very good and I was just relieved to get out.
Language barrier
Late at night and alone in taxi. Taxi driver took longer, less direct route. (I
regularly take a taxi so know the usual route). It did make me very nervous until
I recognised surroundings again
Many years ago now, had a taxi driver being overly flirty in a creepy way which
was intimidating I shrugged it off and got out of the taxi sooner than I would
have planned to get out of the situation.

1

Often as soon as the driver realises that you are being taken to a village away
from busy places such as Newcastle their attitude changes towards you. You
feel like an inconvenience to them not a fare paying customer.

1

Once used a cab from Newcastle city centre. Driver asking very personal
questions, and ventured off route on way home. I ended up ringing husband
just to distract. I also text husband his license number. I now try to book via
one company unless Iâ€™m Travelling with husband.

1

Only on one occasion, the driver was using his mobile phone whilst driving.
Only when using a cab from town
poor driving ,going through redlights
Poor driving ability i.e. speeding, undertaking etc
Poor driving skills
Poor driving. Had to tell driver to slow down and not drive as close to vehicle in
front.
Poor quality driving
Poor quality driving.

1
1

1

1
1
1
1
1
1
1
1

Racist taxi drivers are extremely common. I contact the agency and complain
1
reckless driving ‐ driver had done too long a shift and was nearly falling asleep ‐
husband told him he should go home
1
Reported taxi number.
1
Some drivers can drive erratically, pull out on oncoming vehicles, drive to fast.
Some drivers will try to increase price if you have had one to many
Sometimes the driving skills can be poor, and some of the taxis look like they
are dropping to bits

1
1
1

Swore at by driver as I only wanted to go a short distance, but disabled and
couldnâ€™t do it, reported driver. Have been propositioned by driver.

1

Taking taxi from Newcastle. These drivers do not know where they are going. I
always try my preferred taxi company if I can but on this occasion not
1
Taxi Driver didn't know where he was going, he followed a Sat Nav for a
journey that was 4 miles from the City Centre. The sat nav address took him to
the wrong location, I had to tell him it was wrong he said that is the address I
have. It was reported to the company.
1
Taxi driver mad me feel uncomfortable. No actions
1

Taxi drivers some not all are unable to read road signs or speed limits and drive
much too fast for the road conditions on mentioning to the drivers he claimed
to not understand.
The door locked when the car started moving
The driver made mistakes whilst driving Was erratic, unpredictable Another
time a driver got lost Another time the driver tried to drive down the off slip
road against the traffic
The driver spoke little to no English, persistently used the incorrect lane on
roundabouts, didn't understand where I wanted to go and was unsure how to
get there. I have also had occasions where drivers have driven at excessive
speed.
the erratic driving and speeding
The speed the driver was doing and general bad driving
The standard of driving was appalling, drove too fast and pulling out in front of
other vehicles
The taxi driver was too familiar and touchy feely with me therefore I will never
travel alone again. Locked in a taxi one night terrified me

1
1

1

1
1
1
1
1

Traveling from Newcastle to Birtley at speeds much greater than the legal limits
Tried to take different route on way home
Unsure of the drivers, quite often they are rude or abrupt and donâ€™t always
go the quickest or most obvious route
Using a rank cab. Booked after that.
Very poor driving, on more than 1 occasion. Couldn't take any action than try to
avoid the same driver in future, but not always possible especially from Airport
or Central Station.
Wheelchair too big for cab so boot door not closed properly.
When it's not been a booked taxi, usually after a night out in Newcastle, most
drivers do not talk good English and don't understand and can become quite
intimidating
When travelling alone
Woman on her own.

1
1

1
1
1

Years ago a very wierd driver made me feel unsafe. This was in Manchester…

1

1
1

1
1

Step 1:13.00‐1:
Q12. If you needed to report a taxi driver for their behaviour, who would you contact?
This multiple response question was answered by 395 respondents.
Response
Number of Respondents
I don't know
48
Taxi company
272
Local authority (licensing team)
175
Police
136
Someone else
2

Percentage of Respondents
12.15%
68.86%
44.30%
34.43%
0.51%

Step 1:13.01‐1:Please tell us who
This open response (Free text) question was answered by 2 respondents.
Response
If it was serious misbehaviour and a crime I would contact the Police not the
taxi company
Local authority licensing department

Number of Respondents
1
1

Step 1:14.00‐1:
Q13. Have you ever had to report a taxi driver for their behaviour?
This single response question was answered by 395 respondents.
Response

