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 EXECUTIVE SUMMARY 
 
1.  TPi Ltd has completed a study into the Hackney Carriage market in Torbay.  

The objectives of the study are to:- 
 

• To form part of a review of the quantitative limits on licensing in 
place in Torbay; 

 
• To determine whether there is any significant unmet demand; 

 
• To explore whether the current specifications and availability is 

meeting the needs of the community and specifically the needs of 
those with mobility impairments; 

 
• To consider the provision of taxis in the context of their ability to 

contribute to current policy objectives of the Council and work 
collaboratively; and   

 
• To explore how policy can support sustainability issues i.e. 

environmental policy. 
 
2. This executive summary is a stand-alone document designed to convey the 

main results and conclusions of the study.   
 
3. The study has been based around two data collection exercises: 
 

• a rank observation programme; and 
 
• consultation with a wide range of stakeholders. 

 
4 Section 1 of the report sets the context of the study beginning with an 

introduction to the licensing framework and the relevant legislation.  It 
outlines the definition of significant unmet demand and sets out the 
objectives of the study.  Section 2 provides information on the current 
demographics, transport needs, taxi and rank provision. Sections 3, 4 and 5 
present and assess the results of the data collection exercises, starting with 
the rank observations in Section 3 then the on street surveys in Section 4. 
Section 5 summarises the responses to the other detailed consultation 
undertaken, including written and face to face consultation and a mystery 
passenger exercise.  Conclusions and recommendations are presented in 
Section 6. 

 
 RANK OBSERVATIONS 
 
5. A programme of 519 hours of rank observations was carried out during 

November and early December 2007. These recorded information on 
passenger and cab departures from ranks.  The data has been used to 
provide four main indicators:- 

 
i)  the balance of supply and demand; 
 
ii)  average  delay and total demand; 
 



 
 
 
 

 iv 

iii)  the demand/delay profiles; and 
 
iv)  the effective supply of vehicles. 

 
THE BALANCE OF SUPPLY AND DEMAND 

 
6. The rank market was found to exhibit a broad balance between supply and 

demand during 82.4% of hours observed.  Excess supply (queues of 
Hackney Carriages) was observed in 11.3% of hours, while excess demand 
(queues of people) was observed in only 6.3% of hours. (see figure below)   

 

Balance of Supply and Demand

Equilibrium
82.4%

Excess 
Supply
11.3%

Excess 
Demand

6.3%

 
   
 AVERAGE DELAYS AND TOTAL DEMAND 
 
7. The surveys suggest (see figure below) around 11,212 passengers and 9,129 

cab departures per week.  
 

Weekly Rank Hirings by Location
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8. On average, passengers wait for 0.47 minutes for a cab.  Cabs wait for an 

average of 15.72 minutes.  The figure below gives a breakdown of 
passenger delay by rank. 

 
Average Passenger Delay by Rank
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THE DEMAND AND DELAY PROFILE 

 
9. The figure below illustrates the variation in passenger demand Monday to 

Saturday by time of day.  Overall, demand in Torbay does not exhibit a high 
degree of peaking late at night or at weekends, which is often associated 
with the Hackney Carriage market.  As such, demand can be classed as not 
being highly peaked. 

 
10. An important part of the assessment of significant unmet demand relates to 

a comparison of the demand and delay profiles. Passenger delays are 
illustrated by time of day and period of the week in the figure below.  
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 Average Weekly Passenger Demand per Rank by Time of Day  
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   Average Daily Passenger Delay by Time of Day  
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EFFECTIVE SUPPLY OF HACKNEYS 

 
11. Observers were required to record the Hackney Carriage licence plate number 

of vehicles departing from ranks.  In this way we were able to ascertain the 
proportion of the fleet that was operating during the survey.  Of the 162 
licences, 154 (95%) were observed at least once at the official ranks.  This 
implies that the Hackney Trade was operating at full strength during the period 
covered by the observations. 

 
 



 
 
 
 

 vii 

 
LAST TRIP RECORDS 

 
12. A representative sample of people were questioned in Torbay about their 

use of taxis (both Hackney Carriages and/or Private Hire vehicles). This 
provides useful supplementary information to the rank observations and 
allows the market beyond the ranks to be examined. Those who had made a 
trip in the last month were asked questions about the trip. The breakdown of 
method of hiring, the average reported delay by method of hiring and the 
level of satisfaction with the delays are presented in the respective figures 
below. 
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Reported Satisfaction with Delay on Last Trip
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DETERRENTS TO HACKNEY CARRIAGE USE 

 
13. The main reason for not using Hackneys more often is the fact that people 

have a car available (51.7%), followed by them having a bus available 
(13.2%).  

 
Main Deterrents to Hackney Use
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POTENTIAL FOR IMPROVEMENT  

 
14. The most often cited improvement sought is lower fares (40%), followed by 

more Hackneys (12%). 
 

Suggested Improvements to Hackney Services
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BENEFITS OF DELIMITING 
 

15. People were asked whether they thought that removing the limit on the 162 
Hackney Carriages in Torbay would benefit them.  The results are shown 
below. 
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TORBAYCOMPARED TO OTHER AUTHORITIES 



 
 
 
 

 x 

 
16. A comparison of Torbay with 100 other authorities has been carried out.  The 

figure overleaf illustrates the population supplied by each hackney in Torbay 
compared to these 100 authorities.  In terms of this indicator, Torbay is 
currently well served by hackney carriages. 

 
 SIGNIFICANT UNMET DEMAND 
 
17. Significant unmet demand for Hackney Carriages is not straightforward to 

define.  A discussion leading to a definition is included in the main report.  
Key elements of a significant unmet demand include: 

 
i) the presence of passenger delays at ranks at times which are not 

associated with peak demand periods; and 
 

ii)  evidence of a suppression in demand due to inadequate supply. 
 
 If either of these conditions are met the conclusion of significant unmet 

demand follows. 
 
18. The first element of significant unmet demand is assessed via a comparison 

of the pattern of demand for rank hirings with the pattern of rank delays.  The 
Table below illustrates the possible outcomes from this comparison. 
 
Existence of Significant Unmet Demand (SUD) is Determined by 
Comparing Demand and Delay Profiles. 
 

Demand is: Delays during peak 
only 

Delays during peak 
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NO   SUD 
Possibly a SUD 

Possibly a SUD 
Probably a SUD  



 
 
 
 

 xi 

Population per Hackney in Torbay Compared With Other Authorities
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19. The entry in the table in bold italics represents the placement of Torbay.  As 

discussed above we do consider the demand profile not to be highly 
peaked.  Passenger delays in general occur at times associated with peak 
demand and at other times.  This places Torbay in the area indicated in the 
table.  Nevertheless, we must also consider the size of passenger delay and 
the performance of the trade in broad terms.  To do this we have selected 
four main indicators from the rank observations: 

 
i) the average passenger delay across all time periods (APD); 
 
ii) the incidence of passenger queues (Excess Demand)                                     

                                     during the Monday to Friday daytime period (ED); 
 
iii) the proportion of Hackney users travelling in hours where                         

the  delay at the rank in question was greater than or equal 
to one minute (P1); and 

 
iv) whether the demand profile is highly peaked (HP). 
 
v) Using these indicators a simple Index of Significant Unmet   

Demand (ISUD) has been developed as follows: 
 

     ISUD = APD x ED x P1 x HP  
 
vi) Where HP = 1 if no peaking and 0.5 if peaking is present. 

 
20. Past experience has suggested that a value of ISUD greater than about 80 is 

associated with the presence of significant unmet demand.  The value for 
Torbay is 53 as outlined below: 

 
     ISUD =   APD x ED x P1 x HP 

 
    =   0.47 x 7.2 x 15.71 x 1.0 =  53 

 
21.     The Significant Unmet Demand (SUD) Indicator Value in Torbay compared 

with 100 other Authorities.  It can be clearly seen that the location of the 
Colchester SUD Indicator suggests No Significant Unmet Demand 
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CONCLUSIONS AND OPTIONS 
  
  
 KEY CONCLUSIONS  

 
• On the basis of the analyses conducted we conclude that significant unmet demand for 

Hackney Carriages in Torbay does not exist at this time. 
  
• However, consultation suggests there may be some limited latent demand requiring a more 

accessible taxi service to be provided before it can be met 
 
• The overall supply of vehicles seems to be adequate. There is a relatively high level of taxis 

per capita (1:820) compared to other authorities and availability was confirmed as, in 
general, satisfactory by rank observations, on street surveys and consultation.   

 
• The proportion of accessible vehicles in the current fleets (approximately 5% of hackneys 

and 3% of PHV's) is considered relatively low compared to other areas. Overall there was 
recognition of the increasing numbers of wheelchair accessible vehicles becoming 
available for use, although some concerns remained in the statutory sector about the need 
for larger vehicles and amongst older and disabled people about the accessibility of saloon 
cars.  

 
• Taxis were most likely to be used for shopping or leisure trips, but there was also a 

significant minority who used taxis for personal business. 
 

• The average cost of one way journey was £7.02 – some £0.25 above the cost of a 3 mile 
trip. 

 
• Peak demand occurs at lunch time during the week, although the surveys, consultation and 

rank observations also identified significant demand of an evening at weekends.  Overall 
there are an estimated 11,212 cab passengers per week from ranks, but this reflects only 
51.4% of the overall market for taxis and private hire vehicles, with the remainder pre 
booked by telephone.  

 
• Survey respondents said they waited on average 1.9 minutes at a rank, while observations 

suggested this was about 0.5 minutes. While delays were not regarded as causing 
significant dissatisfaction there were some concerns about the delay in obtaining a taxi 
from the rank on Friday/Saturday evenings (18.00 – 03.00) and late arrival times of pre-
booked taxis. Satisfaction with taxis was lowest during 23:01 and 0300 

 
• Regular users are more likely to telephone for a PHV than use a hackney carriage from a 

rank.  Older and disabled people appear to pre-book  taxis by telephone more than most 
and tend to favour PHV over Hackney use, primarily because they believe PHV's to be less 
expensive. 

