(our recommendation)

Is there a need for a digital service?
Yes, there is. We’ve learnt that a digitally supported service would beneﬁt all those involved in taxi licensing.
Users’ pain points would be alleviated, and each user group has shared an appetite for a digital solution.
The service would still require an element of face to face interaction to preserve public safety and digital
assistance for those who are less digital literate.
Not all user needs are currently met by the existing
provision. For instance, operators highlighted how they
need to do tasks in bulk, but are unable to due to the
limitations of the current process. They envisage a new,
improved, digital service being able to meet their needs.
Certain processes within taxi licensing would beneﬁt from a
digital solution more than others. For example, ﬁrst-time
driver applications. Others are less suited: an operator
licence application gets so few users that it isn’t a high
priority for a digital service.
An improved digital service would lead the way for a
standardised, national solution. This would beneﬁt other
authorities, as the Local Authority survey highlighted the
ineﬃciencies and costs of the current taxi licensing process.

Insights from our Local Authority survey show 55.24% of the
98 Authorities who completed our survey would adopt a full
digital service.
However, we believe this number could be higher. Comments
from this question suggested that those who selected ‘no’ did so
as they believe some aspects of the service could never be 100%
digital.

Recommendation: A focused
discovery on new taxi driver
applications
We entered into this Discovery with the intention of assessing the viability
of a digital service which could progress into an Alpha. Due to the
discovery comprising of concurrent research streams across three
councils and a national survey, we concluded quite late on (within the last
two weeks) that going into Alpha was not viable. As the discovery phase
timescales (9 weeks) and budget were ﬁxed, it was not possible to pivot
the project to accommodate a change in focus and team requirements.
The ﬁrst discovery focused on understanding the wider services and
opportunities, and the potential for standardisation across councils.
Using these insights, we recommend a follow-on discovery to provide
speciﬁc direction for an alpha project.
During the service scoping workshop, stakeholders found more
opportunities (and more beneﬁts) to improve the new taxi driver
application process compared to vehicle licensing.
Resolving many aspects of the new driver application process will
improve related services such as renewals. It will pave the way for
improvements to vehicle and operator licences.

Recommended approach
A summary of the new proposed project approach
to expand Discovery with the aim to move into
Alpha

Discovery 1
Understand the need for a
digital service.
●
●
●

Understand the complexity of
services
Investigate user needs
Identify potential challenges
and appetite for change

✔
Complete

Discovery 2
Understand the feasibility of a
digital service for new taxi
driver applicants.
●
●
●

Reﬁne user needs for speciﬁc
service
Explore potential ‘to be’ journey
Investigate national feasibility

Alpha
Testing options by
prototyping.

Objectives of the new discovery
Increase understanding of new taxi driver application
Understand barriers, frustrations, attitudes and behaviours
for those currently in the process.

Understand what existing projects are in progress and what
lessons can be learnt from them based on survey
responses.

Understand the needs and opportunities of third parties
such as CSE course provides and DBS. Investigate
opportunities to improve.

Involve wider councils and senior stakeholders to build
momentum and buy-in to standardisation.

Reﬁne user needs and build a greater understanding of
content needs throughout the process.
Identify and prioritise opportunities within the process to
inform the ‘to be’ vision and alpha scope.
Benchmark and agree measures of success to ensure the
impact of change can be measured.
National opportunities
Verify if challenges identiﬁed between Gateshead,
Sunderland and Northumberland are also shared by other
councils outside of the region.

Feasibility
Understand the capabilities and limitations of existing
systems based on collaborative councils and survey
responses.
“It never clicked that we had so many software
tools that didn’t work together”
Northumberland Licensing Team
Understand the technology and process implications of the
‘to be’ journey.
Recommend the architecture and process required to
support a standardised national service.

Recommended team for discovery
We recommend a 12 week discovery
phase.
A 12 week discovery would allow for:
●
wider council involvement outside of the region
working in collaboration with their teams
●
an increased number of shorter collaboration
sessions, rather than lengthy days with lots of
activities
●
adequate time for in-person user research and
shadowing as we know that remote sessions
with these user types may be unlikely
●
the research to follow individuals through large
sections of the process for in-the-moment
insights
●
researchers to follow the process for themselves

Suggested team:
●

●
●

●

●

●
●

Service Designer 50% - sets the vision, purpose and
principles in collaboration with stakeholders to create ‘as
is’ and ‘to be’ service blueprints
Content Designer 30% - deﬁnes the content strategy
and sets guidelines for content creation
User Researcher x1.5 100% - plans and undertakes
research to help everyone develop a deep
understanding of service users.
BA 60% - works with the solutions architect and
stakeholders to scope the project, capture and manage
user stories.
Solutions architect 50% - works with wider council
teams to explore current systems and their purpose to
inform recommendations.
Project Manager 40% - maintains project plan and
activities
Support from each local authority - works closely with
teams to inform on current policy, processes and
challenges

Download the timeline (pdf)

Beyond discovery: alpha
If the focused discovery concludes that the digital
service is feasible, we will move into an alpha
phase. This phase will serve as a proof of concept
for standardisation on a small scale.
The alpha phase will use a test and learn methodology to
explore the highest risk areas. We will iterate potential
solutions by looking at both front-stage for the end-users and
back-stage processes and systems.

What we can do right now
This discovery has highlighted opportunities
to improve the service that each council
could do today.
Participants of this discovery have fed back
that seeing the end-to-end service, and
collaborating with internal teams and other
local authorities, has already encouraged
improvements.

