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WORK INSTRUCTION

SUBJECT: Taxi Licensing — complaints, service requests and

medicals

STATUS: Implemented

CONTENTS: Process flowchart (this process must be used in

conjunction with 06/T/08)
In all cases, the driver must know the case against
him/her and have the opportunity to respond.

Date of Implementation:

Originated Approved Date Added to manual |SIGNATURE
Original |M Seymour |L Batten/J 06/04/10
Cranford

Amend 1 |[M Seymour |J Cranford 22/12/14 | [22/12/14 JC

Amend 2

Amend 3

Amend 4

QA2
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HCO Complaint

operator
Targets: complainant informed in
writing within 10 working days

(can be further holding letter);
resolve 90% of all complaints
within 60 days.

TSO holding response
with 10 contact details

within 2 working days

Assigned to
investigating officer (10

Consider evidence
and legal advice

Valid complaint?

RIPA and CHIS :
authorisations may be Gather evidence
required before continuing | (witness
to gather evidence statements, test
purchases)

l

10 interviews operator
(under caution if offence
is suspected or during
interview offence is
suspected)

Consider evidence
(Legislation, legal advice,
police, licensing
enforcement policy

No action

Prosecution see
WI 14/04

Consider action

Refer to other
agency or
department

Suspension or
revocation - see
WI 06/T/08
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HCO Complaint

Targets: complainant informed in vehicle
writing within 10 working days

(can be further holding letter);
resolve 90% of all complaints
within 60 days.

TSO holding response
with 10 contact details

within 2 working days

Assigned to
investigating officer (10

Inspect vehicle.
Gather evidence if
necessary

No further action |¢——Yes

A

No

v

Suspend/delay
suspend pending
work compliance

test

Consider revocation
of licence

Yes

h 4

Make recommendation to
Hackney Carriage Officer or
Licensing Manager

Fault put
right?

Lift suspension j¢——VYes

A
Inform complainant of
action taken by letter,
email or phone as

appropriate

No

Consider legal
advice

Fault not corrected
after 2 months?

Hackney Carriage
Officer or Licensing
Manager interviews

proprietor/s

A 4

Record on
Uniform

Inform complainant of
action taken by letter,
email or phone as
appropriate

4CO or LM makes
final decision to
revoke

Outcome letter to
proprietor/s
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HCO Complaint
not

driver/operator/
Targets: complainant informed in vehicle

writing within 10 working days

(can be further holding letter);

resolve 90% of all complaints
within 60 days.

TSO holding response
with 10 contact details

within 2 working days

Assigned to
investigating officer (10

Decide if complaint
valid

Refer to other
agency or
department

nvestigate complaint i
necessary and resolve if
possible

Act as intermediary

Inform complainant of
Confirm HCO action taken by letter,
» email or phone as
appropriate

> position

Record on
Uniform
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Fdek

HCO Complaint
driver

TSO holding response
with 10 contact details

Assigned to
within 2 working days

investigating officer (10

f reported to police
by complainant await
outcome

Close complaint.
Refer to other
agency

Decide if complaint is valid:
Investigation by |O/other
agency/other departmen

required before continuing |4
to gather evidence

Gather evidence .
. f not licensed by
(witness ) ]
authority consider
statements, test . :
ow to investigate
purchases)

A
If necessary, 10
interviews driver (under
caution if offence is

Individual proprietors/
partnerships may need to
be interviewed separatel

Failure to attend? Conside
suspension, revocation or
prosecution

Additional training

No further action

***Suspension or
revocation - see WI
06/T/08

suspected or during
interview offence is
suspected

(Legislation, legal or
medical advice, police,
licensing enforcement
policy

Refer to other
agency or
department

Consider action

Consider other action

Warning/Caution -
see page 6

Prosecution see
WI 14/04
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HCO Complaint
driver Cont.

Consider action

Warning, Caution,
Suspension, Revocation,
Formal Warning

10 tales legal advice and
makes recommendation
to Hackney Carriage
Officer or Licensing
Manager

Hackney Carriage

Officer or Licensing

Manager interviews
driver

Inform complainant of
action taken by letter,
email or phone as
appropriate

Suspend or revoke -
see WI 06/T/08

HCO or LM agrees
ecision with HC Offic

Issue warning or .
9 Prosecution

Caution not

Record on :
caution
Uniform accepted?
—
\_/ \/
Y 10 prepares warning
10 letter (checked by ot Sianed
i prepares i Legal) for HCO or LM, not signed,
Consult with legal/ | prosecution file N Warning Yes gt t) driver mark file
Head of Dept accepted sent to driver for r
signature and return unsigned
Decide
whether to

proceed
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