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Customer First Analysis:  
Future Provision of Community Advice Centre Services (Report to Cabinet) (title ?) 

 
1. Purpose 
 

 What are you trying to achieve? 
 
We wish to revise the  taxi policy for the Borough, pulling all taxi policy  into one, more user friendly 
document. We also wish to update our convictions policy to better reflect concerns re CSE and make it 
more consistent with other Boroughs. We also want to introduce an intended use policy to restrict the 
scope for “cross bordering2 activity by hackney carriages, mainly because of difficulties in 
enforcement. 
 

 Who defines and manages it? 
 
The draft policy has been put together by the Licensing Manager with support from the Executive 
Director (Legal and Democratic Services). The policy must however be approved by the Cabinet 
before it becomes formal Council policy. 
 

 Who do you intend to benefit from it and how? 
 
The policy will benefit: 

 The public: The changes are intended to promote public safety by ensuing high standards in 
the Borough’s taxi and private hire provision. The policy is intended to ensure consistently 
good standards across the Borough’s taxi and private hire fleet enabling  the public to be 
confident that a Hyndburn licensed vehicle is road worthy and driven by a fit and proper 
person. A key driver behind the policy is to introduce and update the relevance of convictions 
and cautions,  thus helping to ensure public safety, both for those using taxi’s and for other 
road users. 

 The trade: a clear, written policy will promote consistency, transparency and fairness in 
decision making, thereby ensuring a “level playing field” for all licensees and license 
applicants. Promoting public confidence in the Borough’s taxi should also, ultimately, be good 
for the taxi trade by encouraging taxi usage. The trade should also benefit from the removal of 
the EU emission target and the proposal to licence LPG vehicles 

 The Council: a clear written policy will promote consistency and fairness in decision making. 
The policy will provide comprehensive written guidance for officers, replacing reliance on 
custom and practice in some areas.  

 

 What could prevent people from getting the most out of the change? 
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The Council will need to focus on enforcement and compliance to ensure that the standards set out in 
the policy are adopted and complied consistently across the taxi and private hire trade in the Borough. 
This ensures fairness to the trade, as well as promoting public safety. 
 

 How will you get your customers involved in the analysis and how will you tell people about it? 
 
The proposed new policy has been the subject of consultation for 12 weeks. Details of the consultee’s 
and their responses are set out in the report.  
 
 
2. Evidence 
 

 How will you know if the policy delivers its intended outcome? 
 
No legal challenge to the policy. 
A decrease in the level of policy and procedure related complaints from the taxi trade. 
A decrease in the level of taxi and private hire related complaints from the public. 
Better performance and improved vehicle maintenance by taxi and private hire vehicles in 
enforcement and compliance  operations and roadside safety checks resulting in fewer vehicles failing 
or being found to have defects.  
A better vehicle pass rate at MOT 
 

 How satisfied are your customers and how do you know? 
 
The Council consults periodically with representatives of the taxi and private hire trade and has 
consulted in respect of the draft policy. The trade would, perhaps predictably, like less regulation. The 
Council is however required to balance the interests of the taxi trade (which provides jobs and a 
valuable service in the Borough) against the needs of the travelling public, particularly in respect of 
public safety. There is a legitimate public expectation that taxi’s will be in a safe and roadworthy 
condition and that taxi drivers will be fit and proper persons to hold a position of trust, often 
transporting vulnerable people such as lone females, younger people, the disabled and the elderly. 
 
Public satisfaction is largely assessed from complaints received in respect of taxi matters. 
 

 What existing data do you have on the people that use the service and the wider population? 
 
We have information from an unmet needs assessment carried out in 2012. We have information 
about the ethnicity of our drivers, many of whom come from the BME community. We do not have 
systematic information about the users of taxi services. We know, however, that taxi’s are used by 
people within the equality target groups, such as older people, young people, people with disabilities 
and women, sometimes travelling alone and / or late at night. Taxi drivers are in a position of trust and 
ensuring the safety of the travelling public is the prime concern. 
 

 What other information would it be useful to have?  How could you get this? 
 
 

 We have carried out a consultation exercise and details of the responses are set out in full in 
the report. It would have been better to have had a greater response form the public but these 
are complex issues, making meaningful engagement difficult and expensive.  
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 Are you breaking down data by equality groups where relevant? 
 
Not sure this is relevant in respect of the taxi trade – the same rules and standards should apply 
regardless of the equality group status of the license holder or license applicant, as public safety is the 
paramount issue. However, provision has been made in the policy where possible for drivers with 
disabilities. 

Taxi’s are used by all sections of the community, but we do not operate the taxi’s and cannot gather 
definitive user data. We have information from an unmet needs assessment carried out in 2012, but 
this does not give detailed information about the equality target groups. Although we do not have 
systematic information about the users of taxi services, we know  that taxi’s are used by people within 
the equality target groups, such as older people, young people, people with disabilities and women, 
sometimes travelling alone and / or late at night. Taxi drivers are in a position of trust and ensuring the 
safety of the travelling public is the prime concern. 
 
 

 Are you using partners, stakeholders, and councillors to get information and feedback? 
 
Yes – details of the consultation undertaken so far is given in the report to Cabinet. Further 
consultation will be carried out on specific issues with a view to further engaging with the trade and 
with the public. 
 
3. Impact 
 

 Are some people benefiting more – or less - than others?  If so, why might this be? 
 
No – but see 4 below 
 
4. Actions 
 

 If the evidence suggests that the service benefits a particular group is there a justifiable reason 
for this and if so, what is it? 

 
Not applicable 
 

 Is it discriminatory in any way? 
 
Not applicable 
 

 Is there a possible impact in relationships or perceptions between different parts of the 
community? 

 
A significant number of those in the taxi trade in the Borough come from the BME community, so that 
element of the community may perceive that the policy has a disproportionate effect or impact on 
them. However, taxi policy cannot be differentiated on the basis of ethnicity and will apply uniformly 
across the Borough. Any impact can be justified. As stated above, the Council is required to balance 
the interests of the taxi trade (which provides jobs and a valuable service in the Borough) against the 
needs of the travelling public, particularly in respect of public safety. There is a legitimate public 
expectation that taxi’s will be in a safe and roadworthy condition and that taxi drivers will be fit and 
proper persons to hold a position of trust, often transporting vulnerable people such as lone females, 
younger people, the disabled and the elderly. 
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 What measures can you put in place to reduce disadvantages? 
 
None 
 

 Do you need to consult further? 
 
No 
 

 Have you identified any potential improvements to customer service? 
 
Yes. The policy should promote fairness and consistency in decision making, which will ultimately 
benefit the trade. There will also be greater transparency about decision making, as the policy will be 
made available online. 
 
It is hoped that the policy will also raise standards in the Borough, thereby benefiting the travelling 
public. 
 

 Who should you tell about the outcomes of this analysis? 
 
The report will go to the next Cabinet, meeting along with the analysis. The trade will also be made 
aware of any changes to the Council’s rules and procedures. 
 

 Have you built the actions into your Business Plan with a clear timescale? 
 
Yes 
 

 When will this assessment need to be repeated? 
 
Before any further changes to taxi policy are implemented. 
 

 


