Radio Cabs (Ashton) Ltd – Company Policies and Rules for Drivers 2005
General Rules

Introduction
Radio Cabs (Ashton) Ltd was established in August 1973, The Company has always been the most prominent Hackney Carriage & Private Hire firm in Ashton-under-Lyne.  The Company has been innovative in its outlook to the trade; in both the products it offers to Drivers and passengers, and in the use of technology in delivering this service.  We look forward to maintaining our position as the largest Private Hire firm in the Tameside area; in order to satisfy this we must be mindful to maintain the trust of our passengers, whilst delivering to them the service they want, safely and promptly.

Disclaimer

Please be aware of Licensing laws that apply to you in relation to the driving or operating of a Tameside licensed vehicle.  These rules are designed to augment those regulations, and in no way substitute them.  Should you feel that any condition contained herein conflicts with any legal or licensing requirement you should give that condition secondary consideration.  Further you should report the matter to a director of this company.  The Company accepts no responsibility for any person in breach of law or regulation in their carrying out of the below conditions.  If you are uncertain in anyway you should take independent legal advice.

Licence Documents and Expiry

Tameside MBC Licensing Department requires that The Company hold documentary evidence of the Vehicle Owner’s: Vehicle Licence, Private Hire/Hackney Carriage Drivers Licence and Vehicle Insurance Certificate.  It is your duty and responsibility to provide such evidence as and when renewal occurs, or when new vehicles are added/substituted.  You must also inform The Company whenever you start a new Driver, and should provide, or ensure that the Driver provides, documentary evidence of his/her Private Hire/Hackney Carriage Drivers Licence.  It is Company policy to bar from working any vehicle or individual for whom an up-to-date document has not been produced.  You should bear in mind that on weekends and holidays you will be off work until the next administrative working day.  This could be a number of days so our advice is to renew licenses and insurance early and submit them early too.

Please note it is a Licensing Dept policy to automatically check with us whether any Drivers have worked after their licence has expired but prior to renewing.  We must submit evidence of this, if asked, and Licensing will always then initiate a prosecution for driving without a licence or insurance.  Drivers can expect to be fined a substantial amount and have their license endorsed for driving with no insurance.  You absolutely must be insane if you attempt to work if your badge has expired.  DO NOT DO IT.
Plying For Hire   
Please note that Private Hire Vehicles cannot be hailed.  All journeys must be booked through The Company Booking Office.  The Licensing Authority is extremely active in trying to catch Private Hire Drivers plying for hire. YOU HAVE BEEN WARNED.  Please pay careful attention to the office plotting rules published elsewhere by The Company.  Contact a member of administration for a copy.
Equal Opportunity

By Law and legislation, The Company must comply in every manner with Equal Opportunities to ensure fair access is practiced for all employees, sub-contractors and Drivers.  A copy of The Company’s Equal Opportunity Policy is available on request.
Health and Safety

It is the responsibility of The Company and employees, visitors and sub-contractors to ensure that The Company’s Health and Safety policy procedures and applications are maintained and updated in accordance with Government and Local Executive recommendations of the Local Authority.  A copy of The Company’s Health and Safety Policy is available on request.

Personal Harassment

As an employer, it is The Company’s responsibility to protect its employees from bullying, harassment, intimidation and threatening or aggressive behaviour.  Any incidences of such will be reported to the management and The Company’s grievance procedures will be activated.  If you are the victim of minor or more serious incidents of harassment, whilst on Company premises, or whilst involved in Company activities, it is your right to bring it to the attention of the manager.  Investigation by management will be recorded via The Company’s Grievance procedures.  A copy of The Company’s grievance procedure is available on request.
Commercial Information

All policies and information regarding The Company is the sole property of The Company and must not be shared with any other organisation or individual.

Airing Grievances to Customers

Please note that any personal grievances must not be shared with the customers.  It paints a negative image of The Company and is at best irrelevant and at worst depressing to listen to.

Drivers’ Room

The Drivers’ room is accessed by way of a push button coded security lock.  The code for this lock must not be made available to anyone other than Drivers working on the Radio Cabs system.

