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1. Aim

This paper outlines the framework for the development of a scheme within NW Leicestershire for publishing information relating to licensed driver conduct, licensed vehicle standards and Private Hire Operators or “CabSafe”.
2. Background

The need to provide information to the public is being driven by the Freedom of Information Act 2000 and all authorities already respond to requests for information in relation to public safety issues.
There is evidence from over 100 food hygiene rating schemes operating throughout the UK that indicate publicising food hygiene scores can bring about improvement in levels of hygiene. The consumer group ‘Which?’ has also found in a recent survey that there is a strong public interest for such schemes and consumers welcome information that can help them choose where to eat.  Publishing such information has been supported by both the Information Commissioner and Hampton. 
It is anticipated that publicising compliance with Private Hire Operator Conditions would increase compliance will increase safety standards of licensed vehicles. A local authority in Greater Manchester has been publicising compliance levels since April 2009. In the first 12 months, the percentage of vehicles failing the Authority’s vehicle test has decreased from 40% failure rate to a 3% failure rate. 
3. Aims of the scheme

The aim of the CabSafe scheme is:

· To provide information about the level of compliance with licence conditions to consumers in a way that is clear and easy to understand.
· To drive up the standard of licensed vehicles and drivers by encouraging licence holders to comply with licence conditions.
4. Scope of the scheme

The proposed scheme covers all licensed Private Hire Operators
The Council will continue to be vigilant in relation to legal issues and will research and address areas as they arise.

It is recognised that any score derived from the Operator Compliance audit reports is only a snap-shot at the time of assessment. This will be one of the key messages to put to consumers and licence holders in using the scheme. One of the aims of the scheme is to ensure that licence holders take responsibility for compliance and sustain compliance through out the year, not just as a response to an audit.

This scheme acknowledges that consumers need easy access to information through a website facility. The data will be accessible from the North West Leicestershire District Council website. 
The legal position is that Publication of scores on web sites is legal, even where a proprietor’s name is published in the context of identifying a premises only. This approach is consistent with the FOI Act and the Information Commissioner has ruled in favour of disclosure of inspection information when local authorities have been challenged for withholding it

5. Outline
Scoring

The scoring of the business will be based on compliance with the indicators listed at each level. A business must be compliant with all indicators to be awarded the respective star rating.
Each Operator will be allocated a star rating ranging from no stars (Failing) to 4 stars (Excellent). The 4 star rating equates to fully compliant with evidence of demonstrating good industry practice. The details of the scoring system can be found in appendix 1.

The scores will be taken from the Operator compliance inspection. Quality assurance checks will be made before the information is uploaded into the website.  It is anticipated that this will be at monthly intervals. 

Appeals against the scoring system will be dealt with by the Licensing Team Leader and Commercial Services Manager. In the case of risk ratings carried out by the Team Leader, the Commercial Services Manager and Head of Environmental Health will administer the appeal. 
Secondary Inspections

The Council is keen to ensure that there is no added burden to the licensing service in terms of additional inspections. Secondary inspections to re-assess the business will not therefore be undertaken. 

The frequency of inspection will be determined by the star rating given at the time of the inspection. The Council believe that business compliance with licence conditions should not rely on the inspection regime but is the responsibility of all licence holders to achieve compliance at all times.

Consistency of inspections

Consistency of inspections is a key challenge within the scheme. A consistency framework will therefore be produced. The Consistency Framework is made up of:

· Documented scoring system 

· Training programme

· Auditing and review

The scheme incorporates a planned programme of manager and staff training prior and during the implementation of the project. A training package will be available for further refresher training and for new staff. The training programme also incorporates private sector staff used within the local authorities.

A programme of shadowing and peer review will also be developed to aid consistency and ensure robustness of the implementation process.

Publishing the information

The current Freedom of Information Act enables public access to licensed premises inspection reports from individual authorities. When such reports are taken out of context and with little supporting information, they may be misinterpreted and risk being misunderstood. This scheme aims to provide the information in a form that is more easily understood and is clearer to the consumer. By entering the website the user will be notified that they are in effect making a FOI request for the businesses identified. 
The individual Operators scores can be accessed through:

· A certificate/sticker for Operators to put up within their premises. It will be a condition of the licence to display the certificate/sticker.
· Each certificate will detail the premises name, address, a valid from date, a signature from the Commercial services Manager and will be shown on the website.