 
• Car and public bus availability is the major reason cited by consultees and survey 

respondents for not using taxis. However, 7.3% of people in the on street survey thought 
disabled access to taxi services required improvement and 9% of disabled people can’t use 
taxi services, mainly because of accessibility issues.    

 
• Rank provision, especially in the Torquay Harbourside area, is in need of improved 

enforcement, and available facilities at ranks are limited in terms of signage, waiting 
facilities, information for taxi users and the availability of dropped kerbs. A new rank in 
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Paignton, possibly by the harbour, was the location for which most suggestions were 
received. 

 
• Driver quality received some criticism with a lack of customer care and disability awareness 

cited by some older and disabled people consulted and mystery shoppers.  
 

• The Hackney Association has expressed an interest in pursuing driver training 
opportunities, addressing driver security and accessibility issues. 

 
• Social Services have expressed an interest in establishing common standards and a 

framework for taxi commissioning 
 

• Two thirds of taxi operators support the proposed change to PHV licensing conditions to 
allow a PHV to return to a position at least 500m from any existing or new hackney carriage 
rank 

 
• Further guidance for licensing officers in general is due to be issued by DfT during 2008 

and they also intend to consult on how taxis should meet the requirements of DDA 2005. 
 

• Having examined Torbay Council’s Corporate Plan 2007-2011 and Torbay’s Second Local 
Transport Plan 2006-2011, neither were found to specifically take account of the role of 
taxi’s.  

 
 
RECOMENDATIONS 
 
• Based on our analyses, Torbay Council currently has the discretion to either: 
  

i) maintain the limit at the current level of 162 annual and 7 May to September    
            licences; 

 
 ii) issue that number of Hackney Carriage licences as it sees fit; or 
  
 iii) remove the current limit on Hackney Carriages  (de-limitation)  
 
• However, it should be noted that it is possible this may change following the DfT guidance to 

licensing authorities proposed for summer 2008 
 
• That any change to the vehicle specifications to require more or all hackneys to be wheelchair 

accessible vehicles should only be considered following the outcome of DfT consultation 
proposed for summer 2008. In the absence of this, it is recommended that improvements in 
the accessibility of vehicles and services are encouraged on a voluntary basis through 
promotion of the market opportunities and identification of opportunities to build the capacity of 
operators to serve these.  

 
• To address service accessibility, service quality and standards of customer care issues 

identified consideration should be given to: 
 

 In the short term  
o encouraging drivers to seek assistance from the Train to Gain programme to 

pursue NVQ2 training 
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o promoting the improved customer care expectations to the public to provide 
reassurance to users and potential users, including information on accessibility 
and how to provide feedback (negative and positive) 

o monitoring of this through customer surveys and random mystery passengers 
 
  In the longer term 

o consideration of a more comprehensive quality taxi partnership (QTP) approach 
to improve liaison between licensing authority, police, other stakeholders and 
operators, provide a framework for bringing about mutually beneficial 
improvements across the taxi sector and a quality mark to participating 
operators, as has been found to be effective in other authorities.  

o the framework provided by a QTP would also be useful for facilitating discussion 
on how best to optimise supply to address peaks in demand, delays in arrival 
times, congestion issues at ranks such as that at Torquay Harbour and the 
formation of a framework for taxi commissioning. 

 
• The licensing authority should address the shortcomings in facilities at ranks, identified by the 

rank audit, in order to be sure all ranks comply with DDA, part 3, and to meet needs of users.   
 
• The licensing authority should issue any guidance to taxi operators on how to address safety 

and security issues, due to be provided by government, following publication of their research 
into this issue proposed for Summer 2008. 

 
• The anticipated useful life of the current survey is three years and we would recommend a 

further survey in Autumn 2010 in line with current Government guidance 
 
• Future Transport Strategies and policy documents should take account of this report.  
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1.0 CONTEXT OF THE STUDY 
 
 
  

The licensing framework 
 
Quantity restrictions/limits 

1.1 A hackney carriage may be used to ply for hire in the street, at ranks or stands and 
may take bookings over the telephone.   Private hire vehicles (PHVs) must be pre-
booked through a private hire operator and cannot be hailed in the street or from a 
rank.  The phrase taxi where used in this report refers to both taxis and private hire 
vehicles. 

 
1.2 Operating structures can often include: 
 

• Independent (often sole trader) owner drivers who only operate for between 
8 and 12 hours a day, at times and on days of their choosing; 

 
• ‘Independents’ who share their vehicle with one or occasionally more other 

licensed drivers, who do not have a vehicle of their own, meaning the one 
vehicle can be available up to 24 hours a day, 7 days a week; 

 
• Radio circuits, taking bookings up to 24 hours a day, which they pass on to 

self employed drivers that sign up to the circuit or sometimes drivers that join 
as a shareholder, where the circuit operates as a co-operative. The times 
drivers operate relate to the demands on the circuit. It’s also possible that 
some drivers are members of more than 1 radio circuit; 

 
• Limited companies operating both hackney carriage and PHV based services 

using their own vehicles and employing drivers to operate them on their 
behalf for between 16 and 24 hours a day. 

 
1.3 Torbay Council is the licensing authority for hackney carriage and private hire 

operators, drivers and vehicles within their area. They are able to specify the 
standards they require (over and above the legal minima) for operators, drivers and 
vehicles; they can specify the number of vehicles in certain circumstances; and they 
can regulate fares.  

 
1.4 The most recent guidance to licensing authorities was issued by the Department for 

Transport (DfT) in 2006 (see Appendix 1). This confirms the current position that if 
authorities wish to maintain a limit on the number of Hackneys in their area they 
should demonstrate the need for this through a demand study. This position was first 
outlined in guidance issued by them in 2004 following a report in 2003 by the Office 
of Fair Trading (OFT) that looked at the regulatory framework affecting licensed taxis 
and private hire vehicles (PHVs) in the UK.  

 
1.5 However, recent consultation with the Department has identified their intention to 

issue further guidance later this year following publication, in 2007, of a second OFT 
report evaluating the impacts of their 2003 report. The 2007 OFT report highlights the 
increasing number of licensing authorities that have deregulated since its previous 
report and recommends this approach for its consumer benefits which are said to 
include savings in passenger waiting time of 2.5m hours across England, worth £2-
10m per annum. It identifies that deregulation increases taxi numbers and reduces 
passenger waiting time but also increases costs where fare controls are maintained. 
To address this it proposes excess entry and high costs can be addressed by a 
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reduction in the regulated tariff. It can, therefore, be expected that DfTs revised 
guidance will continue to encourage licensing authorities that have a limit on the 
number of licenses they issue, to consider removing this. 

 
1.6 The current DfT guidance states that it does not seek to cover the whole range of 

possible licensing requirements. Instead it seeks to concentrate only on those issues 
that have caused difficulty in the past or that seem of particular significance. 
However, it suggests that it is good practice for local authorities to consult on any 
significant proposed changes in licensing rules. Such consultation should include not 
only the taxi and PHV trades but also groups likely to be the trades' customers. 
Examples are groups representing disabled people, Chambers of Commerce 
organisations with a wider transport interest (Transport 2000, other transport 
providers), women’s groups or local traders. 

 
Accessibility  

 
1.7 The Disability Discrimination Act 2005 amended the DDA 1995 to enable the 

Government to lift the exemption for operators of transport vehicles. The amendment 
allowed for the exemption to be lifted for different services, at different times and to 
different extents. Regulations have been made to lift the exemption in relation to 
vehicles used to provide public transport services, including taxis and PHVs.  These 
regulations came into force on 4 December 2006 and licensing authorities are 
required to review any practices, policies and procedures that make it impossible or 
unreasonably difficult for a disabled person to use such services. 

  
 DDA, Part 5 – Access to Vehicles 
1.8 The Department for Transport has for some years been working on proposals which 

would substantially improve taxi provision for people with disabilities. In the 
meantime, licensing authorities are encouraged to introduce taxi accessibility policies 
for their areas. The Department's letter to local licensing authorities of 9 September 
2002, the relevant part of which was repeated in the letter of 16 June 2004, gave 
more detailed guidance.  Specifically, that there was recognition that in the less 
densely populated areas a requirement for an entirely wheelchair accessible hackney 
fleet could impact on the marginal economics of operation. However, it was 
considered that this should not be the case in the major urban areas and these could 
therefore be expected to seek to achieve this overtime. As a result in October 2003 
the Department indicated a phased introduction over 10 years starting with a phase 1 
list of named urban areas. This list included the unitary authority of Torbay. 

 
1.9 The Department recognises that different accessibility considerations apply to 

hackney carriage and PHVs. While hackney carriage vehicles can be hired on the 
spot, in the street or at a rank by the customer dealing directly with a driver; PHVs 
can only be booked through an operator.  The Department’s guidance emphasises 
that it is important that a disabled person should be able to hire a taxi on the spot 
with the minimum delay or inconvenience, and having accessible taxis available 
helps make that possible. However, for PHVs, it may be more appropriate for a local 
authority to license any type of saloon car, noting that some PHV operators offer 
accessible vehicles in their fleet. 

 
1.10 In March 2007 the standing conference of European Ministers of Transport (ECMT) 

issued guidance suggesting that there may be a case for considering a mixed fleet 
of: Type One: Wheelchair Accessible Taxis: accessible vehicles capable of carrying 
the majority, but not all, passengers who travel in their wheelchair as well as people 
with other disabilities; and Type Two: Standard Accessible Taxis: vehicles with 
features designed to make use by disabled people easier, but which would only be 
able to carry a wheelchair user who can transfer to a taxi seat.  They recommended 
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that fleets used for regular services should be composed of a combination of these 
two types of vehicle and that the proportion of each type is likely to vary from place to 
place.  This was followed in November 2007 by a note issued by the DfT’s Mobility 
and Inclusion Unit (now Accessibility and Equalities unit), which also appeared to 
suggest it may be appropriate to consider adopting such an approach. The DfT is 
currently proposing to consult further during Summer 2008. DfT guidance on what is 
required to make a taxi accessible is included in Appendix 2. 