Refreshments are available from the vending machine in the waiting room.  Toilet and washing facilities are provided.  It is the collective responsibility of all Drivers to ensure that these facilities are kept in a clean and presentable condition and that due respect is given to the fittings and contents.  Any property provided by The Company must not be removed from the premises.

Communication with booking/management staff is via an intercom telephone.   No access to Drivers is allowed beyond the Drivers’ room.  CCTV is in operation throughout the building.  Any Drivers found accessing any part of the building other than the Drivers’ room and the customer waiting room will face disciplinary action, as will any member of staff allowing this to happen.

Any Driver found to be abusing staff will be banned from the Drivers’ room.

Alcohol and Drugs

Any indication that a Driver is under the influence of alcohol or drugs whilst working will result in instant dismissal.  

You are also requested to be aware of the relevant drink-drive laws and the time required for alcohol to clear your system.  Any convictions or endorsements/loss of licence relevant to this subject will lead to instant dismissal.

Driving Too Fast or Dangerously

Drivers must be aware of all laws pertaining to safe and legal driving.  The need to be somewhere urgently is not an excuse for breaking the law.  Drivers must drive within the law.

Our customers wish to travel in a smooth, safe fashion.  You are expected to drive in a non-aggressive, sensible manner, which allows the customer to be relaxed and at ease with you in control.  Please remember that your actions whilst driving a vehicle reflect on all your colleagues and The Company as a whole, so please conduct yourself accordingly.  You must not engage in aggressive communication (“road rage”) with other road users.

Health and Fitness

Any medical condition that may affect driving ability must be notified in writing to The Company. Drivers must cease from driving immediately if they suffer from any condition that would cause any regulatory body, to instruct them to cease from driving; or if a qualified medical practitioner instructs them to cease driving.

Confidentiality

At times you will overhear customers’ conversations.  These conversations should be regarded as private and confidential, and should not be repeated to any person save from a person of authority when conducting official investigations.  With particular relevance to Social Services contracts, it is vital that information regarding the addresses of clients is not provided to any third party, either directly or indirectly.

Hours Worked

There exists much legislation and regulation regarding the total numbers of hours Drivers should work.  You must get up-to date with the latest information regarding this.  You must not exceed the hours published in these regulations.

If at any time you feel tired you must take an immediate break and the necessary rest, until you are fit to drive once more.

Appropriate Conversations

You must always make your customers feel safe and comfortable whilst travelling with you.  You must not direct the conversation onto personal matters. If a customer initiates a personal conversation with you; you should respond tentatively and sensibly and in no way escalate the conversation onto a higher personal level. This is for your own protection as well as theirs.
Customer Care
Although we all strive for total quality of service, there are going to be occasions when things go wrong.  Customers will very often forgive mistakes and continue to use The Company provided they are satisfied that everything that can be done to rectify a problem is being done, or will be done. However, we must react quickly and positively and make every effort to address the situation to the total satisfaction of the client.

(1)
Quick appropriate action is essential to placate a customer.

(2)
When something goes wrong a Driver is expected to apologise on behalf of his colleagues and The Company (not shrug shoulders and say  “It’s got nothing at all to do with me” or  "They deserved it") or think of it as someone else’s problem.

(3)
Disputes as to whose mistake it is, or where the blame lies are futile and are to be avoided at all costs.  It is an argument you never win as a service provider - just a customer we may lose.

Parking Procedures

Please park neatly in all areas utilised by The Company.  Do not obstruct roads or streets, or leave cars blocking garages or access yards to adjacent properties.

Lost Property

It is inevitable that a customer will leave an item of lost property in your vehicle at some point. If you find something and know which customer has left it; you should return it to the customer at the earliest opportunity during your shift.  If you cannot return it direct to the customer before your shift is terminated, then hand it into the office, again before your shift ends.  Ensure you know the name of the member of staff to whom you give any property. 

Security

Please be alert to the security of your vehicle.  Do not leave it unattended with the keys in or the windows open, etc.

Please be aware that you are responsible for the safe keeping of your cash takings and accounts sheets.  Until any monies or cheques are paid in to The Company’s management office and accounts sheets handed over, The Company will accept no liability whatsoever.  