· A sticker for Operators to display on each licensed vehicle. It will be a condition of the licence to display the sticker.

· Information on a Private Hire Operator will be available through the normal local authority channels (Freedom of Information Act, etc) either directly from environmental health services or through the local authority website. The scheme will be flexible to enable local authorities to provide additional information to support the scheme on a local basis. 

· Links from the North West Leicestershire District Council website www.nwleicestershire.gov.uk    
Publicity and media

It is important that the public are well prepared and informed about how to use the information available, the scoring system and how the information can be used to form part of the process of choosing which Private Hire Operator to use. Press releases will be issued at various stages.

Private Hire Operators will also need to be prepared, informed and supported through the implementation of the project. A press release will be issued alerting all licence holders to the introduction of the scheme. In addition a press release will be issued by North West Leicestershire DC to raise the level of public awareness. All Private Hire Operators will be included within a consultation exercise.
The scheme will be launched on DATE. A Press Release will be placed within the ‘Vision’ magazine, the local authority publication distributed to all businesses within the district. The scheme will continue to be promoted from time to time thereby ensuring that both members of the public and Private Hire Operators are aware of its existence.

Evaluation

This project is seen as a unique opportunity to secure improvements in standards within licence holders. Baseline information will be obtained before the launch and trends on improvements to the scores and rating will be monitored. 

6. Launch 

 Details of the launch have yet to be agreed.
Appendix 1 - The Scoring System 

The principles behind the scoring scheme are:

1. To provide public information on licence holder standards to allow for public choice. 

2. To provide positive encouragement for businesses to improve standards. (In line with Hampton Report recommendations).

3. Assessments to be based on primary inspections only. (The scheme does not provide any caveats to achieving a particular star status above and beyond this). 

4. The overall premises score to be derived by assessing compliance with each of the indicators listed within each level. A premises must achieve compliance with all indicators in order to be achieve each level. 
5. A 4 Star/ No Star* (5 category) approach will be used. 

6. A Star rating will not mean that a premises is fully compliant with absolutely all legislative requirements. 

7. Compliance descriptors are required for the star ratings to assist businesses in understanding how they have been judged and rated. Also to assist in understanding the general improvements required.

8. The No Star option reflects a desire from regulators that premises deemed failing and possibly the subject of significant formal action should not receive a star rating.

9. Premises with No Star will be those which are clearly failing and are, or potentially will be, presenting a public safety risk. 

We anticipate there will be a particular media and public interest in this category.

(It is thought inappropriate to make full or significant legal compliance a prerequisite to achieving any form of star rating. Principally because this would significantly increase the number of premises within this category and would reduce positive encouragement for the poorer premises and mix the clearly unacceptable with others. The latter creating local authority performance management and media communication problems).  

10. Process guidance and training will accompany the launch of the scheme.

Principles 1 to 6 above will be communicated to businesses and the public in launching the site.

Scoring System:

	Performance Level
	Compliance General Guidance *
	Star Rating

	Excellent
	Full level of compliance with conditions plus demonstrate areas of best practice.
	((((   4 Star

	Good

	Full level of legal compliance/conditions. Only minor issues not addressed. 


	(( (  3 Star

	Satisfactory
	Broadly compliant with legislation/conditions. Standards being maintained or being improved.

	((    2 Star

	Poor
	Some non compliance with legislation/conditions – more effort required.


	(    1 Star

	Failing
	A general failure to comply with legal requirements/licence conditions. 


	(((    No Star              


Scoring System (Detail)

	Level
	Indicators
	Tick when

Appropriate



	Level

4
	Excellent
	

	Records
Standards of Service

Staff

Premises
Vehicles
	ALL INDICATORS AT LEVEL 3 PLUS:

Records of bookings to include information at level 3 plus:

a) able to prove the whereabouts of any driver at any time if required to do so.


