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.
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