It is very important that drivers take the necessary precautions with the security of the XDA unit.  The company operates an insurance policy and if you wish to take this please ask for further details. 

We have had stickers made which we advise displaying on the front windows of your car.  Please note that should you leave your unit in your car and it be stolen it sends out the message to the criminals of Ashton, that they ought to smash the window of a Radio Cars taxi and if they are lucky they will find an XDA.  Therefore you must absolutely not leave your XDA in your Glove compartment it is the worse place you could leave it.

XDA Security tips and rules

1 Never leave your unit in your car – especially in your Glove compartment

2 Be guarded of passengers who might try to snatch your unit

3 Display your no valuables stickers on the outside of your car

4 Drivers sharing a car agree a safe procedure for the safekeeping of the XDA unit

Number of Passengers/Seatbelts

Always ensure that you do not carry more passengers than your Licence or Insurance permits, or the vehicle was intended to carry.

There are no exceptions to this requirement.  Even if a ‘babe in arms’ is being carried or sits on their parent’s lap the child is the responsibility of the Driver and counts as a passenger. All passengers front and back should be politely asked to wear seatbelts and you are reminded that the compulsory wearing of seatbelts by children under fourteen is the responsibility of the Driver.

Also remember that under Local Licensing regulations no passengers under eleven years old are permitted to sit in the front of the vehicle.

The Driver of a hackney carriage vehicle whilst it is being used as such is currently exempt from the requirements to wear a seat belt; however, it is best practice to do so.  Private Hire Vehicle Drivers are only exempt when they have a passenger on board but once again it is best practice to wear them at all times.

Accidents

All vehicle accidents/collisions must be reported immediately to The Company (not over the radio channel) and a full entry made in the accident book that is retained in the control room.  Thereafter the circumstances must be reported to the Licensing Authority on their appropriate form. If any damage or injury is caused to a third party, you must notify the owner of the other vehicle of the registered keepers’ details of your vehicle as well as providing details of insurance cover.

Accident reports should contain all relevant information, i.e. time, place, third-party details (including registration number, car make, Driver’s name and address) and insurance company name/address plus policy certificate number if possible. Details of any witnesses and Police Officer attending and their station must be obtained.

This must be done no matter how slight, even if there is minimal damage or injury.

Radio Protocol

The radio is only one of the communication medium used by this organisation.  Its use should be regarded as a privilege and as such it must be treated with respect. Conduct concerning the use of the radio network must be professional at all times

For example, foul language and triviality are totally unacceptable.  THE USE OF THE SYSTEM FOR NON-COMPLIANT PURPOSES OR NON-COMPANY BUSINESS IS PROHIBITED.

Information how to use the radio is available on request

Jobs Going Further than Tameside Particularly at Night

For many jobs you should consider asking for a deposit or obtaining payment in advance with balance or change to be given at the end of the journey.

Customers who refuse to pay in advance are generally those who do not intend to pay.

Administration and Financial Matters with the Company

Subscriptions

A list of current subscription charges is available on request

Equipment Security Deposits 
The communications equipment the Company provides for you is loaned to you on condition you pay a security deposit.  This deposit will be deducted on a monthly basis from your account work over a period of approximately 15 months.  Any deposit held by The Company will be repaid to you upon return of the equipment, inclusive of all leads.

Equipment

It is your responsibility to keep all equipment safe and secure at all times. You must not allow any equipment to be mistreated in any way. If you find any faults with your equipment come to the office and, where possible, we will exchange it. However faults with aerials, meters, wiring, GPS receivers and in car cradles are the owner’s responsibility and you must refer to an authorised dealer for repair.

Currently these are 

HAC Micros

0161 626 9396

STS Meters

0161 205 1129

Account Work

The Company has contracts with numerous companies and organisations to undertake work on a credit basis.  The process of checking, calculating and invoicing for this work can be lengthy and costly; therefore, when payment for this work is paid over to you, The Company will deduct a levy, currently 5% of the total, to offset some of its costs.