Number of Respondents

Percentage of Respondents

Yes
No

36
359

9.11%
90.89%

Step 1:15.00‐1:
If you selected 'Yes' above, please tell us who you contacted and more about your complaint (please do not disclose any personal details)
This open response (Free text) question was answered by 38 respondents.
Response
It's difficult being a bloke . I tried reporting it to the Police but never heard
anything back.
A Blueline taxis driver didn't like that the horn had been honked at him for his
reckless driving in Newcastle city centre. He got out of his car and and came up
to the window of my mother and started arguing. I took his number and
reported him to Blueline.
A driver complained my journey was too short. I complained to the taxi
company but he was self employed.
A hackney driver in Newcastle Quayside didn't know where the metro centre
was. he became aggressive when I asked to see his licence and started calling
other drivers to help him!
As stated earlier
Blueline ‐ Attitude of the driver. Complaining how taking our fare they would
be missing out on other jobs.
Complained to taxi company about a poor driver charging more than he
normally should and he didn't pay attention and pulled away before 7 seater
taxi door was closed also had no change when it came to pay
Contacted Northumberland County Council about a driver who made racist
remarks and insisted on holding a conversation full of hate speech about
Muslims
Contacted taxi company Received no acknowledgement or response.
Dangerous driving
Details available in Q11. It was a Noda taxi so I contacted Noda, when they
failed to provide any effort of helping I reported them to work as we have a
contract with them. Work contacted Noda and again they were unhelpful.
Direct to taxi company‐ the driver displayed ignorant behaviour
Driving unprofessionally, Going through no entry, bus lanes and using phone
whilst driving
Hackney driver in Newcastle, as stated above and reported him to ncle city
council.

Number of Respondents
1

1
1

1
1
1

1

1
1
1

1
1
1
1

I contacted Taxi office to speak with Manager at Deans Taxis regarding a very
aggressive driver who was shunting my car with his car pushing it back as i had
parked in a taxi bay that was not being used,the whole taxi rank spaces were
empty, he drove in front and began screaming abuse at me and pushing car
back, i felt very intimidated as was late at night, He then got out of his cab and
began screaming at me through my window. I took his number and contacted
Manager, who responded back to me 2 days later and told me the guy in
question was usually very mild mannered.I told him he needs to do raegular
drug tests on his drivers as this one presented as high as a kite off cocaine.
Never heard anything after that,
1
I contacted Dean Taxis to make a complaint. I should have contacted far more
taxi companies as theyâ€™re all pretty much as bad as each other.
I contacted the local authority on two separate occasions to report two
separate drivers for using their mobile phone while driving.

1
1

I dont know how to
I haven't but my daughter and friends experienced an unpleasant and
frightening incident. Attempted sexual assault on the last passenger to be
dropped off (police were involved)
I haven't, but I would have liked to
I reported a taxi driver on behalf of my niece for his behaviour when she and
her friend were in his taxi. It was inappropriate, he also took them to the West
End of Newcastle and it was on,y thanks to Police who picked them up and took
them safely home that they were ok.
I should have reported taxi driver but at the time didn't know how to.
Local authority who said they had spoken to the driver and there was no
evidence ‐ my word against his.
Local council and taxi firm
Local taxi company quite a while ago (> 1 year) about one of their drivers who
was IMHO too old to be driving, drove everywhere at 30mph, even on national
limit roads such as A1 / A189, also took the most long tortuous route to get to
my destination.
Never knew who to contact
Poor driving, he struck pedestrian whilst he was crossing the road because
driver drove thru red light
Racist taxi drivers. They often go on political rants about racial groups they
dislike. I contact Thier agency and complain

1

1
1

1
1
1
1

1
1
1
1

Refused to pick up my wife and I even though it was booked in my name
Reported it to taxi company

1
1

saw a taxi driver using an electric razor while driving, so reported him to police
Speeding
Taxi company, behaviour as mentioned above, nothing happened
Taxi company. Complaint about very unpleasant driver.
Taxi drivers getting lost on the outskirts of Gateshead, unable to find a loaction
due to them relying on Sat Navs
Taxi head office
When taxi turned up at venue driver didnâ€™t like one of the ladies that was
waiting and drove off left us stranded with no other replacement taxi and had
to walk home as no taxi s available for an hour we had a baby sitter we had to
get back for
Yes, the driver was smoking throughout the whole journey

