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Vision 
 
To encourage and promote through the YORK TAXI ACCREDITATION 
SCHEME (YTAS)  the consistent delivery of high standards of service to all 
sectors of the community who travel by taxi. 
 
Objectives 
 
Members will: 
 
Treat all customers with respect and courtesy and deliver the high standards 
set out in the scheme. 
 
Ensure that, whatever the personal circumstances of the customer are, they 
are driven to their destination safely, comfortably and with respect. 
 
Ensure that all customers are made aware of the standards of service they 
can expect and what to do if they do not receive it. 
 
Support the benefits of the scheme to all sectors of the community and within 
the trade to enhance public confidence in travelling in an accredited vehicle or 
with an accredited driver. 
 
 
Steering Group 
 
Role 
 
A Steering Group will oversee the operation of the YORK TAXI 
ACCREDITATION SCHEME, including but not restricted to: 
 

• The content of the scheme 
• Marketing the scheme 
• Establishing and monitoring performance indicators 
• Arranging for the publishing of results 
• Arranging for consultation on the terms and conditions of the scheme 
• Arranging for the monitoring of customer satisfaction 
• Ensuring continuous review and assessment of the scheme 
• Administrating the complaints system 
• Undertaking the necessary audit and assessment of applicants and 

scheme members 



 
 
 
Steering Group Membership 
 
The Group will comprise of members taken from the hackney carriage and 
private hire trade, access groups, CYC licensing, transport and trading 
standards 
The Steering group Chair will be elected from Group members 
 
 
 
Who can apply ? 
 
Private Hire Companies licensed by the CYC 
 
Hackney Carriage Drivers and companies licensed by the CYC 
 
Those who supply evidence as required to demonstrate compliance with the 
service standards set out in the scheme 
 
Those who agree to an initial audit of their practices and continuous 
monitoring of their compliance with the scheme 
 
 
Commitment from CYC Licensing Services 
 
Licensing will provide 
 
A fair and impartial service to both consumers and members of the scheme. 
 
The display of the terms and conditions of the scheme on the Councils 
website 
 
A contact database for all members 
 
An assurance that all complaints received about a members business will be 
handled in accordance with the complaints procedure 
 
Undertaking the administration and marketing of the scheme. 
 
 
Members Commitment 
 
Comply at all times with the terms and conditions of the scheme 
 
Comply with the spirit and letter of all relevant taxi licensing or other relevant 
legislation or code of practice 
 



Train staff and drivers to ensure they know, and are able to carry out their 
work in line with the law , the schemes objectives and any internal customer 
standards. 
 
Attend meetings and training as provided by the scheme 
 
Provide details of the scheme by displaying the logo on vehicles and business 
stationary 
 
Provide information in accordance with the Customer Contract procedure 
 
Deal with all complaints in accordance with the Complaints procedure 
 
 
 
 
Standards, terms and conditions 
 
Training and competence 
 
All drivers whether individual members or working for a  company covered by 
the scheme must undertake Disability Equality Training (DET) level 1 provided 
through the scheme. This involves working through an online training 
package. 
 
On joining the scheme  all individual members shall have completed the DET 
level 1 training. To allow for driver turn over  90% of all company drivers shall 
have completed the training to be accepted as members.  
 
After acceptance into the scheme, companies shall ensure that all drivers new 
to the company are trained within ???? weeks of joining. 
 
Need to consider any further training required in disability equality particularly 
regarding specific practical skills aimed at the trade.   
 
 
 
Customer Standards 
 
Booking 
 
The person taking any booking shall: 
 
Be polite and courteous 
 
Accurately record passenger requirements 
 
Advise of an accurate arrival time, passenger to be updated if running late. 
 



Be prepared to send female driver if asked and possible 
 
Advise if fare is to be charged by meter or distance. 
Where a meter is not fitted a price must be agreed at the time of booking. 
 
Ask if there is any strict deadline to meet  ie catching trains or hospital 
appointments and advise on appropriate departure times having regard to 
local traffic conditions 
 
 
 
Any passenger disadvantaged by error or delay (company/driver), to be fully 
compensated. On the condition the passenger adhered to company 
guidance/policy, at the time of booking. 
 
 
 
 
Vehicle Arrival / Pick up 
 
The driver shall: 
 
At all times be courteous and respectful to the customer 
 
If picking up from home or other premises, notify customer that you have 
arrived by phone or calling at the premises at the appointed time ( not earlier) 
 
Introduce him/herself by name and company if appropriate 
 
At all times offer to help the customer transporting luggage, shopping, 
wheelchairs etc from premises and loading same into the vehicle. 
 
Ask the customer if they require assistance to enter the vehicle and provide if 
requested and in particular: 
 
Always ask before physically touching a customer to assist with access and 
egress 
 
Where the customer has mobility difficulties offer to fit an additional step if 
there is one and offer the use of a swivel seat if there is one 
 
 
Where a customer has visual impairment: 
 

• advise whether the vehicle is a saloon or purpose built taxi,  
• advise on the direction of facing of the vehicle, 
• if required place the customers hand on the roof and open door of the 

vehicle. 
• make sure they are seated and have secured the seatbelt before 

moving off. They may like help with the belt. 



• remember assistance dogs are trained to remain on the floor of a 
vehicle. Refusal to carry an assistance dog is likely to be a 
contravention of the law. 