	

	
	Copies on records of all relevant documentation i.e. private hire vehicle and driver licence, MOT, insurance, DVLA driving licence and V5.


	

	
	Driver’s written code of conduct in place.


	

	
	Customer service charter in place.


	

	
	Devise and monitor compliance with corporate dress code agreed by the Licensing Officer.


	

	
	Company has taken part in the last 3 trade forums.


	

	
	At least 75% of drivers enrolled on or completed the Level 2 BTEC Award in Transporting Passengers by Taxi and Private Hire.

	

	
	Drivers who have more than one licensing conviction within a three year period will not be allowed to work from the company.


	

	
	At least 50% of drivers will be trained in basic first aid from an accredited course provider.


	

	
	All drivers of wheelchair accessible vehicles receive basic first aid training.


	

	
	All drivers must have a DSA certificate dated within the last 3 years.


	

	
	Public liability in force and displayed if premises accessible by the public.


	

	
	Annual certificate of insurance in place for all vehicles.  The policy is only changed when new vehicles/drivers are added or old vehicle/drivers are removed.


	

	
	The records for all vehicles inspected on a daily basis to include information at level 3 plus:

a) internal signage;

b) exhaust;

c) external signage;

d) plates fitted on outside and secure;

e) first aid kit complete and readily available;

f) first aid extinguisher in working order and readily available.

Record details defects found, action taken to rectify and date repaired.


	

	
	At least one wheelchair accessible vehicle operating from the company. 


	

	     Level 3 Good

	Records

Standards of Service

Staff

Vehicles

Premises


	ALL INDICATORS AT LEVEL 2 PLUS:

Records of bookings to include information at level 2 plus:

a) all modified, cancelled and no show jobs recorded.


	

	
	Private hire vehicle record to include information at level 2 plus:

a) MOT expiry details;

b) Last service date of vehicle.


	

	
	Records kept for a period of at least one year and available for inspection when requested.


	

	
	Lost property system and log in place.


	

	
	Policy for checking first aid kits in vehicles at least once a year.


	

	
	List of all drivers, vehicles, insurance and all expiries, call sign produced to Licensing Officer.


	

	
	System in place for ensuring drivers and vehicles do not work after expiry of licences.


	

	
	Reasonable assistance will be given disabled people including assisting them to enter and exit operator offices and vehicles, make bookings for particular vehicles and carry any disabled aids they may have.


	

	
	Adverts placed by the company to be approved by the Council first.


	

	
	Company has taken part in the last trade forum.

	

	
	At least 50% of drivers enrolled on or completed the Level 2 BTEC Award in Transporting Passengers by Taxi and Private Hire.

	

	
	All staff employed by the operator have received training on licensing law, how to deal with nuisance customers and how to resolve conflict.


	

	
	A policy is in place for taking disciplinary action against any driver who takes advantage of a vulnerable person.


	

	
	75% of drivers must have a DSA certificate dated within the last 3 years.


	

	
	Where in car cameras are fitted, the Council’s CCTV Code of Conduct will be complied with.


	

	
	The records for all vehicles inspected on a daily basis to include information at level 2 plus:

g) window screen;

h) horn;

i) window wipers and washers;

j) drivers wearing their badges.


	

	
	Risk assessments in place for the office and safety of passengers and vehicles.


	

	
	Fire extinguishers serviced annually and certificate produced.


	

	
	Evacuation plan of premises on display.


	

	
	All reasonable precautions will be taken to ensure that activities on the operator’s office and from vehicles do not create an unreasonable noise, disturbance or other nuisance.
	

	
	Current fare table produced and available at the premises.
	


	         Level 2 Satisfactory

	Records
Standards of Service

Complaints

Convictions

Staff

Vehicles

Premises
	Suitable book with consecutively numbered pages or on computer system that can print off details of booking.


	

	
	Booking details entered should include:

a) day, time and date of booking;

b) the details of hirer;

c) the day, time, date and location of the pick up points;

d) the location of the destination;

e) the registration number, plate number or call sign and the name of the driver allocated to the booking;

f) remarks;

g) the fare quoted for the journey.