1
1
1
1
1
1

1
1

Step 1:16.00‐1:
Q14. Thinking about the following list, please rank them in order of how important they are to reassure you that when you get in a taxi
your driver has a taxi licence
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Most Important 1)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
Visible licence plate with private hire/hackney licence attached
115
37.10%
Visible ID badge
56
18.06%
The driver works for a taxi company
66
21.29%
Receiving confirmation of the driver (photo) and vehicle type by text or app

73

23.55%

Step 1:16.00‐2:
Q14. Thinking about the following list, please rank them in order of how important they are to reassure you that when you get in a taxi
your driver has a taxi licence
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Important 2)

This single response question was answered by 310 respondents.
Response
Visible licence plate with private hire/hackney licence attached
Visible ID badge
The driver works for a taxi company

Number of Respondents
81
105
77

Percentage of Respondents
26.13%
33.87%
24.84%

Receiving confirmation of the driver (photo) and vehicle type by text or app
47
15.16%
Step 1:16.00‐3:
Q14. Thinking about the following list, please rank them in order of how important they are to reassure you that when you get in a taxi
your driver has a taxi licence
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Important 3)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
Visible licence plate with private hire/hackney licence attached
58
18.71%
Visible ID badge
105
33.87%
86
27.74%
The driver works for a taxi company
Receiving confirmation of the driver (photo) and vehicle type by text or app
Step 1:16.00‐4:

61

19.68%

Q14. Thinking about the following list, please rank them in order of how important they are to reassure you that when you get in a taxi
your driver has a taxi licence
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Least important ‐ 4)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
Visible licence plate with private hire/hackney licence attached
56
18.06%
Visible ID badge
44
14.19%
The driver works for a taxi company
81
26.13%
Receiving confirmation of the driver (photo) and vehicle type by text or app

129

41.61%

Step 1:17.00‐1:
Q15. Thinking about the following list, please rank them in order of how important you think they are for your local Council to check
when licensing taxi drivers
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Most important 1)
This single response question was answered by 310 respondents.
Percentage of Respondents
Response
Number of Respondents
The vehicle has been checked to ensure it is safe to drive on the road
109
35.16%
The driver has been checked to ensure they do not hold any criminal
convictions
142
45.81%
The driver has never been refused a licence by any other authority before
25
8.06%
There are procedures in place which the driver must adhere to and
consequences if they don't
34
10.97%
Step 1:17.00‐2:
Q15. Thinking about the following list, please rank them in order of how important you think they are for your local Council to check
when licensing taxi drivers
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Important 2)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle has been checked to ensure it is safe to drive on the road
101
32.58%
The driver has been checked to ensure they do not hold any criminal
convictions
92
29.68%

The driver has never been refused a licence by any other authority before
There are procedures in place which the driver must adhere to and
consequences if they don't

79

25.48%

38

12.26%

Step 1:17.00‐3:
Q15. Thinking about the following list, please rank them in order of how important you think they are for your local Council to check
when licensing taxi drivers
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Important 3)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle has been checked to ensure it is safe to drive on the road
57
18.39%
The driver has been checked to ensure they do not hold any criminal
convictions
45
14.52%
The driver has never been refused a licence by any other authority before
There are procedures in place which the driver must adhere to and
consequences if they don't

131

42.26%

77

24.84%

Step 1:17.00‐4:
Q15. Thinking about the following list, please rank them in order of how important you think they are for your local Council to check
when licensing taxi drivers
(Where 1 is 'Most Important' and 4 is 'Least Important')
(Least important 4)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
43
13.87%
The vehicle has been checked to ensure it is safe to drive on the road
The driver has been checked to ensure they do not hold any criminal
convictions
31
10%
The driver has never been refused a licence by any other authority before
There are procedures in place which the driver must adhere to and
consequences if they don't

75

24.19%

161

51.94%

Step 1:18.00‐1:
Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Most important 1)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle is driven safely and keeps to speed limits
109
35.16%
The driver is licensed and fully DBS checked (Police checked)
170
54.84%
The driver is the same gender as you
The driver has good knowledge of the area and knows the best way to travel to
your destination
11
3.55%
The driver speaks English
18
5.81%
The vehicle has CCTV
1
0.32%
The driver has good personal appearance
1
0.32%
Step 1:18.00‐2:
Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Important 2)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle is driven safely and keeps to speed limits
122
39.35%
The driver is licensed and fully DBS checked (Police checked)
93
30%