 
 

Where a customer is deaf or hard of hearing : 
 

• look at them when speaking, speak clearly, and not shout. 
• always have a pad of paper and a pen available as sometimes it is 

easier to communicate in writing. 
• make sure the customer is aware that their instructions are understood 

and that you know where you are going 
 
 
Not start the meter until the customer is sat in the vehicle and ready to move 
off unless the customer is over 5 minutes late in arriving. 
 
Be of a clean and smart appearance. Dress code to include formal long 
trousers, shirt/blouse (with collar) and formal shoes. No sports-wear, casual-
wear and head-wear.    
 
Maintain their vehicle in a clean and tidy condition both inside and out. 
 
Provide a pleasant environment in which to transport the customer, and in 
particular: 
 
During the journey 
 
The Driver shall: 
 
Not consume food or drink in the licensed vehicle when transporting 
passengers. 
 
Not smoke in the vehicle 
 
Seek the customers approval for the playing of music /radio during the 
journey. 
 
Advise any visually impaired customer of notable points in their journey. 
 
Seek approval of all customers  for a change of route if the most direct one is 
not the most appropriate ie road works or a vehicle accident or breakdown.  
 
End of Journey 
 
At the end of the journey the driver will stop in a safe place to allow the 
customer to alight. 
 



The meter shall be stopped and totalled when the vehicle is brought to a halt 
at the destination. The meter will be stopped, but continue to show the 
amount due until the customer has paid, then the meter will be cleared. 
 
For visually impaired customers the driver shall: 
 

• tell the customer the fare and count out any change given. 
• set the customer down in a safe place and make sure they know where 

they are going. Assist if they would like to be accompanied to the 
entrance of a nearby building. 

 
 
The driver shall at all times offer assistance to the customer with unloading  
luggage shopping and other items out of the vehicle and to the premises door. 
 
Drivers shall when requested explain the fare chart to the customer. 
 
The driver shall offer a receipt to the customer. 
  
 
Drivers of Wheelchair accessible vehicles 
 
In addition to the above: 
 
All drivers of wheelchair accessible vehicles shall have completed the Driving 
Standards Agency practical wheelchair assessment. 
 
Pull up as close as possible to the kerb 
 
Ask the customer if they would like to use ramps if fitted 
 
If necessary make more cabin space by moving seats 
 
Insist that the passenger travels in the correct position as recommended by 
the manufacturer/conversion company 
 
Always make sure the wheelchair brakes are on 
 
Secure the wheelchair and suggest the passenger wears a seatbelt 
 
Avoid sudden braking and acceleration 
 
Unload the wheelchair backwards and ask the passenger if they would like 
the brakes applying once unloaded 
 
Leave the passenger in a safe and convenient place which enables them to 
move away independently 
 
 
 



 
 
Customer Complaints 
 
Members will ensure that all complaints are dealt with quickly and effectively, 
keep complainants fully informed of developments and maintain records of 
actions taken. 
 
 
General  
 
Members will have a customer complaints procedure, which ensures that 
complaints are dealt with promptly, courteously and effectively, whether 
received directly from the consumer or from some other intermediary acting 
on their behalf 
 
An appropriate person/s in the members business will be nominated to deal 
with complaints 
 
The schemes complaints panel shall consist of 3 persons, a representative of 
the council, a representative of the taxi/private hire trade and a representative 
from a recognised customer representative group. The panel shall only deal 
with issues in relation to the terms and conditions of the scheme. 
 
Where there is an alleged criminal offence the complaint will be dealt with by 
the appropriate statutory body. 
 
Complaints Procedure 
 
All complaints ( other than criminal) shall be made in the first instance to the 
member complained about ie self employed driver or operating company for 
resolution 
 
Where a complaint is received the member shall make a record of the 
complaint and the action taken to resolve it .  
 
(Should we produce a record book for each member ?) 
 
The member shall supply to the complainant a copy of the schemes leaflet 
which indicates what they should do if the complaint is not resolved to their 
satisfaction. 
 
Where the complaint is not satisfactorily resolved by the member it shall be 
referred either by the member or the complainant to the Schemes complaints 
administrator. 
 
The schemes administrator shall determine the most appropriate course of 
action which maybe : 
 

a) to dismiss the complaint 



b) to intervene and mediate  
c) to refer to the complaints panel 

 
 
 
 
 
Membership and Appeals 
 
 
Private hire companies and hackney carriage drivers who meet the Schemes 
conditions and demonstrate commitment will be eligible for membership, 
which is renewed annually 
 
Private hire companies and hackney carriage companies or drivers who apply 
for membership will pay an initial joining fee and annual renewal fee. Fee 
levels are to be set by the Steering group members to cover costs and are 
non refundable 
 
Members will be entitled to display a membership certificate and may use the 
membership logo on business documents, local advertising and websites. 
 
 
Non Compliance 
  
 
Membership of the scheme will be removed in the event of the following 
 

• Evidence of a serious breach of the terms and conditions A serious 
breach would be one that jeopardises the reputation of the scheme 

• A breach of the terms and conditions on 3 occasions in any 12 month 
period- this will include all minor or technical infringements of the 
scheme 

 
Any decisions to remove a member from the scheme shall be taken the 
complaints panel. Any member removed from the scheme shall not be 
allowed to reapply for membership for a period of at least 2 years as 
determined by the complaints panel. 
 
Minor infringements maybe more appropriately dealt with by warnings, 
retraining, or some other corrective measure as determined by the complaints 
panel. 
 
Appeals against the decision of the complaints panel shall be determined by 
an arbitration panel which shall comprise of 3 further members of the steering 
group who were not involved in the original decision.  
 
 
 