 
 DDA Part 3 – Access to services 
1.11 Service providers in Britain have a legal duty to make ‘reasonable adjustments’ to 

ensure that people are not prevented from using their services because they have a 
disability. It does not matter whether the services in question are being provided by a 
sole operator, firm, company or other organisation, or whether the person involved in 
providing the services is self-employed or an employee, volunteer, contractor or 
agent. When deciding whether an adjustment is reasonable, service providers can 
consider issues such as the cost of the adjustment, the practicality of making it, 
health and safety factors, the size of the organisation, and whether it will achieve the 
desired effect. All transport providers have duties, for example, in relation to 
timetables, websites, railway and bus stations. Operators are obliged to make 
reasonable adjustments in the way they deliver their services to remove any barriers 
for disabled passengers, depending on the type of vehicles and the services they 
offer to the public. Many public authorities are also service providers. These public 
authorities have an additional duty to actively promote equality (rather than simply 
avoid discrimination). 

 
1.12 The duty is ‘anticipatory’; i.e. transport providers should expect that people with 

accessibility problems, such as disabled people, will be using their vehicles. They 
should consider what adjustments might be needed and put the necessary 
arrangements in place without waiting to be asked. However, they are not required to 
take any steps which would fundamentally alter the nature of their service, operation, 
trade, profession or business or where a change may compromise someone’s health 
or safety. Part 3 of the Disability Discrimination Act requires transport providers to 
take reasonable steps to: 

 
• Change a policy, practice or procedure which makes it impossible or very difficult 

for a disabled person to get on or off a vehicle, or to use any services on the 
vehicle (for example, a buffet car),  

• Provide extra help or information to a disabled person so that they can get on, 
travel on and get off a vehicle or use any services on the vehicle. 

 
1.13 In addition, since 31 March 2001 licensed taxi drivers in England and Wales have 

had a duty under s.37 of the Disability Discrimination Act 1995 to carry guide, hearing 
and other prescribed assistance dogs in their taxis, without additional charge. Drivers 
who have a medical condition that is aggravated by exposure to dogs may apply to 
their licensing authority for exemption from the duty on medical grounds.  Any other 
driver who fails to comply with the duty is guilty of a criminal offence and liable, on 
summary conviction, to a fine of up to £1,000. Similar duties covering PHV operators 
and drivers came into force on the 31st March 2004.  Enforcement of the duties is the 
responsibility of local licensing authorities. 

 
1.14 The Equality and Human Rights Commission (formerly the Disability Rights 

Commission) has produced a Code of Practice to explain the DDA Part 3 duties for 
the transport industry in detail. The duties under Part 3 demand new skills and the 
government has given funds to support NVQ training for the taxi and PHV industries 
through its Train to Gain programme. However, this training is not mandatory and 
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some licensing authorities have encouraged take up of other programmes such as 
the Taxi Driver license developed by the Driving Standards Agency or the Passenger 
Assistance Training Scheme (PATS) developed by the Community Transport 
Association. 
 

1.15 GoSkills is the sector skills council for road passenger transport. Working in 
conjunction with the passenger transport industry Go Skills has established an NVQ2 
training programme to provide a national occupational standard in Road Passenger 
Transport. The programme for taxi drivers requires them to complete 8 units and 20 
hours mandatory training. The units are: 
  
Unit 1 –   Contribution to effective working relations (Mandatory) 
Unit 2 –   Contribute to Health and Safety at work (Mandatory) 
Unit 3 –   Provide professional customer care (Mandatory) 
Unit 5 –   Help Passengers with Special Needs 
Unit 8 –   Drive passenger carrying vehicle effectively and safely 
Unit 11 – Prepare for passenger carrying journeys 
Unit 15 – Receive and Match Fare Payments to Tickets 
Unit 17 – Transport parcels and luggage 
  

1.16 As a vocational programme the delivery of the NVQ requires training and workplace 
assessment for each of the units. Commonly these are provided at the rate of one a 
month meaning the course is spread over an 8 month period. However any NVQ can 
be delivered in a time frame ranging from a minimum of ten weeks to a maximum of 
two years.  In practise individual learning plans are agreed with each person before 
starting the course.  Costs are approximately £1,700 per driver. It has been possible 
in other parts of the country for drivers to access support from the Governments 
‘Train to Gain’ initiative to fund this training, regardless of whether they are employed 
or self employed.  

 
Understanding the market 

1.17 The OfT research shows that on average in England and Wales people make 12 trips 
by taxi per year, and that this is one of the fastest growing transport sectors in UK in 
recent years.  Considerable research has been done both at the local and national 
level, and we know that the level of hackney carriage and private hire vehicle use is 
inversely related to income with those on low income making most trips, the disabled 
(67% more) and households without a car making on average 30 trips p.a. compared 
to only 9 taxi trips for those with a car.  Use of taxis is concentrated around the 
morning peak and late evenings, with 21% of all trips being made on Saturdays.  
Nationally, almost a third of taxi trips are made from a rank, the majority are pre 
booked.  

 
1.18 Markets typically targeted by hackneys can often include: 
 

• Public, private and unofficial ranks;  
• Flag down/on-street; 
• Contract work for statutory authorities such as for education authorities or 

social services; 
• Commercial contract work; 
• One off/occasional private hire for individuals or organisations; 
• Evening leisure; 
• Daytime shopping/social/business; 
• Tourism 
• Various combinations of the above that ‘fit together’ in time 
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1.19 In some areas almost all of the trade may focus on one particular aspect of the 
market at the same time (i.e. school contracts) causing there to be unmet demands 
in other parts of the market but only at that time.   

 
1.20 The market for taxis – both private hire vehicles and hackneys will therefore be 

influenced by many factors – both the demand and the supply.   Demand for example 
will be influenced by the overall population, the extent of car ownership and 
availability of other transport including public transport, community transport and 
private transport, levels of mobility impairment and disability.  However, seasonality, 
the extent and hours of the night time economy will also affect demand.  The market 
will also be influenced by the supply of hackney and private vehicle cars, in terms of 
the quality, affordability and quantity of provision – both perceived and actual.     

 
1.21 It is therefore essential that any unmet demand, identified by surveys and 

consultation, is considered in the light of the capacity of both hackney and PHV 
provision for the area.  While it should not be the focus of the study, there is also a 
need to consider unmet demand in the wider context of demand for passenger 
transport in general and the optimum mix of all modes (bus, rail, community 
transport, etc and hackney/PHV) required to respond to this. Vehicle counts alone 
are also not adequate as there is a need to recognise that operations are structured 
in different ways and this has an impact on the times vehicles are available and 
which aspects of the market they are targeted towards. 

 
Significant unmet demand 

1.22 Under the Town Police Clauses Act 1847 a licensing authority could limit the number 
of licenses. However, following the Transport Act 1985 the presumption became one 
that the numbers of licenses should not be restricted unless there was shown to be 
no “significant unmet demand”: 

 
“the grant of a licence may be refused for the purposes of limiting the number of 
hackney carriages, in respect of which licenses are granted, if, but only if, the person 
authorised to grant licences is satisfied that there is no significant demand for the 
services of Hackney Carriages, (within the area to which the licence would apply), 
which is unmet”. 

 
1.23 Over the last twenty years the need to monitor demand conditions has led to the 

commissioning of research into the performance of markets by many authorities.  
Following the Office of Fair Trading Report “The Regulation of Licensed and PHV 
Services in the UK, 2003” the Department for Transport wrote to all licensing 
authorities in England and Wales outside London to review their quantity control 
policies. This clearly outlined the Government’s belief that authorities should be given 
the opportunity to assess their own needs with respect to restricting hackney carriage 
licences, rather than moving to a legislative solution.  However, all relevant 
authorities should publish and justify their reasons for restricting the number of 
licences issued. Each authority maintaining quantity restrictions is also expected to 
review their local case for such restrictions at least every three years.   

 
1.24 In effect, restrictions should only be retained where there is demonstrably clear 

benefit for the consumer, and councils should publicly justify their reasons for the 
retention of restrictions and how decisions on numbers have been reached.  Thus, 
the Government considers that, unless a specific case can be made, it is not in the 
interests of consumers for market entry to be refused to those who meet the 
application criteria. Councils can therefore: 

 
• Issue a  licence to any applicant meeting their local application criteria; 
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• Grant at least such number of  licences as they consider necessary to 
ensure there is no significant unmet demand; or 

• Refuse to grant additional licenses, provided they are satisfied there is no 
significant unmet demand. 

 
1.25 The Court of Appeal has provided an indication of the way in which an authority 

should interpret whether there is unmet demand.  In the case of R v Transport 
Committee Great Yarmouth Borough Council ex parte Sawyer ILR 14.01.87 it was 
determined that an authority is entitled to consider the situation in relation to the 
authority as a whole and also from a temporal view as a whole – so that it does not 
have to take into detailed consideration what may be the position regarding unmet 
demand at each particular time of the day. In effect, this accepts there will be some 
peaks in demand at certain ranks but that the authority can consider the situation 
taken as a whole throughout the day and across its area.  

 
1.26 Reflecting changing guidance, the term unmet is now assumed to take a wider 

application than simply representing those passengers who seek a taxi on street and 
are unsuccessful.  A more widely used measure for identifying unmet demand is the 
waiting times of those passengers actually served, but also the absence of a cab in 
the street, or the absence of a hackney cab at a rank when a passenger arrives.   As 
a result, rank observations and on street interviews with people to explore waiting 
times and availability of hackney carriages and taxis more generally are key 
components of any unmet demand study. 