The driver is the same gender as you
The driver has good knowledge of the area and knows the best way to travel to
your destination
The driver speaks English
The vehicle has CCTV
The driver has good personal appearance
Step 1:18.00‐3:

2

0.65%

36
36
18
3

11.61%
11.61%
5.81%
0.97%

Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Important 3)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
32
10.32%
The vehicle is driven safely and keeps to speed limits
The driver is licensed and fully DBS checked (Police checked)
25
8.06%
The driver is the same gender as you
10
3.23%
The driver has good knowledge of the area and knows the best way to travel to
your destination
108
34.84%
The driver speaks English
80
25.81%
The vehicle has CCTV
35
11.29%
The driver has good personal appearance
20
6.45%
Step 1:18.00‐4:
Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Important 4)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle is driven safely and keeps to speed limits
26
8.39%
The driver is licensed and fully DBS checked (Police checked)
12
3.87%
The driver is the same gender as you
5
1.61%
The driver has good knowledge of the area and knows the best way to travel to
your destination
74
23.87%
The driver speaks English
77
24.84%
70
22.58%
The vehicle has CCTV
The driver has good personal appearance
46
14.84%
Step 1:18.00‐5:
Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Important 5)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle is driven safely and keeps to speed limits
15
4.84%
The driver is licensed and fully DBS checked (Police checked)
5
1.61%
The driver is the same gender as you
15
4.84%
The driver has good knowledge of the area and knows the best way to travel to
your destination
45
14.52%
The driver speaks English
50
16.13%
The vehicle has CCTV
82
26.45%
The driver has good personal appearance
98
31.61%
Step 1:18.00‐6:
Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Important 6)

This single response question was answered by 310 respondents.
Response
The vehicle is driven safely and keeps to speed limits
The driver is licensed and fully DBS checked (Police checked)
The driver is the same gender as you
The driver has good knowledge of the area and knows the best way to travel to
your destination
The driver speaks English
The vehicle has CCTV
The driver has good personal appearance
Step 1:18.00‐7:

Number of Respondents
5
3
37

Percentage of Respondents
1.61%
0.97%
11.94%

31
44
83
107

10%
14.19%
26.77%
34.52%

Q16. Thinking about the following list, please rank them in order of how important they are for you when travelling in a taxi
(Where 1 is 'Most Important' and 7 is 'Least Important')
(Least important 7)
This single response question was answered by 310 respondents.
Response
Number of Respondents
Percentage of Respondents
The vehicle is driven safely and keeps to speed limits
1
0.32%
The driver is licensed and fully DBS checked (Police checked)
2
0.65%
The driver is the same gender as you
241
77.74%
The driver has good knowledge of the area and knows the best way to travel to
your destination
5
1.61%
The driver speaks English
5
1.61%
The vehicle has CCTV
21
6.77%
The driver has good personal appearance
35
11.29%
Step 1:19.00‐1:
Q17. If you think there are any other important issues that are not included in the lists above, or you would like to tell us more about
what you view as priorities, please tell us below
This open response (Free text) question was answered by 63 respondents.
Response
Accessibility awareness. For wheelchair users. Pet friendly cabs Better
development of taxi apps to include options to be able to assign the best
vehicle and driver match to customer.
all Dean taxis drive like they own the road.

Number of Respondents

1
1

Although drivers do not use their phones whilst driving sometimes they answer
them by putting them on loud speaker and they feel this is ok. I do not know
whether this is lawful or not but they cannot concentrate if doing so. Taxi ranks
should also have good robust policies in place to deal with complaints and any
suspicions they have re safeguarding and trafficking etc.
1
As a motorist as well as a taxi user, I think taxi drivers should obey the rules of
the road specifically at night. Newcastle city centre and the short stay car park
at the Central Station are made very difficult for normal motorists due to the
way taxi drivers flout the laws.
1
Being able to take disabled passengers in wheelchairs
1
better information on how to report a driver and not just to the company etc
Cleanliness of the car.
Correct fare charged. Clear indication of fare required.
Driver doesn't smoke in the car, or has smoked in the car, as you stink when
you go into a meeting, also ability to take a card payment is pretty important,
not everyone carries cash, also confirms the cost approximately before getting
in, previous journey cost Â£7 one taxi driver wanted to charge me Â£40 for the
same journey, I ended up walking which wasn't very safe, but the difference
was too much....

