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Appendix 3
COMPLAINTS RELATING TO HACKNEY CARRIAGE AND PRIVATE HIRE DRIVERS
FROM NOVEMBER 2009 TO DECEMBER 2010

SUMMARY
RESULTS

There were 42 complaints in total against licensed drivers for the period of Nov 2009 to Dec 2010.

28 Complaints against licensed private hire drivers

14 Complaints against licensed hackney carriage drivers

Other complaints relate to both licensed hackney carriage/private hire vehicle proprietors and drivers in general.  For example, a complaint claiming  ‘a large number of private hire drivers allegedly plying for hire’-whilst officer time is spent investigating the complaints, there may be, insufficient evidence which often results in the individuals being unidentifiable.  

COMPLAINT TYPE
4 complaints of plying for hire                                                                 2 complaints alleging driver has medical condition

11 complaints of abusive/threatening behaviour                                     2 complaints of poor/dangerous standard of driving                                           

 1 complaint of poor knowledge of area                                                  2 complaints of smoking in vehicle               

5  complaints of overcharging                                                                4 complaints of theft

1 complaint of refusing to carry an assistance dog                                1 complaint of poor knowledge of w/chair handling

COMPLAINT CODE
	1
	PLYING FOR HIRE
	14
	PROBLEM WITH TAXI RANKS

	 2
	ABUSIVE/THREATENING BEHAVIOUR 
	15
	SEATBELTS 

	3
	POOR/DANGEROUS STANDARD OF DRIVING
	16
	POOR KNOWLEDGE OF AREA 

	4
	TOUTING
	17
	THEFT

	5
	POOR VEHICLE STANDARDS
	18 
	INSUFFICIENT KNOWLEDGE OF WHEELCHAIR HANDLING

	6
	OVERCHARGING
	19
	VEHICLE NOT DISPLAYING COUNCIL DOOR SIGNS

	7
	ASSISTANCE DOGS
	20
	PROBLEMS WITH EXECUTIVE USE ONLY VEHICLES

	8
	SEXUAL ABUSE
	21
	MISCELLANEOUS

	9
	NOISE DISTURBANCE
	22
	NOT WEARING  DRIVER’S BADGE

	10
	PHYSICAL INJURY
	
	

	11
	PARKING ISSUES 
	
	

	12
	MEDICAL ISSUES
	
	

	13
	SMOKING IN VEHICLE
	
	


	DATE COMPLAINT RECEIVED
	COMPLAINT TYPE

*(SEE CODE)
	COMPLAINT DETAILS
	DATE COMPLAINT RESOLVED
	ACTION TAKEN
	SUBJECT OF COMPLAINT  

	17.11.2009
	3
	Dangerous driving by PHD
	19.12.2009
	Driver identified and interviewed by LEOs-issued with written warning.
WYP advised – issued driver concerned with a verbal warning.

Complainant advised of outcome
	Individual PHD
= 1

	30.11.2009
	16 & 3
	Insufficient knowledge of area

Poor standard of driving
	26.01.2010
	Driver identified and interviewed.

Previous complaint of similar nature on driver file, therefore driver sent for DSA test and also to undertake Knowledge Test.

Complainant advised of action taken


	Individual PHD 

= 2

	21.12.2009
	2
	Inappropriate behaviour by PHD-allowed a drunk male in his phv together with female passenger who was already in vehicle and didn’t know the male.
	20.01.2009
	Driver identified and interviewed

Due to PHV not having central locking- the drunken male just jumped in the vehicle whilst it was stopped –was not invited by PHD who made him leave the PHV.

Driver of previous good character-complaint not upheld.
Complainant advised of action taken.
	Individual PHD
= 1

	11.01.2010
	17
	Theft of jumper from shopping bag left in Hackney Carriage
	18.01.2010
	HC ranks checked and vehicle found by LEO

No sign of shopping bag in vehicle

Driver claims he has not seen it

Insufficient evidence

Complainant advised of action taken
	Individual
HCD

= 1

	16.01.2010
	3
	PHV driving dangerously-knocked complainant off his bike
	01.02.2010
	Driver and vehicle identified.

All details forwarded to WYP.

Complainant advised to deal with WYP directly as an offence may have been committed.

(regular complainant)
	Individual PHD

= 1



	25.01.2010
	13
	Driver seen smoking in vehicle
	29.01.2010
	PHO records inspected

Driver identified and interviewed

Driver issued with FPN and warned of future conduct.