 
1.27 In addition, to determine whether this is significant unmet demand, DfT’s guidance 

requires local authorities to undertake effective surveys to measure demand 
(including latent demand) for services; consult with all those working in the market, 
consumer and passenger (including disabled) groups, groups which represent those 
passengers with special needs, the police, and a wide range of transport 
stakeholders, e.g. rail/bus/coach providers and traffic managers. The authority must 
then publish its conclusions, including an explanation of the particular local 
circumstances which justify restrictions, what benefits they deliver to consumers and 
how decisions on numbers have been reached.  Authorities are encouraged to make 
all the evidence gathered to support the decision-making process available for public 
scrutiny. 

 
Objectives for this study & methodology 

 
1.28 In 2004, Torbay Council undertook an unmet demand study on its taxi provision. The 

study formed part of a review of Torbay’s quantitative limits and the overall outcome 
was the retention of a limit. As 3 years has now elapsed Torbay Council are seeking 
a review of their policy and as part of this require a further study. We understand the 
main objectives of the study are: 

 
• To form part of a review of the quantitative limits on licensing in place in 

Torbay; 
 
• To determine whether there is any significant unmet demand; 

 
 

• To explore whether the current specifications and availability is meeting the 
needs of the community and specifically the needs of those with mobility 
impairments; 
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• To consider the provision of taxis in the context of their ability to contribute to 
current policy objectives of the Council and work collaboratively; and   

 
 
• To explore how policy can support sustainability issues i.e. environmental 

policy. 
 
1.29 The study has used a range of research to establish whether there is unmet demand 

for hackney carriage and private hire vehicles within Torbay, to explore whether the 
balance between these is appropriate; the barriers to use; and perceptions of quality, 
of both drivers and vehicles.   It has included: 
 

• Review of relevant policies, standards etc: to understand the authority’s 
aspirations for meeting travel needs and social inclusion and provide context 
to determining overall demand for travel and how this should be met;  

 
• Extensive rank observations and audits:  of all the ranks in Torbay, which 

include monitoring passengers’ waiting time, illegal plying for hire and use of 
hackney carriage by wheelchair users and rank audits; 

 
• On street interviews: which involved surveys in Autumn 2007 of 1,000 

representative people on street to obtain information about their last taxi 
journey, their overall levels of taxi use and information about quality, quantity, 
barriers to use and understanding of the sector.  This has also been 
supplemented by drawing on comparison with BMG research undertaken in 
Spring 2006, which also explored taxi use and perceptions. 

 
• Consultation: including consultation with all relevant stakeholders – the local 

authorities, police, trade associations, all drivers, mobility impaired, specific 
user groups, businesses, and other major generators of taxi trips such as the 
university, major hospitals etc; and 

 
• Benchmarking against other authorities: to provide a useful comparison as 

to the quality and quality criteria used for taxis and private hire vehicles.  
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2.0 CURRENT DEMOGRAPHICS, TRANSPORT NEEDS, AND TAXI & RANK 
PROVISION 

 

 
Torbay transport needs 

2.1 Torbay, formerly part of Devon, was created in 1998 as a unitary authority, following 
local government reorganisation. Torbay (including the major centres of Torquay, 
Brixham and Paignton) has a population of some 133,000 of which almost a quarter 
are aged over 65 years.  The high incidence of residents classifying their health as 
not good (11%) or having a Limiting Long Term Illness (23%) reflects the age profile.  
Whilst the authority does not rank particularly highly on scores of overall deprivation, 
18% of the population is on benefit and 10% on incapacity benefit (higher than the 
national averages of 14% and 7% respectively).  Torbay’s population is increasing by 
an estimated 1,200 persons per year, and as elsewhere in the UK the population is 
expected to age. 

2.2 Situated on the south coast of Devon, Torbay is known as the English Riviera. The 
authority sees a dramatic increase in its population during the summer months – with 
tourism being Torbay’s biggest single sector representing economic impact of £442m 
per annum and a third of the area’s employment.  Currently, Torbay accounts for 
1.45 million staying visitors and a further 3.8 million day visitors, being the largest 
major tourist area in the South-west of Britain. 

2.3 The 2001 Census statistics give the age breakdown for Torbay: children aged 0-16 
(18%), 17-24 (9%), 25-45 (26%), 46-65 (25%) and 65 and over (23%).  These were 
quite similar in comparison with the South West and England, however there is a 
greater percentage of people aged 65 and over in Torbay than the South West and 
England.  Torbay comprises of 48% men and 52% women.  The split is similar to the 
South West and England (49%) men and (51%) women. 

2.4 Statistics from the NHS Torbay care trust highlight that there are more people aged 
over 65 and over than there are under the age of 16.  Data from Torbay Council’s 
consultation and research team indicate that the average age of residents in Torbay 
is 43.5 years; higher than the national average of 39.0 years. 

2.5 Torbay has a lower percentage of Ethnic groups (Asian, Black and Chinese, 0.7%) 
than the South West (1.5%) and England (8%).  Torbay has a significantly higher 
percentage of persons with a long term limiting illness (23%) compared with the 
South West (18%) and England (18%).   

2.6 There are 27% of households that have no access to a car or van. However, Torbay 
has a slightly higher percentage of persons with 1 car or van (48%) than the South 
West (46%) and England (44%).   

2.7 Over a third of residents in Torbay live in an area that is within the top 20% most 
deprived in England (Torbay Council, 2006).  The most deprived areas include 
Torquay, Paignton and Brixham town centres.   
 
Corporate aspirations of the authority 

2.8 The Torbay Council Corporate Plan 2007-20011 outlines several aspirations they 
hope to fulfil.  These include the following vision and guiding principles for Torbay: 

Vision - “ A cleaner, safer, prosperous Bay” 

Guiding Principles 
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• “We will provide leadership and inspiration to improve the services we support 
and provide” 

• “We will enable all to have fair access to, and enjoy, high quality services which 
will enrich their lives and help realise their full potential” 

 
2.9 The activities proposed to bring about the vision include: 

• Regenerating and Developing Torbay  
• Implementing the Tourism and Economic Regeneration Strategies  
• Implementing the Mayor’s Vision for the built environment of Torbay.  
• Creating a clean and attractive environment  
• Improve Recycling of Rubbish and Waste  
• Making People feel  
• Helping people to live happily, independently and healthily  
• Increasing the supply of new Affordable Housing 
• Improving Learning Environments 
• Improving the way in which services are provided to the public 
 

2.10 There is no mention of the role of taxis in the Corporate Plan 
 

Torbay Second Local Transport Plan 2006-2011 
 

2.11 Torbay Council’s Local Transport Plan 2006-2011 (LTP) notes that a total review of 
the strategy for taxis and PHVs began in February 2006 involving a partnership with 
taxi operators to establish a more robust operational framework for service provision 
over the next 10 to 20 years.  

2.12 The LTP also outlines a number of objectives for improving accessibility, as follows: 
 

• Ensure good access to all key services from all parts of Torbay; 
• Fully consider access when identifying new sites for key services; 
• Maximise the level of access by all modes through the imposition of stringent 

section 106 and 278 agreements; 
• Ensure that transport is not an impediment for disabled people; and 
• Ensure good access to Torbay from outside and provide easily accessible 

information on travel options to and within Torbay 
 

2.13 There are problems with access to healthcare in some locations especially for the 
elderly.  It is indicated that there needs to be an improvement in accessibility to 
health care as access to GPs for the elderly and isolated is largely dependent on 
private cars and taxis.  In particular, an increase in the capacity of the patient 
transport service is sought alongside improved accessibility to the hospital out of 
hours and weekends through the public transport system.   

2.14 Other schemes proposed in the plan for improving accessibility are: 
 

• National Cycle Network (completing the NCN in the area) 
• South West Public Transport Information (providing high quality transport 

information) 
• Public Transport Infrastructure (improvements to the infrastructure used by 

buses) 
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• Highway signage (rationalising highway and pedestrian signage and routing of 
traffic away from unsuitable routes) 

• Brixham Town Centre (enhancement of the central area of Brixham, in support of 
the Brixham regeneration scheme; improvements to pedestrian and bus stop 
infrastructure as well as removing conflicts between different modes) 

• New Bus Services to Western Corridor (priority to providing direct links between 
most deprived areas and the Western Corridor) 

• Reduce Contract Bus Services for School Travel (moving school children away 
from contract bus services onto public services) 

• Ticketing Initiatives (multi operator tickets and flexible tickets) 
• Evening Bus Services (additional bus services during evenings to educational, 

cultural and sporting facilities and for shift workers)  
• Rail/Bus Integration (improving integration between local bus and rail services 

and improve pedestrian and cycle links at rail stations) 
• Learning Disabled Transport Packs (wide ranging pack giving information in 

accessible formats, also education and training) 
• Infrastructure for the Disabled (increasing accessibility and social inclusion, for 

example by drop kerb, maintenance and shopmobility facilities) 
• Smart Cards (to reduce delays at bus stops and increasing accessibility for 

vulnerable groups, initially aimed at students and job seekers 
 

Audit Commission Corporate Assessment  
2.15 The Audit commission has produced a report examining the performance of Torbay 

Council.  The CPA ratings found the Council to be a 2 star authority, improving well.  
Particular strengths identified included economic regeneration and making Torbay a 
safer place.   
 

Taxis and private hire vehicles 

2.16 Torbay currently licenses 162 full time hackney carriage vehicles and an additional 7 
seasonal licenses that operate from May to September.  In addition there are five 
horse drawn licenses operating at Cockington Court. These were restricted to a 
specific zone but in 2007 the Council reviewed its policy and allowed the extension of 
these licences, although to date only one has been extended.  There are 350 
licensed hackney drivers. The private hire fleet currently consists of 281 licensed 
private hire vehicles and there are 237 private hire Drivers. 

2.17 The authority reviewed its taxi specification in 2005/6 and amended the specification 
to permit MPVs and stretch limousines.  The current policy is to ensure that whilst not 
all vehicles have to be suitable for wheelchair access, that there be sufficient 
provision within the area. The review in 2005 concluded that a versatile and flexible 
taxi fleet was desirable, continuing the blue and red plate distinction for private hire 
and hackney vehicles. To date the policy has resulted in there being around 7/8 
accessible hackney carriages (5% of total fleet) and a similar number of accessible 
PHVs (3% of total fleet). 