It is your responsibility to retrieve, check and return the credit sheets provided for you at the beginning of each month. It is important that you keep your own record of account work done to enable you to check these records. The history facility on the PDA does provide a 90 day record however the company still recommends you keep separate record in case your PDA loses its memory.  Please ensure that the sheet is returned by the date stated on the sheet.  Any amendments or additions will not be accepted if the sheet is not returned by the due date.

Payment of account work will be made to you within the designated time schedule.  The lag is determined by the approximate length of time it takes to obtain payment from the account customer, currently two months.

When payment is made to you, any deposits, or subscriptions due will be deducted.

Office Making Contact with Drivers

If we need to contact you and cannot reach you on the radio, we will contact you on your mobile telephone. It is therefore important that you update us if you change your number. Drivers who work evenings and nights should ensure the telephone number we have is correct to save families or friends being disturbed by us calling the wrong number during unsociable hours.

If we need to make urgent contact with you, and have been unsuccessful via repeated radio and telephone calls; we reserve the right to disable your PDA as a last resort in order to prompt you to make contact.  In these circumstances we will enable your PDA after you contact the office

Radios should be kept on at all times, even when undertaking your pre-allocated contract work as it is often necessary to contact you with amendments.

Leaving Policy

It is preferred that seven days notice be given by owners of vehicles.  Subs will be invoiced up to midnight on Sunday of the week you are leaving. All equipment must be carefully removed from the vehicle. This equipment will then be checked and any missing items will be billed at the full replacement cost. 

Any outstanding balance on your account must be cleared in full; we will then refund all payments held in your deposit account. Account cheques will be available at the usual times from the office or can be sent by post if preferred. 

Vehicle and Driver, Appearance and Equipment
Dress and Manner

The expectation is that representatives of The Company must present themselves in a neat and tidy manner to match a professional and business like dress code.  You must also have high standards of personal hygiene, and a manner that includes courtesy, pleasantness and company care and satisfaction.

Personal Property

It is the responsibility of the Owners and Drivers to secure their belongings at all times. The Company cannot be held responsible for any loss or damage to personal property.  Personal items should not be left unattended on The Company’s premises at any time.

Smoking

In line with national Legislation smoking is permanently prohbited from any Company vehicle whether in or out of service at that particular time.

Drivers Kit

All Drivers are expected to bring the following items with them to work:

(1)
Notepad and pens

(2)
Cash float 

(3)
Money holder (bag, dispenser or tin)


(4)
Local maps   (Greater Manchester and High peak)

(5)
Drivers Badge

Vehicles
Vehicles must display externally:

The appropriate company signage*
External Licensing Plates

* The only signs permitted on vehicles are those approved by the licensing authority. These should be fitted by approved personnel of this company.  Signs must be placed on both forward doors and in the top corners of the windscreen. No other type of sign is permitted externally. Although you are permitted to have internal signs e.g. Non Smoking signs, providing they do not obstruct your view. 
Vehicles must display internally:

Current Meter Tariff Card

Internal Licensing Plate

Vehicles must carry internally:

Business cards/receipts

Copy of ALL Client Specific Procedures

Driver Procedures Manual

Personal Possessions

In an attempt to provide a clean and comfortable environment, the Driver’s personal possessions must be kept to a minimum and stored in a manner so as not to affect the luggage carrying capacity of the vehicle.  Passengers’ space must be kept clear of your newspapers, magazines, coat, etc. at all times.

Filling and Checking 

Any vehicle you are about to use at the start of a duty should be checked for cleanliness (externally and internally).  Tyres should be checked for wear and pressure and rectified as necessary.  Radio and data equipment should be tested periodically to ensure peak efficiency.  Engine oil, brake fluid, screen-wash and coolant levels should be monitored and topped up as required.

Always ensure that you have enough fuel at the beginning and during your shift. If you are on an extended journey, plan and manage your fuel and break stops to make the journey with as few interruptions to the customer as possible.

Cleaning materials, equipment and protective clothing should always be accessible.  In cases of severe soiling (e.g. vomit), you will not be permitted to use the vehicle until such time as it has been thoroughly cleaned and disinfected.  Have it valeted as soon as possible thereafter and in any case before you terminate your shift.  