Content recommendations
There are common digital content issues
across all 3 councils. Improving these would
make the existing journey much clearer.
Going forward, these pages will be critical
to moving people through the digital
service, so they need give the right
information.
Currently web pages combine lots of diﬀerent information.
Often it’s telling the user about what the council does,
rather than what the user needs to do. It would help people
trust the page content more if it was focused on one clear
user task.

Download the desk research content report (pdf)

Linking back to the user needs and our understanding of
the audience will help shape the structure and format of
the web page.
There’s an issue with accessibility – very complex language
that’s not understandable for everyone. Simplifying this
language will help a wider range of users access the
information.
All pages had a very high reading age, which is at odds with
the average reading age of the UK (around 9 years old).
Again, simplifying the language and sentences will help
more people understand the process.
In the short term
All Councils have voiced an interest in participating in a
collaborative content writing workshop. The aim is to learn
best practices and establish how their approach to content
strategy can be standardised.

Process improvements
There are multiple areas for improvement
across all three councils current processes.
Some of which could be applied in the near
future and provide initial beneﬁts to the
council.
Eﬃciency savings
The number of handoﬀs and double checking throughout
the process isn’t eﬃcient and can lead to human error.
Reducing these and encouraging staﬀ to take responsibility
will increase eﬃciency.
Other eﬃciency improvements:
●

●

Reduce the reliance on paper and the need to
process paper forms manually by entering data into
digital systems.
Provide a digital knowledge test (similar to
Gateshead,) reducing the time taken to arrange tests
and mark paper tests.

●

●

●
●

Internally operate and provide a Child Sexual
Exploitation course, available to all councils who
require CSE certiﬁcation, to reduce wait times.
Standardise the systems used to conduct tasks. This
would allow for improved internal communication and
the potential of national database of information.
Oﬀer alternative methods of pay at each council oﬃce.
Provide more authority to vehicle test stations, to
increase the eﬃciency of the vehicle licensing process.

In the short term
Consider when the DBS check is required in the process. Find
out if it can be conducted earlier to reduce overall completion
time and save costs for the applicant. Providing information
to set expectations will help, as well as using DBS Nereo to
access outcomes, and promoting the Update Service.
Local authorities can also learn from each other to improve
their processes, as each authority is at a diﬀerent stage in
their transformation of taxi licensing.

Culture and buy-in
A big challenge to the digital service is the
internal appetite for change. Motivated and
engaged people within organisations are
critical to creating successful services.
Understanding their needs means you gain
trust and support from those who make or
break service design.

Provide training and shadowing opportunities to build
conﬁdence in digital. Shadowing or conducting a Q&A
session with services which are already digital will reassure
staﬀ of change and provide useful insights into ways of
working.

Communicate up-front the purpose behind changes and
the beneﬁts of any proposed changes. This will help others
outside the projects understand the need for change.

Consider how to share the work nationally, such as at an
expo or follow-on event.

Involve wider teams in discovery and alpha. This will make
research insights visible, and build empathy for change
within teams.

In the short term
Showcase the work to date to wider teams within each local
authority and encourage their engagement.

Communication
Applicants aren’t aware of what they need
to do, how to do it, or what to provide at the
beginning of their journey. Providing clarity
early on will help a more informed and
painless user journey.
Many of the applicants seemed to be unaware of why they
were required to provide information or attend meetings.
They felt they were often duplicating eﬀort.
Communicate who does what, and explain why each task is
necessary to the service. Being transparent and deﬁning a
clear purpose will help improve the applicant’s
understanding and develop a trustworthy relationship.

“We know that communications need to be
improved, but we’re not sure how”
Gateshead Licensing Team

Applicants shared how they often need to communicate the
same problem or query multiple times, resulting in this
user need: 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.
Aim to reduce the number of face-to-face touchpoints in
the end-to-end journey. Travelling and attending
appointments can be costly, time consuming and impact on
an applicant’s day to day work.
In the short term
Licensing teams should provide a dedicated team member
to process an application throughout the applicant’s
journey.
Gateshead have already adopted this approach and have
received positive feedback from applicants. This would also
help reduce the perception that the Councils are diﬃcult to
contact, as applicants would have a single-point of contact.

Further research opportunities
Our discovery research activities
highlighted further research opportunities.
End-to-end residents and taxi driver journey
Conduct research with residents and taxi drivers to
map their end-to-end journey with a focus on public
safety. This could feed into proactive activities to
improve public safety and reassurance. Taxi drivers
also fed back that their own safety is also important,
and could encourage more applicants.
Participatory sessions with taxi drivers and
operators
The discovery research highlighted discrepancies on
expectations and responsibilities between taxi drivers,
operators and licensing staﬀ. Participatory sessions
with these groups would allow topics to be explored
collaboratively and a common language created to
clearly communicate roles and responsibilities. The
insights could also inform service improvements and
hypotheses to explore during alpha.

Research third party content needs
During discovery a number of third-parties were
identiﬁed. Research could be conducted
independently to begin to improve the collaboration
and information provided and received from these
parties. This would improve the service eﬃciency and
standard.
These third-parties are:
●
GPs – ensure the correct information is received
ﬁrst time from GPs conducting the taxi driver
medical assessment.
●
Job centre – ensure the correct information is
provided to potential applicants set
expectations about the process..
●
Operators – support operators in supporting
those with low digital literacy. Ensure the
correct information is provided to potential
applicants.