1
1
1

1

Driver has disability awareness training as standard.
Drivers should not sit in the cab smoking when waiting. I don't want to smell
cigs when I get in.

1
1

For Q14 I put the fourth option last as I do not have a smart phone. If I did have
1
a smart phone I would have put the fourth option in second place.
Higher profile the better. I took a taxi in Sheffield where the driver had a colour
photocopy of his taxi licence in the front window so you could easily see it from
the outside. I thought it's a very simple but effective idea and gave me
reassurance when traveling.
1
How can a driver that is licensed in Newcastle work for a company that has its
operators licence in Sunderland ? And vice versa, itâ€™s not right, that local
authority has no knowledge or control over that driver, and more times than
not that driver has no knowledge of the area he is unlicensed to operate in.

1

I actually think ALL of these statements in each section are equally important
1
I always book local taxis . I always book over the phone via their office so that it
is on thr books. If i use a taxi thst is not pre booked and i am alone, i usually
text or ring my husband to advise him i am in the taxi and an estimated arrival
time
1
I believe it is essential to ensure for any taxi service contracts awarded (e.g.
airports, train stations) taxi drivers employed (either directly or as contractors)
of the organisation holding the contract take home at least the minimum wage
and preferably the living wage to protect them against excessive charges to
access locations granted a licence.
1
I found Q15 and 16 quite difficult to rank as some I consider to have equal
ranking. The ranking for the criminal conviction point comes with the caveat
that it would depend on the seriousness of the conviction for instance I would
not want to be in a taxi where the driver has a sexual assault type conviction.
I have given my views on speeding drivers which puts me off using taxis. If I do
use a taxi I book based on recommendations from friends
I have never had a female taxi driver. I don't think taxi drivers are very safe
from assault or theft by their customers either. I think audio recorded CCTV in
taxis should be mandatory.
I think taxis should be fitted with "black boxes" to monitor driving standards
such as speeding
I travel with my elderly mother but if I'm not there it is good for taxi drivers to
help her in and out of the car and with bags.
I would like some way to report drivers that isn't dependent upon knowing
their badge number. There must be someway of tracking who had what fare
and identify them from that.
I'd rather not hear certain types of music and I don't want to hear prejudiced
opinions
ID should be visible with number showing checks had been made by LA this
should mandatory for all taxis including UBER.

1
1

1
1
1

1
1
1

If I order a taxi in Gateshead I would expect a taxi licensed in Gateshead who
knows the local area and not a taxi licensed in a Newcastle or Middlesbrough. I
1
feel safer getting a taxi who works for a firm and not a hackney carriage.
In my experience, Dean taxis and Gateshead Central are excellent. Good quality
service and efficient booking processes. Newcastle City taxis are far less
professional.
1

Just one point primarily for GMBC. When a vehicle is licensed for private hire
only, the driver is obviously breaking the license conditions if the vehicle can be
(crucially) "deemed" to be plying for hire. I am familiar with the relevant
legislation, and, correct me if I'm wrong, but unless the legislation itself has
changed significantly within the last decade, a queue of PRIVATE HIRE vehicles
"ranked" up at the bus station of the Metrocentre, (a place without a booking
office), many miles from their booking office and, at the time of first joining the
queue, are without specified named customers, the drivers are operating well
outside of their license conditions, and without insurance.
1
Measures to ensure women feel safe travelling alone.. regular checks by
council that drivers are licences and not sharing licences, Asians monitored
more closely (this us not a racist comment) they don't all have the same moral
code.
1
Most of these options are equally important to rank them individually is
probably unfair to taxi users, The list of charges being prominently displayed in
the front and rear of the taxi is important as should details of who to contact
should you have a need to raise an issue. Having a visible working sat nav
system should the driver not know the destination is also important the car
should be cleaned regularly and should be a non smoking vehicle if the driver
smokes they should leave the vehicle to do so.
1

