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Appendix 5
COMPLAINTS RELATING TO HACKNEY CARRIAGE AND PRIVATE HIRE OPERATORS
FROM NOVEMBER 2009 TO DECEMBER 2010
SUMMARY
There were 20 complaints in total made against private hire operators between the period of Nov 2009 to Dec 2010
COMPLAINT TYPE

8 complaints of Plying for hire relating to one Private Hire Operator

3 complaints of abusive behaviour shown by the Private Hire Operator

1 complaint of dangerous driving by a licensed operator

1 complaint of touting

1 complaint of poor standard of vehicle from a PHO

2 complaints of overcharging by the PHO

1 complaint of noise disturbance

1 complaint of PHO seen smoking in his vehicle

1 complaint of PHO using an Excecutive vehicle as a regular private hire vehicle.

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  

	10.12.2009
	9
	Disturbance to neighbours due to number of PHVs calling at property (licensed as PHO)
	21.01.2010
	Company and area monitored by LEOs
No evidence of large number of PHVs or noise from premises.  Liaised with Environmental Health-no noise complaints rec’d by them.

Suspect complaint may be malicious
	Sowerby Bridge PHO
= 1

	21.12.2009
	2
	Driver failed to collect pre-booked  when fare disputed.
	05.03.2010
	PHO licence holder interviewed concerning complaint-complainant booked the 6 seater vehicle to convey them to Leeds for a xmas do and then collect them.

On journey there-driver informed them there would be a further charge than first quoted-if they didn’t pay he would not collect them.

PHO licence holder issued with written warning and issued complainant with written warning and refund.

Complainant satisfied with outcome.
	Halifax Town Centre PHO
=1



	27.12.2009
	3
	Driving too fast in snow-skidded- customer frightened 
	28.12.2009
	PHO records inspected.

Driver identified and interviewed.

Driver only been licensed for 4 weeks.

Issued with written warning and LEOs to monitor his conduct due to how new this driver is and has already received a complaint against him.

PHO licence holder also interviewed and warned for attempting to obstruct LEOs investigating the complaint.

Contract with PHO cancelled by company whose member of staff was being conveyed at the time of incident.
	Sowerby Bridge PHO
= 1

	31.12.2009
	1
	Plying for hire and touting in Sowerby Bridge area
	26.01.2010
	Area monitored by LEOs.

Complaint is a PHO-suspect complaint may be malicious.

Complainant advised of action taken
	Sowerby Bridge PHO
= 2

Sowerby Bridge PHO
= 1

	25.01.2010
	13
	Driver seen smoking in vehicle-claims this company allow their drivers to smoke. 
	29.01.2010
	PHO records inspected

Driver identified and interviewed

Driver issued with FPN and warned of future conduct.

PHO warned of future conduct

Premises to be monitored

Complainant advised of action taken 
	Brighouse PHO
 = 1


	25.01.2010
	1
	Plying for hire outside Acapulco nightclub
	15.04.2010
	PHO records inspected

Driver identified and interviewed

Statement from WYP who witnessed the offence.
Statement obtained from passenger

Driver prosecuted at Court for offence

PHO issued with written warning regarding PHVs from the company plying for hire in this area.
	Halifax Town Centre PHO
= 2 

	08.03.2010
	19
	PHVs not using their meters
	19.05.2010
	PHO premises from where vehicles operate visited.

PHO reminded that all PHVs with meters fitted must use them.

Proprietor of vehicle concerned written to and reminded of conditions 
	Sowerby Bridge PHO
= 2


	11.03.2010
	20
	Allegation of company breaching Executive Use only conditions by carrying out airport transfers
	17.03.2010
	Licence holder of company spoken with.

Executive Vehicle records from company inspected – all ok.

Complaint not substantiated.

Complainant advised of outcome. 
	Greetland PHO
= 1



	22.03.2010
	2
	Abusive and harassing behaviour by  one PHD directed at another PHD.

(both drivers operate a one man company)
	05.07.2010
	Complaint also mad to WYP-once their investigation concluded which resulted in no further action due to insufficient evidence-Licensing carried out investigation.

Statement obtained from complainant

Driver identified and interviewed

Suspect malicious complaint-no evidence

Complaint not upheld

Complainant advised of action taken. 
	Sowerby Bridge PHO
= 3

	22.03.2010
	6
	Overcharging by PHD
	08.06.2010
	PHO records inspected.