Complainant advised of action taken 
	Individual PHD

= 1

	04.02.2010
	18
	Wheelchair passenger incorrectly secured in HCV
	03.03.2010
	Vehicle and driver identified 
Vehicle checked by LEO to ensure all straps present in vehicle – all ok.

Driver interviewed –sent on wheelchair assessment exercise at DSA.

Complainant advised of outcome. 
	Individual HCD
= 1

	08.02.2010
	2
	HCV at beginning of rank refused carriage to w/c passenger 
	12.02.2010
	Driver identified and interviewed

Driver disputes refusing carriage to passenger - HCV was first in queue at rank therefore could not get rear loading access for passenger so asked her to go in HCV further down rank.

Complaint not upheld

Regular complainant-advised of action taken.
	Individual HCD 
= 1

	08.02.2010
	2
	Parking Enforcement Officer verbally attacked by PHD.
	04.03.2010
	PHO records inspected and driver identified.

PHD licence suspended with immediate effect .
Statement obtained

Driver interviewed.

Previous good character so licence re-instated with written warning.

Complainant satisfied with outcome.
	Individual PHD
= 1

	09.04.2010
	17
	Theft of luggage from passenger
	15.06.2010
	Statement obtained from complainant-issue relates to his son who has special needs.

HCD identified and interviewed.  He claims that passenger agreed to leave luggage as he had no money-was agreed it would be returned when he made payment the next day.

Complainant not sure if this occurred due to son’s special needs- does not want to pursue the complaint.

Complaint not upheld however driver reminded of attitude towards public.
	Individual HCD = 1


	12.04.2010
	17
	Theft of mobile telephone taking in lieu of payment but not returned and sold by PHD
	28.05.2010
	PHO premises visited and driver identified from records.

Driver interviewed-claims he sold the phone due to complainant not returning to base to pay the fare.

Mobile telephoned recovered by PHD and returned to customer

Driver issued with written warning concerning his conduct
	Individual

PHD

=1

	30.04.2010
	12
	Allegation that PHD has medical condition – Bipolar
	12.05.2010
	Driver File checked and medical certificate verified.

Driver interviewed by LEOs

Complaint not upheld-suspect malicious
	Individual PHD

= 1



	25.05.2010
	2
	Alleged sexual conversation by PHD to female passenger 
	28.07.2010
	PHO premises visited and driver identified
Witness statement obtained

Driver interviewed-Allegation denied

Complainant wants no further action taking
	Individual
PHD

=1



	28.05.2010
	6
	Alleged overcharging by PHD
	02.06.2010
	No prior fare agreed between passenger and driver.  

Procedure explained to customer

Fare charged was not excessive for journey taken.

Complaint not upheld

Complainant satisfied with outcome.
	Individual

PHD

=1

	01.06.2010
	12
	Complaint claiming licensed driver has serious medical condition
	07.06.2010
	Driver interviewed by LEOs

Letter obtained from driver’s consultant confirming that he is able to drive as a PHD

Check carried out on DVLA licence – all ok

Suspect malicious complaint from ex-wife

Complaint not upheld

Complainant advised of outcome
	Individual 

PHD

=1



	04.06.2010
	17
	Theft of wallet from passenger  by PHD
	08.06.2010
	PHO premises visited and driver identified.

Spoke with controller who was on duty at the time of the incident.  The driver handed the wallet into her straight after the journey.  The wallet had fallen out of the passengers back pocket as he was doing a runner from the car without paying!

Complaint not upheld

Complainant’s father advised of details of incident – apologised for his son’s behaviour and visited the PHO premises to reimburse the driver 
	Individual 

PHD
=1

	07.06.2010
	3
	Dangerous driving by PHD
	11.06.2010
	Complainant advised that the WYP has jurisdiction if he wants any legal action taking.  He does so he will contact the WYP directly.
	Individual 
PHD

=1

	14.06.2010
	2
	Sexual conversation with minor female passenger
	02.09.2010
	PHO premises visited and driver identified
Records obtained

Letter sent to driver suspending phd licence

Statement obtained from Access Tsp Manager, social worker and foster carer.

Driver interviewed – denies allegations

Complaint upheld

Driver’s licence revoked
	Individual 
PHD

=1



	21.06.2010
	3
	Dangerous driving by HCD resulting in elderly female passenger being hurt 
	16.09.2010
	Letter sent to HCV proprietor to id driver
Driver identified and interviewed

WYP advised of incident due to driver failing to report the accident.