	

	
	Record of all private hire vehicles to be kept including:

a) make;

b) model;

c) manufacturer;

d) registration number;

e) proprietor and driver(s) of the vehicle;

f) any radio call sign;

g) private hire vehicle licence number;

h) the date of expiry of the private hire vehicle licence;
i) details of insurance.


	

	
	Up to date operator driver schedule;

a) name;

b) address;

c) contact details;

d) date of expiry of PHD’s licence;

e) date of next medical;

f) date of expiry of DVLA medical;


	

	
	Record of hiring’s should be retained for a minimum of 6 months and available for inspection when requested.


	

	
	Provide prompt, efficient and reliable service.


	

	
	All private hire vehicles to attend punctually and at the appointed time and place.


	

	
	If private hire vehicle not fitted with meter, customers to be notified of the price of the journey.


	

	
	Operator to ensure that no more than agreed fare is paid.


	

	
	Premises are adequately heated, ventilated and lit and in clean and tidy condition and seating adequate.


	

	
	Radio equipment in good condition and defects repaired promptly in line with statutory requirements (copy of OFCOM licence required).


	

	
	Complaint notice displayed at premises to which the public have access.


	

	
	Suitably bound book or any other approved system to include:

a) date and time of complaint;

b) contact details of complainant;

c) name of driver(s) against who the complaint was made;

d) badge number of driver;

e) vehicle registration number;

f) facts of allegation;

g) date investigation completed;

h) action taken.


	

	
	The complaint records held and secured at operator’s business address and available for inspection.  The complaints shall be kept for a period of one year.

	

	
	Complaints outstanding after 7 days referred to licensing.


	

	
	Notify in writing within 7 days to the Council regarding any interview, arrest, conviction, caution, ASBO and fixed penalty notice.


	

	
	Notify within 7 days of any commencement or termination of employment or operation of any private hire vehicle or private hire driver including self-employed private hire driver.


	

	
	Encourage and assist drivers in reporting racist or hompphobic behaviour, verbal and physical assaults on drivers to the Police and Council.


	

	
	Take all reasonable steps to ensure that drivers comply with their private hire driver’s licence and all other statutory requirements.


	

	
	Ensure that all private hire vehicles are covered by insurance, taxed and have current MOT.


	

	
	If on fleet insurance that is renewed on weekly basis, submit a weekly log to the Council of all vehicles and drivers covered by the insurance.


	

	
	Report in writing any vehicle damage within 72 hours and the damage to be repaired within agreed timescale.


	

	
	All private hire vehicles are safe, comfortable, in a clean and tidy condition at all times and meets all statutory requirements.


	

	
	All vehicles to be inspected on daily basis and a record of inspections kept for 6 months.  All defects identified are repaired within a reasonable amount of time.  Checks to include tyres, lights, bodywork, brakes, cleanliness inside and outside and copy of insurance is on board.


	

	
	Internal and external mandatory door signs should be displayed on all vehicles at all times and the signs should be of the same design and style.

	

	
	A copy of the private hire operator conditions should be available at place of business and available for inspection if required.


	

	
	Operator to inform licensing if changes address within 7 days.

 
	

	Level 1 Poor

	1
	Weak management performance related to oversight of company


	

	
	Failing to keep booking sheets for a minimum of 3 months


	

	
	Premises in poor condition


	

	
	No public liability insurance


	

	
	Additional input from Officers required in order to meet conditions


	

	
	No procedure in place for checking expired licences


	

	
	Any evidence of sub-contracting to another company outside of the District.
	

	
	Operator not taking action to deal with drivers following complaints/breaches of conditions


	

	Level 0 Failing

	0
	Very poor management oversight of the company


	

	
	Allowing unlicensed drivers or vehicles to work from the company


	

	
	Allowing vehicles with no insurance to work from the company


	

	
	Obstruction of officers or failure to co-operate with enquiries


	

	
	Prosecution of operator for breaching conditions 


	

	
	Formal action required against operator.


	


Spread of Premises at North West Leicestershire at time of Launch
4 star:
?%
3 star:    
?%




2 star:    
?%    

1 star:     
?% 

No star:   
?%

2