My journey is 12miles (19.3km) into the remote countryside after my workshift
finishes at 21.00 pm, because the last direct bus is at 19.10 pm, and the last bus
which gets me to the next village, from where I have to walk 4 miles (6.5 km), is
at 20.20 pm. I have to use a taxi up to 3 evenings per week. Because of the
remote journey in the dark, the most important thing to me is that the taxi
driver is known to me, or at least to the local company which I use, and the
second is that they know where they are going. ABOVE ALL, I DON'T WANT A
SITUATION WHERE THE LOCAL COMPANY IS FORCED OUT OF BUSINESS BY A
BIGGER COMPANY WHICH IS NOT BASED LOCALLY, AND I END UP WITH TAXI
DRIVERS WHO ARE NOT KNOWN TO ME AND WHO DO NOT KNOW THE AREA.
MY LOCAL TAXI COMPANY IS VERY PRECIOUS AND ESSENTIAL TO ME.
No
None
Personal hygiene. driver sober and not high!
Prefer driver to be polite and friendly especially if travelling alone
Safeguarding training, especially re sexual exploitation
Safety is paramount. There are some companies I would not travel with
because the cars / drivers seem unsafe
Safety of the vehicle itself within top 3
Some taxis are not very clean, and / or smell Some are too reliant on using
electronic devices to find addresses Who do you complain to if there is a
problem?
Taxi drivers seem to take road rules different to everyone else, I see them
speeding every day and undertaking traffic at speed in bus lanes, parking in the
middle of the road holding up traffic, doing u‐turns in the road holding up
traffic,
Taxi should be able to use all bus lanes are would reduce congestion
Taxi should be clean
The above are all important so very hard to rank
The council need to ensure that taxis have priority on roads to make travel
easier, there's no reason why they can't use ALL bus lanes at all times.

1
1
3
1
1
1
1
1

1

1
1
1
1

1

The driver does not use bad language. The driver does not choose the pretty
route instead of the shortest route.
The driver is courteous and polIte and agreeable. It is crucial as a disabled
person that they help me with my bag and briefcase. By doing so makes for a
more comfortable journey for me!
The driver is fully able bodied. Once got a taxi from Heworth arriving on Metro
from airport with luggage and only ta I at the rank the driver only had one arm.
No problem with his driving but my husband had to lift luggage into boot. If
Iâ€™d been on my own I wouldÂ£ have had to wait for another taxi. Also the
man had odd vision, he used a magnifying glass to check the destination but
assured us he could see ok to drive. Another occasion, with the same taxi firm,
the driver swore (4 letter words) and called the firm owners paedophiles!
Highly inappropriate. Didnâ€™t complain as we would have been identified.
Both these journeys made us feel very uncomfortable. Drivers need to be
respectful and fully aware of the areas they are driving around. Have avoided
this taxi company since these two episodes.
The driver is on time
The driver is sober!
The driver makes no calls while carrying a passenger
The drivers badge should be on display and name badge number sent to you
when booking
The order probably varies depending on whether lâ€™m using a taxi firm l
know,local to me or whether lâ€™m in another town where l donâ€™t know
the firms or the area.
The taxi itself. Often when I used to use taxis a lot, the cab had a smell of
smoke and it was obvious the driver had been smoking in there. This should not
be allowed as the smell is awful.
The taxi should be clean, well maintained and fragrant
They do not smoke
They should not lock you in the car, that's really scary. Some black cabs do that
automatically ‐ I try to avoid them if I see them on a rank.
This : â€œThe driver is the same gender as youâ€ is not correct. It should read
â€œThe driver is the same sex as youâ€. Gender is a social construct and sex is
a protected characteristic under legislation and should be used as such. Please
adhere to the law.
Vehicle need to be have licenses clearly displayed. Top signs only if hackney.
Vehicles should be clean inside and out The upholstery should be in good
condition and the belts easy to use (especially for all rear seats ).
Vehicles which are "disabled friendly "

1

1

1
1
1
1
1

1

1
1
1
1

1
1
1
1

Yes. I think the current licensing for taxis from the airport and Newcastle
central Station are unfair, possibly discriminatory and certainly bad for the
region's image ‐ tourists arriving in Newcastle should not be hit with such high
taxi fares and limited choice of accessible taxi companies. In both cases, airport
and Central Station, the taxis from the ranks charge anything up to double the
faer that a local private hire company and/or Uber charges for the same
journey. For example a journey from my house to the airport normally registers
a metered fare of around Â£18 (my local companies do a fixed fare of Â£16)
but for the return journey I've been charged anything up to Â£36 by Airport
Taxis. Also the airport's charge for pickup and drop off is a disgrace frankly, and
the current routing of traffic around Central station is a joke. Councils and the
airport should stop this short‐term greed in favour of attracting more
passengers through their facilities. I would take my own car and park at these
two facilities, but again the parking charges are astronomical.
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