None of the passengers were wearing seatbelts so when driver had to brake suddenly to avoid a cat, one of them fell to the floor and bruised herself.

Driver issued with a written warning and advised to always ensure passengers wear seatbelts.

WYP not taking any further action against the driver.

Complainant satisfied with outcome  
	Individual

 HCD
=1

	19.07.2010
	1
	Alleged plying for hire outside Tesco supermarket
	14.10.2010
	PHO premises visited and  driver identified

Complainant refuses to make a statement and ignores all correspondence.

Suspect malicious complaint

No further action taken 
	Individual

PHD

=1

	23.07.2010
	6
	Complaint of overcharging due to HCD not taking shortest route
	24.08.2010
	HCV proprietor written to by LEOs to id HCD
Driver identified and interviewed

He states that he took an alternative route through Halifax town centre due to buses blocking street.  This may have resulted in a 75pence extra charge, however it would have exceeded this amount if he had waited in stopped traffic due to the blocked access.

Complaint not upheld

Complainant advised of outcome.
	Individual

HCD

=1

	26.07.2010
	2
	Claims PHD was verbally abusive and assaulted complainant’s mother
	08.09.2010
	Complainant advised that Licensing will take action once outcome of WYP investigation is known.

WYP advise that the subject is known to them and is an alcoholic.  They are taking no further action and do not believe allegations.
Complainant asked for further information. Refuses to supply any information therefore no further action taken.
	Individual 

PHD
=1

	12.08.2010
	3
	Dangerous driving by HCD
	18.08.2010
	Letter sent to HCV proprietor to id driver
Driver interviewed re complaint-denies all knowledge of incident.

Insufficient evidence for complaint to be upheld

Complainant advised of outcome
	Individual
HCD

=1


	18.08.2010
	3
	HCD poor standard of driving didn’t know directions
	09.11.2010
	Letter sent to HCV proprietor to id driver

Driver interviewed re complaint

Driver relatively new and admits he did not offer the service expected.  Admits using mobile telephone whilst driving.

HCD  undertook  another knowledge test set by LEO

Issued with written warning relating to his conduct.

Complaint upheld-complainant advised.
	Individual 
HCD

=1

	21.08.2010
	2
	Claim that PHD witnessed verbally abusing a young female by witness
	20.10.2010
	PHO premises visited and driver identified from records.

Driver interviewed 

It was the driver’s daughter whom he was arguing with.

Driver reminded of professional conduct expected of him at all times.

Warning letter issued re future behaviour

Complainant satisfied with outcome 
	Individual 

HCD

=1

	27.08.2010
	6
	Complaint of overcharging by HCD
	02.12.2010
	Letter sent to proprietor to id driver

Driver interviewed concerning complaint-breakdown in communication as driver claims he followed directions given by customer to Birstall however he missed a turning which resulted in a longer journey.

Driver to refund customer the additional money charged from what is normally paid.

Complainant satisfied with outcome 
	Individual HCD

=1



	31.08.2010
	18
	Complainant claims his wife was not secured correctly in HCV and driver was unhelpful
	12.10.2010
	Letter sent to proprietor to id driver
Driver interviewed

HCV inspected and w/chair equipment inspected.

Driver has attended the wheelchair course carried out by DSA.

No previous complaints or problems with this driver.

Complaint not upheld

Complainant advised of outcome 
	Individual

HCD

=1 


	07.09.2010
	3
	Claims involved in an accident with a PHV 
	08.09.2010
	Complainant advised that the complaint would come under the jurisdiction of  WYP and insurance company.  Details of vehicle will be released upon request by WYP
	Individual 

PHD

=1

	14.09.2010
	3
	PHV involved in collision with member of public then refuting the accident after the event
	22.09.2010
	Customer advised to report details of incident to WYP. 

Licensing will investigate once WYP has concluded its investigation.

Insufficient evidence for further action from WYP

Insufficient evidence for the complaint to be upheld

Complainant advised of outcome 
	Individual 

PHD

=1


	14.09.2010
	6
	Claims short changed by  50p by HCD
	29.09.2010
	Letter sent to proprietor to id driver
Two regular drivers of vehicle-both spoken with by LEOs.

Driver unaware that he had short changed anybody and apologises if that was the case.