Driver identified and interviewed.

PHO licence holder also interviewed who admits the driver charged too much money.

Driver issued with written warning.

Complainant refunded monies by PHO 
	Ripponden PHO

 = 1 

	07.04.2010
	6
	Overcharging by PHD
	29.04.2010
	PHO records inspected

Driver identified and interviewed

Fare charged correct as per tariff from PHO.

Complaint not upheld

Complainant advised of outcome 
	Brighouse PHO
= 2

	07.05.2010
	2
	PHO refusing carriage to passengers-inappropriate behaviour
	17.05.2010
	PHO premises visited and licence holder spoken with.

Complainant has been a customer for 10 yrs but has fallen out with him-he alleges.

Appears to be a dispute between the female and the licence holder whom had a personal relationship.

Complaint not upheld.

Complainant advised of action taken  
	Todmorden PHO
= 1


	20.05.2010
	1
	Phv plying for hire in Morrisons Supermarket
	03.06.2010
	Area monitored over several weeks-whilst dvr seen dropping passengers off-no evidence of committing Plying For Hire.

Letter sent to PHD warning of practice

Complainant advised of action taken.  
	Illingworth PHO
 = 1


	19.07.2010
	1
	Plying for hire in Georges Square on an evening 
	22.07.2010
	PHO premises visited and driver identified

Issued with written warning for offence-warned any further incidents will result in prosecution.

PHO licence holder written to warning him of driver’s in his employment committing this offence.

Complainant advised of action taken 
	Halifax Town Centre PHO
=1


	29.07.2010
	1
	Complaint from HCD that PHVs plying for hire outside restaurant in Sowerby Bridge
	30.07.2010
	Complainant advised that restaurant has a contract with the private hire company.

Complainant advised that the area will be monitored by LEOs whilst carrying out night enforcement duties.
	Sowerby Bridge
PHO

=4



	03.08.2010
	1
	Allegation by HCD that PHVs plying for hire outside licensed premise in Halifax
	23.09.2010
	Private Hire Operator premises visited and records inspected.

Bookings shown for both jobs which HCD alleges were not pre-booked.

Warning letter issued to operator reminding him that any vehicle operating from his business must NOT commit the offence of plying for hire
	Halifax Town Centre PHO
=3

	29.07.2010
	1
	Allegation by HCD that PHVs are parking on taxi rank plying for hire
	05.08.2010
	PHO premises visited by LEO.
Company has a contract with the bar by the taxi rank-they are adamant that phvs do not park on the rank when waiting for the booking.

Area monitored by LEOs on night enforcement- No evidence to support allegation however evidence was found of the complainant committing offences.

Complaint not upheld

Complainant advised.
	Sowerby Bridge PHO
= 5



	12.10.2010
	4
	Complaint that doorman whom is also a phd is touting for business outside nightclub where he is working from
	25.10.2010
	Doorman identified from door security company.
He attended interview-claims customers requested vehicles from him-denies approaching anyone.

Denies threatening hackney carriage drivers and claims they threatened him.

Appears to be a dispute between HCDs and PHDs.

Doorman moved by company to another location  at request of LEOs, to prevent further confrontation.

PHO premises from where the cars were being used visited and records checked. Licence holder reminded of consequences if employees found to be touting and drivers found to be plying for hire.

WYP advised and requested to monitor for evidence of touting 
	Halifax town centre PHO 
=4

	21.12.2010
	5
	Claims PHV is unroadworthy after undertaking journey in it
	24.12.2010
	LEO visited PHO premises-vehicle identified
Licence suspended with immediate effect

PHV Proprietor interviewed and issued with written warning

Driver using vehicle issued with warning and advice that it is his responsibility to check if any vehicle he is issued with by the company to drive, is roadworthy

PHO issued with warning due to operating vehicle which is not roadworthy

WYP advised and attended-FPN issued for illegal tyres on vehicle.
	Ripponden PHO
= 2



	24.12.2010
	1
	Claims of PHO plying for hire in Morrisons car park 
	24.12.10
	LEO visited site and monitored

No evidence of allegation(previous allegations made)

Complaint not upheld

Complainant advised of outcome
	Illingworth PHO
=2 


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)