2.18   Across the three towns there are 17 functioning ranks for motor hackney carriages 
with 2 additional private motor hackney carriage ranks at Torquay Railway station 
and Paignton railway station, bringing the total to 19.  There are also two ranks for 
Horse Drawn Hackney Carriages at Cockington Lane, which were not observed as 
part of this study. The overall total of Authority controlled motor hackney carriage 
ranks, private motor hackney carriage ranks and Authority controlled horse drawn 
ranks is 21 
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Complaints File (Flare Database) 

2.19 As part of the study, the complaints file for Torbay was analysed.  From April 1st 2006 
to October 2007 there were 27 noted complaints; an average of 1.5 per month. Of 
these 12 were responded to on the same day and the maximum waiting time for a 
response 8 days. The average response time remains good at 1.5 days. 

2.20 The majority of complaints where lodged against private hire car drivers (driver 
standards, bad driving etc); there is also a complaint about overcharged fares, about 
a damaged taxi and about an unlicensed vehicle. Within the complaints are what 
appear to be ‘internal issues’ such as foreign driver medicals etc. 

2.21 All complaints list Abbey Road as the ‘Road’ name and are under the ‘Premises 
Name’ - Safety & Licensing. Details are also very short and non-descript meaning it is 
hard to tell whether they are an internal or external complaint, the nature of the 
complaint and its severity. 

2.22 There were 11 clearly noted requests for information made during the period, which 
is less than 1 per month. 

2.23 In addition there were 70 ‘other’ responses relating to licensing activities. However 
the majority of licensing activities are not captured on the Flare database. Therefore 
these are not a true reflection of the overall position. Of those identified: 

 
          12 were notifications of change of address 

3 were notifications of a change of vehicle 
3 would like to see implementation of a national driver database 
1 required a renewal of plate,  
2 were notifications of non-renewal 
2 identified parking issues 
1 related to an appeal 
1 was an enquiry for an unmet demand study 
Enforcement Data 

2.24 A total of 111 vehicle inspections are carried out on a random basis during 2007/08.   
These resulted in 1 x 14 day notice and 24 x 1 day notices being issued for work to 
be undertaken on vehicles, all off which were complied with. There was no data 
available on rank enforcement for analysis. 

Tariffs 

2.25 The current Tariffs for Hackney Carriages are shown below in Table 2.1: 

Table 2.1 Motor Hackney Carriage Fares in Torbay – 1st November 2007 

TABLE OF HACKNEY CARRIAGE FARES 

TARIFF 1 (For all hirings commencing between 7am and 11pm from Monday to Saturday 
inclusive except those mentioned in Tariff 2) 

DISTANCE - For the first 500 yards (457 metres) or part thereof £2.30 

DISTANCE - For each subsequent 150 yards (137 metres) or part thereof £0.14 
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WAITING TIME - For each 40 seconds or part thereof £0.14 

TARIFF 2 (For all hirings commencing between 11pm and 7am on any day between 7am and 
11pm on Sundays and Bank Holidays and 7pm and 11pm on Christmas Eve and New Years Eve) 

DISTANCE - For the first 500 yards (457 metres) or part thereof £3.00 

DISTANCE - For each subsequent 150 yards (137 metres) or part thereof £0.18 

WAITING TIME - For each 40 seconds or part thereof £0.18 

EXTRA CHARGES 

For each passenger in excess of one £0.20 

For each hiring by which the driver is required to proceed to the hirer’s designated pick up 
point £0.50 

For the fouling of the interior or exterior of a cab £50.00 

For charging purposes only two children between the ages of 3 years and 6 years shall be 
regarded as one person.  A child under the age of 3 years shall not be reckoned.  The 
meter will be re-set at the start of each journey, charges for distance and time registering 
automatically and additional charges being set by the driver.  

 

Source:  Torbay Council 
 

Ranks 

 

2.26 Table 2.2 (overleaf) displays the 17 functioning ranks for motor hackney carriages as 

well as the 2 additional private motor hackney carriage ranks at Torquay Railway 

station and Paignton railway station, bringing the total to 19.  Table 2.2 also displays 

the two ranks for Horse Drawn Hackney Carriages at Cockington Lane, (which were 

not observed as part of this study) together with 5 ranks which have been removed 

as outlined in the current Hackney Carriage and Private Hire Drivers Handbook. 
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 Table 2.2 Official Motor Hackney Carriage Ranks  

Rank Location 
No of 

Vehicle 
Spaces 

 
Days/Hours of 

Operation 

Torquay   
1. Market Street - Removed 
2. Babbacombe Downs Road - Removed 
3. Cary Parade 9 24 
4. Victoria Parade 13 24 
5. Lymington Road (Library) 9 under Review 24 
6. Lymington Road (Assembly rooms) 1 24 
7. Lymington Road (Coach station) 6 24 
8. Castle Circus 3 24 
9. Chestnut Avenue 3 24 
10. Union Square, Union Street 10 24 
11. Abbey Road - Removed 
12. Torbay Road – outside Princess Theatre 3 8pm-4am 
13. Westlands School r/b by Bronshill Road 3 8am-9am  &  2am-3am 
14. Post Office Roundabout 3  24 
15. The Strand 2 24 
16. Torquay Railway Station – Private Rank 8-10 24 
Paignton   
17. Hyde Road 2 24 
18. Torbay Road 3 24 
19. Garfield Road 10 Removed 
20. Palace Avenue (South Side) 2 24 
21. Dartmouth Road 4 24  
22. Paignton Railway Station – Private Rank  24 
Brixham   
23. Bank Lane 7 9pm - 12am 
24.  The Quay - Removed 
Cockington Lane – Horse Drawn 
Hackneys 

  

25. Vicarage Hill, Cockington 2  
26. Cockington Lane 4  
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3.0 RANK OBSERVATIONS 

 

 
 Rank Observation Survey 
 
3.1 Across the three towns there are 17 functioning ranks for motor hackney carriages 

with 2 additional private motor hackney carriage ranks at Torquay Railway station 
and Paignton railway station, bringing the total to 19.  There are also two ranks for 
Horse Drawn Hackney Carriages at Cockington Lane, however, these were were not 
observed as part of this study.  Only the 19 motor hackney carriage ranks were 
observed during this study.  

 
3.2 The rank observation programme covered a period of 519 hours of rank observations.  

Rank observations were conducted between November 2007 and December 2007 
except for one 9 hour survey at Union Street which was undertaken in March 2008. The 
timing of the rank observations was chosen to ensure that they were undertaken during 
the school term, to provide a mix of weekend and weekday observations and be 
representative of a typical week. 

 
3.3      Observations were carried out at the following 19 motor hackney carriage rank locations 

as detailed in Table 3.1.  The hours allocated to each rank were based upon a detailed 
site visit and discussions between TPi staff and the Client. 

 
 Table 3.1 Allocation of Formal Rank Observations 
 

 Rank Location Hours Observed 
1. Union Street 33 

2. Post Office Roundabout 42 

3. Castle Circus 38 

4. Victoria Parade 46 

5. The Strand 46 

6. Cary Parade 45 

7. Torbay Rd, Princess Theatre 14 

8. & 9. Lymington Rd, Library & Assembly rooms  12  

10. Lymington Rd, Coach Station 13 

11. Chestnut  Ave 18 

12. Torquay Railway Station 33 

13. Hyde Rd 12 

14. Torbay Rd 39 

15. Dartmouth Rd 17 

16. Palace Ave 30 

17. Paignton Railway Station 33 

18. Bank Lane 46 

19. Westlands School by Brunshill Road 2 

Grand Total 519 
  Source:   TPi 
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3.4 Rank observations by survey staff were undertaken at all ranks (a copy of the detailed 
rank observation schedule is included in the Appendix 4) For every five minute period, the 
number of taxis departing and the number of passengers departing was observed and 
recorded.  At the end of each five minute period, the queue lengths of cabs and 
passengers were also recorded.  For each hour the mean delay can then be estimated 
as being the queue length divided by the throughput per five minute period, multiplied by 
five minutes. Thus: 

 

MeanDelay =QueueLength
Throughput

xRecordingPeriod
 

 
3.5 This method relies on compiling "representative weeks" of activity at each major rank 

and then using these to estimate overall passenger and cab delays and loading.  
This method provides consistent estimates within the bounds expected for passenger 
delay.  In cases where long cab queues coincide with small levels of cab throughput 
the method tends to overestimate delays.  

 
3.6 In constructing a representative profile of demand at a rank over the period of a week 

a number of assumptions are made.  Firstly, ‘daytime’ observations refer to 
observations made between 0700 and 1800 hours and ‘night-time’ observations refer 
to the remaining period.  Secondly, observations conducted between Monday and 
Friday daytime and Monday to Thursday night-time are regarded as similar and 
therefore referred to as typical weekday observations.  Observations conducted on 
Friday and Saturday night-times and Saturday daytimes are all likewise similar and 
referred to as typical weekend observations, with Sunday treated separately, based 
on experience from other studies.  These are then factored up to provide complete 
weekly totals.  

 
3.7 The results presented in this section set out: 
 

• The Balance of Supply and Demand. This indicates the proportion of the time 
that the market exhibits excess demand, equilibrium and excess supply; 

 
• Average Delays and Total Demand. This indicates the overall level of 

passenger and cab delay and provides estimates of total demand; 
 
• The Demand Profile. This provides the key information required to determine 

the  pattern of demand; and 
 
• The Effective Supply of Vehicles.  This indicates the proportion of the fleet that 

was off/on the road during the survey. 
 