Complainant advised that there is insufficient evidence to uphold the complaint however the drivers have been spoken to.

Complainant satisfied with outcome of complaint
	Individual
HCD

=1

	23.09.2010
	7
	Refusal of carriage for customer with guide dog
	02.11.2010
	Witness statement obtained from complainant
PHO premises visited and driver identified

Driver interviewed-denies refusing carriage

Complaint upheld 

Driver reported for prosecuted –case pending
Complainant satisfied with outcome

Disability partnership made aware of details of complaint and subsequent investigation
	Individual
PHD

=1

	29.09.2010
	1
	PHV regularly plying for hire in Halifax town centre
	16.11.2010
	Suspect this is dispute between HCDs and PHDs over a contract in the town centre for the Ice Bar,

PHO records checked which confirm a booking for the call.

However, PHD issued with warning of action which will be taken if he is found to committing the offence of plying for hire at any time.

Complainant advised of outcome
	Individual 

PHD

=1



	05.11.2010
	3
	Claims standard of PHDs driving was both dangerous and appalling
	18.11.2010
	Complainant advised that details of incident forwarded to WYP as they have jurisdiction & offences may have been committed under the Road Traffic Act.
Driver of vehicle issued with verbal warning by WYP

Driver of vehicle issued with warning by Licensing
	Individual 
PHD

=1

	08.11.2010
	2
	Allegation that PHD threatened with violence by HCD in Sowerby Bridge area
	22.12.2010
	WYP dealing with incident of threatening behaviour.
Advised by WYP –no further action to be taken.  Not enough evidence to substantiate either side of story.

No further action taken by Licensing 
	Individual 
HCD

=1

	22.11.2010
	13

5

22 
	PHD seen smoking in licensed vehicle

Also that the vehicle was very dirty and smelt

Also that the driver was not wearing his badge. 
	01.12.2010
	PHO premises visited by LEO to id driver

Vehicle inspected by LEO – all ok.

Driver issued with written warning for not  wearing badge

Issued with FPN for smoking in vehicle.
	Individual

PHD

=1

	22.11.2010
	6
	Complainant paid what was on HC meter but when returned home, now thinks the journey was very expensive & she may have been overcharged
	01.12.2010
	LEO carried out  same journey in HC as taken by customer.  Fare charged was correct.

Customer advised and issued with HC fare card. 
	Individual 
HCD

=1

	28.11.2010
	1
	Complaint of CMBC vehicle plying for hire in Manchester. 
	Still under

Investigation
	
	

	03.12.2010
	2
	PHD agreed price with customer then dropped her off prior to her required destination and still charged her full price for journey
	24.1.2011
	PHO premises visited and PHD identified
Statement obtained from complainant

PHD interviewed.

Explanation offered by PHD of weather conditions preventing full journey accepted

Reduced fee for journey agreed with driver and customer.

Driver issued with written warning

Complainant satisfied with outcome
	Individual

PHD

=1

	05.12.2010
	2
	PHD found having sexual activity in a PHV with a willing female by WYP
	20.1.2011
	PHO premises visited by LEO & phd identified
WYP not taking any further action

PHD interviewed by LEOs

Issued with written warning concerning his conduct 
	Individual
PHD

=1

	22.12.2010
	2
	Claims PHD made them get out of taxi due to bad weather
	24.01.2011
	LEO visited PHO premises and identified driver
Statement obtained from complainant

Driver interviewed

Complaint not upheld

Complainant advised of outcome
	Individual
PHD

=1

	29.12.2010
	1
	Allegation of PHV plying for hire 
	7.01.11
	LEO visited PHO premises to check records

Records show pre-booked job.

Insufficient evidence to uphold complaint

Complainant advised of outcome 
	Individual 
PHD

=1

	30.12.2010
	3
	Allegation that PHD drove as though he was under the influence of drink or drugs
	Still under investigation
	
	


Abbreviations

PACE – Police and Criminal Evidence Act

PHD – Private Hire Driver

PHV – Private Hire Vehicle

HCD – Hackney Carriage Driver

HC – Hackney Carriage

LEO – Licensing Enforcement Officer

WYP – West Yorkshire Police

FPN – Fixed Penalty Notice

PSV – Public Service Vehicle (more than 8 seats)

DSA – Driver Standards Agency

DVLA – Driver Vehicle Licensing Authority
	
	
	
	