ALL DRIVERS ARE INDIVIDUALLY RESPONSIBLE FOR THE INTERIOR AND EXTERIOR CLEANLINESS OF THEIR CAR AND THE BARRING PROCEDURE WILL BE IMPLEMENTED AGAINST ANY DRIVER WHO FAILS TO MAINTAIN VEHICLE CLEANLINESS.

Prices & Customers
Prices Charged and Fines

A fine of £20 plus the fare differential (this will be passed on to the customer) will be charged for any fare that is deemed to have been purposely overcharged.  Ignorance of Company Rules will not be a defence against this.

Overcharging will include but is not limited to the following bad practices:
Account customers being charged cash

Change not given for Travel Vouchers 

Airport prices at Metered Rate

High claims on account

Bad Route selection

Wrong Tariff Selection

Wrong rate applied at Christmas and Bank Holidays

Meter switched on too early

Knowingly working with a defective meter

Working with unauthorised Meter Tariff

Hospital Account

Drivers given a hospital job must complete that job to the full satisfaction of the hospital.

The Driver must proceed as soon as possible to the pick up point.

The Driver must, if required, leave their vehicle in order to collect passengers/goods from within a building. (Remember to book waiting time for this)

The Driver must, if required, leave their vehicle in order to deliver passengers/goods to within a building. (Remember to book waiting time for this)

The Driver must comply with authorised additional or alternative requests made to a booking.  i.e. if the hospital requires a Driver to wait before proceeding to a further destination, or require a Driver to go to a location nearer or farther than that already arranged, then the Driver will agree to, and complete, these further requests.

Manner whilst undertaking hospital work

Drivers must not be rude, swear or say anything or behave in a manner that may even remotely offend any person they come into contact with on hospital business

Drivers must not smoke whilst undertaking hospital work, whilst on hospital grounds, nor immediately prior to picking up from the hospital.

Drivers must not talk to persons they come into contact with about financial matters arising due to the hospital contract.  i.e. Drivers must not complain about the discounted rates at which hospital work is undertaken, or the length of time they must wait before receiving payment.

Other Customers Who Have Particular Terms And Conditions Are:

Tameside Hospital Trusts

Tameside Social Services Department

Tameside Education Department

Vision 1st Visual Impairment Organisation

Shared Taxi Scheme

Conditions relating to these organisations are available on request

Meters Off On Set Fare Jobs 
When doing a job, which has a set fare, you must not activate your meter. This causes customers to feel uneasy if they have negotiated a set fare and then has the higher rate displaying in front of them.  Please don’t forget that tariffs are configured for short local journeys with dead time between jobs.  A large circular job like a school contract or a long distance job on motorways will be rightly discounted; so it is inappropriate to question whether a discount should have been applied, so make sure you keep your meter switched off
Meter Testing

If you think your meter is either under or over charging customers we have a set route to test this. You must park outside the front of the office next to the sign. Start your meter and then stop it immediately but do not switch it off. This will allow the meter to tick over but not accrue waiting time. Drive along Old Street, round St Michaels Square, down Stamford Street to the bottom, at the roundabout bear left onto Park Parade (Bypass), left at the next roundabout along Stamford Street, right onto George Street and back to the sign outside the office. This journey should be £2.90 - Dec 04 Tariff retest on Dec 07 rates on The Company’s Tariff One. 

Undertaking a Job: Your Responsibilities
Response Time to Jobs

Having received a job you should be at the pick-up address within five minutes, and must be there within no more than seven minutes.  Drivers arriving later than seven minutes will face penalties.
Giving a Job back to the office
As it is possible to preview jobs on your PDA before accepting them there should be no need to request a job covered unless you have a problem. Most problems can be resolved by using the built in messages on your PDA. 

You must ask the operator to “cover the job” through the pre programmed message on your PDA and obtain acknowledgement that your request has been received.  For the return of a cash job the penalty is being switched off for 30mins.
It is not permitted to give an account job back to the operator unless other company work, which has been pre-allocated to you, prevents you from doing the job.  Otherwise, anyone doing this will serve an immediate four-hour ban. If you need an account job covering you must request the operator to “cover the job” on your PDA.
No Jobs

A job is only a no- job if you have been to the pick-up point, made a satisfactory attempt at contacting your passengers, and they are not there.  Only under such circumstances must you press no-job on your PDA.