The Balance of Supply and Demand 
3.8 The first indicator of the performance of the Hackney trade can be gauged from a 

general assessment of the market conditions.  This is assessed in terms of three broad 
areas: excess demand, equilibrium and excess supply.  If the minimum cab queue 
occurring during one hour was greater than two vehicles the market is considered to be 
in excess supply in that hour, that is, there were always ample cabs to meet the 
observed level of demand.  If the maximum passenger queue exceeded two in an hour 
then the market is considered to be exhibiting excess demand in that hour, that is, there 
was at least one occasion during that hour in which the observed level of demand could 
not be met without passenger delay occurring.  If the maximum passenger queue is 
below three and/or the minimum cab queue is less than three then the market is 
considered to be in equilibrium in that hour, that is, there was broadly speaking just 
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sufficient supply to meet the observed level of demand.  The results of the analysis are 
presented in Table 3.2 below. 

 
  
Table 3.2   The Balance of Supply and Demand in Torbay Rank-Based Hackney 

Carriage Market (Rows Sum to 100%)  
 

 Period  Excess 
Demand (hrs) 

Equilibrium 
(hrs) 

Excess 
Supply 
(hrs) 

Weekday Day 
Night 

7.2 
5.5 

83.3 
90.1 

9.4 
 4.4 

Weekend 
 

Day 
Night 

10.3 
4.5 

77.3 
77.5 

12.4 
18.0 

ALL (including Sundays)   6.3 82.4 11.3 
 Source:   TPi 
 
3.9 Table 3.2 shows that, overall, the market exhibits equilibrium conditions in 82.4% of 

hours, the predominant market state.  Excess Demand is observed in only 6.3% of hours, 
while excess supply is experienced in 11.3% of hours.  Conditions are worst during the 
weekend day times and at their best during weekend night times.  During weekday 
daytimes the proportion of hours exhibiting excess demand is 7.2%.  This is an important 
element in the consideration of significant unmet demand. 

 
 Average Delays and Total Demand 
3.10 The rank observation programme was designed to allow estimates of a week’s activity at 

each rank.  To observe each rank for a complete week would have been costly and 
unnecessary.  Instead the week was divided up into periods and observations designed 
to sample from these.  The periods are "daytime" i.e. 0700-1800, "Night-time" i.e. 1800-
0400, "Weekday" (i.e. Monday to Friday ‘daytime’ and Monday to Thursday ‘night-time’), 
"Weekend" (i.e. Friday ‘night-time’ and Saturday), and Sunday, which was treated in 
isolation. Using this method the following estimates of average delays and throughput 
were produced for each of the main ranks in the licensing District as shown in Table 3.3. 
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Table 3.3  Average Delays and Total Demand (Delays in Minutes) 
 

Rank Passenger 
Departures 

Cab 
Departures 

Average 
Passenger 

Delay 

Average 
Cab  

Delay 

Union Street 3469 1763 0.02 11.64 

Post Office Roundabout 1422 1182 0.12 15.92 

Castle Circus 711 781 0.81 12.54 

Victoria Parade 765 606 0.79 22.40 

The Strand 497 689 0.24 25.69 

Cary Parade 319 466 0.03 27.44 

Torbay Rd, Princess Theatre 80 32 4.25 5.00 
Lymington Rd, Library & Assembly 
rooms 5 35 0.00 7.14 

Lymington Rd, Coach Station 5 15 0.00 23.33 

Chestnut  Ave 0 0 0 0 

Railway Station 391 490 1.16 16.40 

Hyde Rd 465 365 0.97 0.27 

Torbay Rd 0 0 0 0 

Dartmouth Rd 18 17 13.89 1.76 

Palace Ave 0 0 0.00 0.00 

Railway Station 1182 1083 0.85 24.23 

Bank Lane 1864 1596 0.64 9.40 

Westland Lane 20 10 0.00 20.00 

Totals and Averages 11, 212 9, 129 0.47 15.72 

Source:   TPi 
 
3.11 The average delays and total demands in the above table are calculated as follows, 

using Union Street as an example.  Firstly, below is a summary, taken from the 
appendices citing all the rank observations observed at this location.  
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Table 3.4    Rank Observations undertaken at Union Street 
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3.12        The totals for each survey above can be summarised as follows in Table 3.5: 
 
Table 3.5 Summary of Rank Observations undertaken at Union St 
 
        Average      
    Number Total Passenger Total Average  
    of Hours Passengers Delay Cabs Cab Delay 
Mon-Fri DAY 8 600 0 288 11.23 
        
Mon-
Thu  NIGHT 6 3 0 3 1.67 
             
Sat 
Day  DAY 8 356 0.22 227 10.88 
        
        
Fri-Sat  NIGHT 9 9 0 8 6.25 
             
Sunday   8 83 0 68 25.81 
         
    Passengers CABS    

    3469 1763    
Overall Weighted Passenger 
Delay =    0.02 

Overall Weighted Cab Delay =       11.64 
 
 
3.13       The weekly passenger figure of 3,469 is calculated from:   

 
600*5   =  3000 
3*4    =       12 
356*1   =    356 
9*2   =      18 
83*1  =      83 
  
Total =  3,469.  The cab delay is derived in the same fashion. 
  
 The overall weighted passenger delay is derived as follows: 
  
600*5* 0         =     0 
3*4* 0             =     0 
356*1*0.22     =   78.32 
9*2*0              =     0 
83*1*0             =     0 
 
Total =       78.32 and this  78.32/3469 = 0.02.  The overall weighted cab delay is 
calculated in the same fashion. 
  
Finally the Total Weekly Passengers Departures,11,212 and Cab Departures, 
9,129 in are the total estimated weekly passengers and cabs for all ranks.   
  

3.14 An  Average Passenger Delay across all ranks of 0.47 minutes is then calculated from the 
sum of multiplying the weekly passenger departures at each rank by passenger delays at 
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that rank, (i.e. 3469*0.02 for Union St), divided by the total Weekly Passengers at all 
ranks.  

 
3.15 The surveys suggest that in total there are approximately 11,212 passengers and 9,129 

cab departures per week from all the ranks and that on average each passenger waits 
0.46 minutes for a cab.  Cabs wait for an average of 15.72 minutes.  

 
3.16 Table 3.3 shows that the busiest ranks with respect to passenger and cab departures 

are Union Street, Bank Lane and Post Office Roundabout.  The quietest ranks with 
respect to passenger and cab departures are Chestnut Avenue, Torbay Road and 
Palace Avenue. 

 
3.17 Union Street is particularly busy on a Weekday daytime and a Saturday daytime.  

Bank Lane is busy on a weekday daytime, Friday/Saturday night-time and on a 
Sunday.  Post Office Roundabout is especially busy on a Saturday day-time 

 
 The Delay/Demand Profile 
 
3.18 The previous analysis may hide a lot of variation in service performance at different 

times of the day and of the week.  To investigate the nature of passenger delay at 
ranks further, analysis has been conducted by time of day and day of the week.    

 
3.19 Figure 3.1 provides a graphical illustration of average daily passenger demand per 

rank from 0700 Monday to 0400 Friday.  Figure 3.2 shows the equivalent information 
for the period 1800 Friday to 0400 Saturday. 

 
3.20 Figure 3.1 shows demand rises from 0700, increasing throughout the morning up to 

13:00 where it peaks   Demand then drops off to a low around 1900, remaining at this 
lower level until 0400 

 
3.21 The situation at the weekend is shown in Figure 3.2.  Demand rises from 1000, 

increasing to a peak between 1300-1700.  Demand then drops off but rises again after 
2100 to a further lesser peak around midnight. 

 
3.22 The two profiles are combined and factored accordingly to represent average weekly 

profiles in Figure 3.3.  The figure shows that, overall, demand in Torbay does not 
exhibit a high degree of peaking in the evening and late at night at weekends. As such 
demand can be classed as being not highly peaked. 

 
3.23 Moving onto passenger delays Figure 3.4 and 3.5 provide an illustration by time of day 

for the 0700 Monday to 1800 Friday and 1800 Friday to 0400 Saturday periods 
respectively. 

 
3.24 During the 0700 Monday to 1800 Friday period passenger delays occur at virtually all 

hours of the day.  The peak passenger delay of just under 3 minutes occurs between 
0300-0400. 

 
3.25 During the 1800 Friday to 0400 Saturday period passenger delays are experienced at 

all hours apart from 1900-2200.  The peak passenger delay of just under 2 minutes 
occurs between 1200-0100. 

 
3.26 Figure 3.6 provides an illustration by time of day for the weekday and weekend periods 

combined. 

 The Effective Supply of Vehicles  
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3.27 Observers were required to record the Hackney Carriage licence plate number of vehicles 

departing from ranks.  In this way we were able to ascertain the proportion of the fleet that 
was operating during the survey.  Of the 162 licences, (i.e. not considering the 7 restricted 
licenses placed on during May-September, and the 5 horse drawn licenses), 154 (95%) 
were observed at least once at the official ranks.  This implies that the Hackney Trade 
was operating at full strength during the period covered by the observations. 

 
  Wheelchair User Hirings and Private Hire Obervations at the 
Ranks 
 
3.28 During the rank observation period, from a total of 3,801 passengers observed hiring 

hackney carriages at the ranks, 31(0.8%) were wheelchair users.  
 
3.29 During the rank observation period, from a total of 3,163 Hackney Carriages/PHV 

observed at the ranks 72(2.3%) were Private Hire Vehicles.  
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 Figure 3.1 Average Daily Passenger Demand per Rank (07am-4am) for the  
   Weekday Period 0700 Monday to 1800 Friday Inclusive  
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Figure 3.2 Average Daily Passenger Demand per Rank (10am-4am) for the  
   Weekend Period 1800 Friday to 0400 Saturday Inclusive  
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Figure 3.3 Average Weekly Passenger Demand per Rank (7am-4am) for the

   Weekly Period 0700 Monday to 0400 Saturday Inclusive  
 

0 . 0

2 0 . 0

4 0 . 0

6 0 . 0

8 0 . 0

1 0 0 . 0

1 2 0 . 0

7 8 9 1 0 1 1 1 2 1 3 1 4 1 5 1 6 1 7 1 8 1 9 2 0 2 1 2 2 2 3 2 4 1 2 3
H o u r  S t a r t i n g

 P
as

se
ng

er
s

W e e k e n d
W e e k d a y

 



TPi: 22120 Torbay Council Taxi Unmet Demand and Accessibility Study                                                    May 2008 

 

 

Figure 3.4 Average Daily Passenger Delay (7am-4am) for the Weekday Period 
0700 Monday to 1800 Friday Inclusive  
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Figure 3.5 Average Daily Passenger Delay (10am-4am) for the Weekend Period 

1800 Friday to 0400 Saturday Inclusive  
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Figure 3.6 Average Daily Passenger Delay (7am-4am) for the Weekly Period 

0700 Monday to 0400 Saturday Inclusive  
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Indicator of Significant Unmet Demand  
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3.28  A further indicator can be calculated taking into account the size and incident of 
passenger delay and the effect of peaks in demand.  It is defined as the product of 
the average passenger delay, the percentage of passengers travelling in hours 
where the average delay is greater than or equal to one minute and the percentage 
of excess demand.  If peaking demand is present the average delay is factored by 
0.5 to allow for the disproportionate effect of late night demand on the overall 
average delay.  That is to say, the four main indicators from the rank observations 
are as follows:- 
 
I. the average passenger delay across all time periods (APD); 

 
II. the incidence of passenger queues (Excess Demand) during the Monday to 

Friday daytime period (ED); 
 

III. the proportion of Hackney users travelling in hours where the delay at the rank 
in question was greater than or equal to one minute (P1); and 

 
IV. whether the demand profile is highly peaked (HP). 

 
3.29  Using these indicators a simple Index of Significant Unmet Demand (ISUD) has been 

developed as follows (where HP = 1 if no peaking and 0.5 if peaking is present) 
 

     ISUD = APD x ED x P1 x HP  
 

The value for Torbay is: 
 

   ISUD =   APD x ED x P1 x HP 

 

    =   0.47 x 7.2 x 15.71 x 1.0 =  53 

 
3.30      At the time this method was devised, those authorities where previous studies had 

resulted in a conclusion of significant unmet demand had produced values of 90, 
162, 196, 275, 282, 408 and 972.  At that time, the highest value obtained for a study 
where a conclusion of no significant unmet demand had been reached was 71.  This 
suggested a threshold value of around 80 to use as a benchmark.  The value of this 
indicator for Torbay is 53 which results in a conclusion of there being no significant 
unmet demand in the rank based market. 

 
3.31 Figure 3.7 shows the Significant Unmet Demand (SUD) Indicator Value in Torbay 

compared with other Authorities.  It can be clearly seen that the location of the 
Colchester SUD Indicator suggests No Significant Unmet Demand 

 
Informal Rank at the Strand 
 

3.32     Observations were also carried out at the informal rank at the bus shelters close to the 
Strand Rank on a Friday night in November from 19:00-0300.  It is known that the Trade 
use the bus lay by/bus stops as a feeder rank to the Strand between 11:00-0300.  The 
buses stop at 12am, and the police accept this informal activity.  However, hackneys at 
the bus stops before this time can deny the buses access, causing the buses to drop 
people downstream.  The data collected shows that no passengers were observed and 
only 2 cabs were observed between 22:00 and midnight at this location
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Figure 3.7 

Significant Unmet Demand (SUD) Indicator Value in Torbay Compared with Other Authorities
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 Comparison with other authorities 
 
3.33  Any comparisons between authority areas should be treated with some caution.  

Districts vary widely according to population density, total population, public transport 
provision, car ownership and many other socio-economic and physical 
characteristics. However, previous studies undertaken over time can provide useful 
comparators. The following main points may be made about the results in Torbay 
compared to other districts: 

 
Table 3.6  Torbay and average of 81 previous studies, key indicators 
 

Populatio
n per 

Hackney 

Proportio
n Waiting 
at Ranks 

Proportio
n Waiting 
³ 1 minute 

Proportio
n Waiting 

³ 5 
minutes 

Average 
Passenge

r Delay 

Average 
Cab 

Delay 

% 
Excess 
Demand 

Torbay 801 22.94 15.71 1.74 0.47 15.71 7.20 
AVERAGE 1,722 40.19 23.67 6.16 1.07 11.65 9.92 
 
 
3.34 The population supplied by each Hackney in Torbay is 801, compared to the average of 1, 

699 for the 100 districts cited.  If Torbay conformed to the average, there would be 78 
hackneys.  If Torbay equalled the best provision there would be 540 hackneys.  If 
Torbay equalled the worst provision there would be 23 hackneys.  Figure 3.8 shows the 
Population per Hackney in Torbay compared to other Authorities. 

 
 Rank audits 
 
3.35  As part of the study the facilities/accessibility at each rank was reviewed by the 

consultants.  Full details of the rank audit are included in the appendices and the key 
outputs are summarised below. 

 
• Clear signage is not available at 6 of the ranks and there are 9 ranks that have no 

signage available to indicate routes to or from the rank 
• There are 2 ranks that are not clearly marked out on the road 
• No ranks have information available explaining what to do or how to obtain a taxi 

if there are none at the rank 
• Similarly no ranks have Information available on complaints procedure, licensing 

officer contact number or promotions, etc 
• There are 16 ranks at which there is no dropped kerb available 
• Only 1 ranks has seating available and only one a shelter 
• All ranks are adequately lit and only one is not easily visible from a main 

thoroughfare 
• Only 3 ranks do not appear to be covered by CCTV 
• Only 5 ranks have a public telephone located nearby  
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Figure3.8

Population per Hackney in Torbay Compared With Other Authorities
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4.0 ON STREET SURVEYS 
 

 
Introduction  

4.1 A public attitude interview survey was undertaken to assess taxi and private 
hire vehicle use, as well as flagdown and telephone delays, and levels of 
satisfaction.  It also provided information on the views of users and non-users 
throughout different parts of the authority.  The survey structure comprised 
three elements.  The first part identified the specific characteristics of a 
person’s last taxi trip.   The second part analysed a respondent’s more 
typical, longer term, taxi requirement and factors influencing their amount of 
taxi travel.  The third part addressed peoples’ views on the potential for 
improving taxi services in the area.   

 
4.2  It should be noted that in the tables that follow the totals do not always add 

up to the same amount.  This is due to either not all respondents being 
required to answer all questions, some respondents failing to answer some 
questions or some questions allowing multiple responses.  Where the latter 
applies this is highlighted in the title of the table. 

 
Survey responses 

 
4.3 Over 1,000 interviews were carried out in and around Torbay during November 

and December 2007.  The survey sample was designed to reflect, as far as 
possible, the age and gender characteristics of the local community, 
ensuring the responses were representative. As a quality check, all 
respondents were asked for a telephone number. A selection of those who 
provided this were telephoned to confirm their details and that they had taken 
part in the survey.   

 
Table 4.1 Target and Actual Samples for Interview Surveys by Age and Sex 

    Category Target Quota Actual Quota 

  Frequency Percent 
Frequenc
y 

Percen
t 

15 – 29 180 18.0 286 27.6 
30 – 64 548 54.8 517 49.8 
65+ 272 27.2 177 17.1 
No age given 0 0.0 58 5.6 
Total 1,000 100.0 1,038 100.0 
Male 468 46.8 477 46.0 
Female 532 53.2 478 46.1 
No sex given 0 0.0 83 8.0 
Total 1,000 100.0 1,038 100.0 

                Source:   TPi 
  
4.4 The surveys achieved a reasonable range of responses from different age 

groups and both mail and females. Shortcomings in the sample of people 
aged 65 and over are addressed by further face to face consultation 
undertaken with this group of the population. 

 
4.5 A third of respondents were employed full time, similar to the proportion in the 

population overall (Census 2001 - 33%), 16% were retired compared with 



TPi: 22120 Torbay Council Taxi Unmet Demand and Accessibility Study                                                    May 2008 

 

 

18% of the population overall.  However, the surveys did include an 
overrepresentation of those unemployed – 12% compared to 4% according to 
Census data. Overall, the responses provide a representative range of 
employment status.  
 
Table 4.2 Economic Status of Respondents to Pedestrian Survey 

   
Status Frequency Percent 

Full-time Employed 336 32.4 
Part-time Employed  132 12.7 
Unemployed 125 12.0 
Student/Pupil 77 7.4 
Retired 163 15.7 
Housewife/Husband 87 8.4 
Other 44 4.2 
No Status Given 74 7.1 
Total 1038 100.0 

       Source:   TPi 
 
4.6 The majority of survey respondents were permanent residents in the area, 

with only 2.3% visitors or tourists, reflecting the season in which the surveys 
were undertaken.  Tourist agencies were included in the written consultation 
to ensure the summer /visitor needs were taken into account. 

 
 Table 4.3 Residency of Respondents  

Residency  
 

Frequency Percent 

Permanent Resident  911 87.8
Visitor  21 2.0
Tourist 3 0.3
No Residence given 103 9.9
Total 1,038 100.0

              Source:   TPi 
 

4.7 Respondents were also asked for their home postcode.  Almost 90% were 
from the immediate Torbay area: either TQ1 (20%), TQ2 (17%), TQ3 
(Paignton 26%), TQ4 (11%) or TQ5 (Brixham 14%) postcodes.   

 
 Last journey made by taxi 
4.8 All respondents were asked if they had made a journey by taxi in the last 

month.  The survey showed that 412 people (40%) had used a taxi within the 

period and 607 people (59%) had not. The 412 recent users were then 

questioned about their last trip in terms of the following: 

  
• journey purpose; 
• cost of the trip; 
• group size using taxi; 
• time of travel; 
• method of hire;  
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• ease of hiring; and  
• satisfaction with service. 

 
Characteristics of Last Taxi Trip 

4.9 The most predominant journey purpose of those making a trip in the previous 
month was shopping (41.6%), followed by leisure (37.2%) and personal 
business (10.7%).  
 