Picking-Up 

When necessary you must enter a building to pick-up passengers, this includes pubs.  If a pub is noisy it is important to be seen to have entered, even if shouting your customer is not possible.  In such instances we have probably asked the customer to wait close to, and keep an eye on the entrance.

Where contact is made you can return to your car and wait one minute before starting your meter.  If the customer does not enter your vehicle within three minutes you may encourage them to hurry up.  At this point, if you choose to leave the customer behind due to excessive waiting, you must notify them first.

Drivers not asking the office to cover a job and not doing it themselves will receive a mandatory 24-hour ban.

Route Selection and Destination

In accordance with Licensing Regulations you must always take the cheapest route available.  Occasionally there is a large differential between the cheapest and fastest route.

e.g. a journey to the Trafford Centre from Ashton can go via Manchester centre, or on the M60 motorway. The journey on the motorway is often perceived by customers as being the best; however it is much more costly.  In these instances you must inform the customer of the expected time and cost implications of either route, and allow the customer to choose.  It would make sense to offer the customer the fastest route at the cheapest route price.

It is imperative that when undertaking a long journey that you plan the route in order to prevent any inconvenience to the customer. 
If using Tom Tom navigation you should use it for assistance only and ultimate responsibility for route selection rests with the driver.

Assisting Vulnerable Passengers

Always ensure children or vulnerable adults are safely inside their intended destination before leaving.

Helping With Shopping

Reasonable assistance must be given to all passengers on every job. When picking up a passenger with a large amount of shopping, you must open your boot for them and help them load the shopping in. You must not engage your meter until the shopping is loaded and the customer is on board. When you reach your destination, stop your meter. WE DO NOT CHARGE FOR LOADING AND UNLOADING SHOPPING. Again you must assist them to unload the shopping. If possible unloaded shopping should be placed near to the customer’s doorway. Always remember to take care when doing this. 

Split Fare

If for any reason you end up taking two separate customers at the same time you must allocate the total price of the combined journey between the two customers.  You must not charge each customer the full normal fare each.

Delivery of Packages

If delivering a parcel you must submit it to the intended recipient or a person authorised to receive it.  You should gain a receipt off the receiver particularly when delivering to a large venue destination.  Often it is best to make a mental note of the appearance of the person you deliver to.  You must handle all parcels as if they were fragile.

Reaction to Complaining Passengers

It is imperative that you treat any complaining passengers fairly, regardless of whether you feel their complaint is justified. If you feel able to help the customer, and deal with their complaint in a calm and fair way then do so. However if the customer has a complaint you are unable to deal with you must direct them to call management between 9am and 5pm Monday to Friday. You must be sure to remain calm in order not to escalate a problem.

Dealing with Abusive Customers

Controlling people’s actions, especially those under the influence of drink or drugs is something that needs to be done in a considered way.  It is best to stay clam but assertive.  If you react badly you may cause the situation to take a turn for the worse when it could have been avoided.

Gratuities

Gratuities are a reward available to every Driver.  They are earned, not expected.

Drivers Declaration

This declaration is made between the Driver named below and Radio Cabs (Ashton) Ltd, 22 Old Street, Ashton-under-Lyne, Lancashire.

I ________________________________________________________________________________(insert full name) 
of_____________________________________________________________________________________________

__________________________________________________________________________(insert complete address) 
I have read and understand the rules, regulations and requests of Radio Cabs (Ashton).  I hereby agree to abide by these rules, regulations and requests at all times whilst working on behalf of The Company.  I am fully aware that I am personally liable for any acts or omissions which may amount to an offence in law, or a breach of licence conditions, which is, or is determined following due investigation, to be outside of the control of The Company’s Management or Staff.  I further agree to abide by the policy decisions of the Director(s) of The Company in respect of any matter concerning the good management and reputation of the organisation.  Finally, I agree to embrace the principles of best practice and continuous improvement, in relation to the operational requirements of The Company, and at all times carry out my duties and responsibilities to the best of my ability.

Signed________________________________________________________
Date__________________________
Badge Number________________________
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