Table 4.4 Trip Purpose for Last Trip 

Trip Purpose Frequency 
Percent of 411 valid 

responses 
Shopping 171 41.6
Leisure 153 37.2
Personal Business 44 10.7
Work/Education 22 5.4
Hospital/Medical 13 3.2
Link to Other Transport 8 1.9
No Response 627 -
Total 1038 100.0

              Source:   TPi 
  
4.10 The cost of the last taxi trip ranged from £2.80 to £30.00. The average 

journey cost was £7.02.   
 
Table 4.5 Reported Cost of Last Trip 

Cost  (£) Frequency 
Percent (of 333 

respondents who gave 
specific answer) 

1.01- 2.00 0 0.0
2.01 - 3.00 20 6.0
3.01 - 4.00 63 18.9
4.01 - 5.00 45 13.5
5.01 - 6.00 34 10.2
6.01 - 7.00 43 12.9
7.01 - 8.00 45 13.5
8.01 - 9.00 14 4.2
9.01 - 10.00 20 6.0
10.01 – 11.00 25 7.5
11.01 – 12.00 9 2.7
12.01 – 13.00 1 0.3
14.01 – 15.00 8 2.4
15.01 – 16.00 2 0.6
19.01 – 20.00 1 0.3
24.01 – 25.00 1 0.3
29.01-30.00 2 0.6
Total 333 100.0
Don't know 84 - 
Total 417  

 Source:   TPi 
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4.11 58% of those who responded felt they were receiving good value for money 
for their taxi journey.  However, 14.8% thought that they were not given 
value for money. 

 
Table 4.6  Public Perception of Value for Money on Last Trip 

Value for Money 
 Frequency  Percent 

Yes 232 58.0
No 59 14.8
Don't Know 109 27.3
Total 400 100.0

 Source:   TPi 
 

Group Size and Time of Trip 
4.12 The average group sizes by time of trip are given below, showing that the 

number in a group using taxis tends to be higher in the evening. 
     

Table 4.7  Average Group Size on Last Trip by Time of Travel – 
Pedestrian Survey 

Time of Travel Average Party Size Sample Percent 
0701 – 0800 1.1 7 2.0 
0801 – 0900 1.4 14 4.0 
0901 – 1000 1.9 13 3.7 
1001 – 1100 1.5 15 4.3 
1101 – 1200 1.6 17 4.8 
1201 – 1300 2.0 24 6.8 
1301 – 1400 1.7 74 21.0 
1401 – 1500 1.8 41 11.6 
1501 – 1600 1.0 11 3.1 
1601 – 1700 1.0 10 2.8 
1701 – 1800 2.1 8 2.3 
1801 – 2300 2.2 32 9.1 
2301 – 0300 2.0 81 23.0 
Total   352 100.0 

             Source:   TPi 
 

Method of Taxi Hire on Last Trip 
4.13 Just over half of respondents (51.4%) obtained their taxi at a rank, with 

almost all the remainder (47.5%) hiring their taxi by telephone and only 1% 
flagging-down a taxi.  
Table 4.8 Method of Taxi Hire for Last Trip - Pedestrian Survey 

Method 
 

Frequency Percent 

Rank 198 51.4
Flagdown 4 1.0
Telephone 183 47.5
Total Trip-makers 385 100.0

              Source:   TPi 
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Ease of Taxi Hire 
4.14 Table 4.9 provides summary statistics relating to key service quality 

characteristics on last trips.  Respondents reported walking for 8.7 minutes, 
on average, to the nearest rank.  Rank hirers reported an average wait time 
of 1.9 minutes before obtaining a taxi. There are 70.5% of rank hirers that 
reported no delay. Those pre-booking taxis saw an average delay of 0.4 
minutes from the time they were booked for. 

 
4.15 The 162 people who booked by telephone and wished to travel straight 

away, found that 95.7% of the time they were able to obtain a booking with 
the first operator they contacted. Once the booking had been accepted the 
average delay for the taxi to arrive was 10.4 minutes. 
 
Table 4.9 Delay in Obtaining Taxi on Last Trip (Delays in Minutes) 
Measure 
 

Average Minimum Maximum No of 
People 

Time to walk to Rank 8.7 0 80 228
Rank Wait 1.9 0 20 207
Flagdown Wait 0.7 0 2 3
Number of Taxis Flagged Down 2.7 2 3 3
Immediate Booking Wait 10.4 1 35 159
Number of Operators Telephoned 1.1 3 0 163
Pre-Booked Taxis Arrival 0.4 -1 15 103

 Source:   TPi                      
 

Table 4.10 Satisfaction with Delay on Last Trip 
Method Of Hire 

 
Sample Percentage of 

Respondents Satisfied 

Telephone 183 78.7%

Rank 198 47.5%

Flagdown 4 75.0%

Time of Day 
   

0301 – 0700 8 50.0%

0701 – 0800 10 50.0%

0801 – 0900 14 78.6%

0901 – 1000 16 68.8%

1001 – 1100 16 56.3%

1101 – 1200 21 57.1%

1201 – 1300 33 66.7%

1301 – 1400 87 72.4%

1401 – 1500 48 72.9%
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1501 - 1600 13 76.9%

1601 - 1700 10 50.0%

1701 – 1800 10 60.0%

1801 – 2300 39 48.7%

2301 - 0300 92 47.8%
             Source:   TPi 
 
4.16 The majority of people questioned were satisfied with the delay incurred 

when booking a taxi by telephone or flagging down a taxi. However, there 
were just over 50% of respondents that were dissatisfied with the delay at 
ranks. Overall the level of dissatisfaction increases during the period 
between 1801 and 0300. 

 
General patterns of taxi use 

4.17 To identify a profile of the frequency of taxi use across all respondents, all 
were asked how often they used taxis at ranks, on-street and by telephone.  
The majority of respondents used taxis infrequently.  However, Taxis were 
hailed on a daily basis by two respondents, four used rank hired taxis daily, 
and six used telephone booked taxis daily. There were 9.2% of respondents 
that booked a taxi by telephone at least weekly, while 10.9% use ranks with 
the same frequency. 

 
Table 4.11 Frequency of Taxi Use 
 Rank 

Hire 
% Flagdown % Phone % 

Every Day 4 0.4 2 0.2 6 0.6
At Least Weekly 112 10.9 38 3.8 94 9.2
At Least Monthly 309 30.1 56 5.6 300 29.2
At Least Annually 151 14.7 33 3.3 204 19.9
Less Often 138 13.4 153 15.4 152 14.8
Never 314 30.5 713 71.7 270 26.3
Totals 1028 100.0 995 100.0 1026 100.0

              Source:   TPi 
 
Deterrents to Increased Hackney Carriage Use 

4.18 To determine overall opinion toward the use of Hackney Carriages, all 
respondents were asked to identify the principal factors which limit their use 
of Hackney Carriages. Results suggested the main limitation was that 
people have a car available (51.7%), followed by the availability of buses 
(13.2%). Cost was a factor for 9.3% of respondents and 2.3% preferred to 
use a PHV. 
 
Table 4.12 Reasons for Not Using Hackney Carriages More Often 
Reason 
 

Frequency Percent 

Car Available 537 51.7
Bus Available 137 13.2
No Need 127 12.2
Too Expensive 97 9.3
Walk/Cycle 39 3.8
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Prefer/Use Private Hire 24 2.3
Distance to Ranks 8 0.8
Waiting Time/Availability 7 0.7
Conduct of Drivers 7 0.7
No Response 55 5.3
Total 1038 100.0

              Source:   TPi 
            
 Knowledge of Hackney Carriage Fares 
4.19 People were asked to estimate the cost of a three mile, daytime hackney 

journey from a rank in the Torbay area.  The average estimated cost was 
£9.14, £2.37 above the actual average cost of £6.77 for a daytime journey 
and £0.40 above the actual average cost of £8.74 for a night-time journey. 
 
Table 4.13 Estimated Cost of a Three Mile Trip in the District of Torbay 

from a Rank During the Daytime - Pedestrian Survey 
 

Fare Band (£) Frequency Percent Cumulative Percent 
1.01 - 2.00 2 0.22 0.22
2.01 - 3.00 11 1.20 1.41
3.01 - 4.00 26 2.83 4.24
4.01 - 5.00 67 7.28 11.52
5.01 - 6.00 95 10.33 21.85
6.01 - 7.00 187 20.33 42.17
7.01 - 8.00 165 17.93 60.11
8.01 - 9.00 63 6.85 66.96
9.01 - 1000 92 10.00 76.96
10.01 - 11.00 50 5.43 82.39
11.01 - 12.00 15 1.63 84.02
12.01 - 13.00 12 1.30 85.33
13.01 - 14.00 7 0.76 86.09
14.01 - 15.00 36 3.91 90.00
15.01 - 16.00 19 2.07 92.07
16.01 - 17.00 10 1.09 93.15
17.01 - 18.00 6 0.65 93.80
18.01 - 19.00 3 0.33 94.13
19.01 - 20.00 23 2.50 96.63
20.01 - 21.00 11 1.20 97.83
21.01 - 22.00 4 0.43 98.26
22.01 - 22.00 3 0.33 98.59
22.01 - 23.00 0 0.00 98.59
23.01 - 24.00 0 0.00 98.59
24.01 - 25.00 0 0.00 98.59
25.01 - 26.00 7 0.76 99.35
26.01 - 27.00 0 0.00 99.35
27.01 - 28.00 1 0.11 99.46
28.01 - 29.00 0 0.00 99.46
29.01 - 30.00 5 0.54 100.00
Don't Know 1   
No Response 117   
TOTAL 1038   

Source:   TPi 
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Knowledge of Distinction between Hackney Carriages and Private Hire 
Cars 

4.20 Respondents were questioned about their knowledge of the legal distinction 
between Hackney Carriage and Private Hire cars.  To the statement “All taxis 
are allowed to pick up in the street or at a rank”, 1,025 people responded.  Of 
these 1025, 473 (46.1%) said the statement was ‘false’.  When pressed, 450 
(95.1%) of these 473 clearly understood the difference. This shows that 
43.4% of the 1038 people questioned were already aware of the legal 
difference between the two types of service at the start of the interview. 
Surveyors ensured that the others clearly understood which mode of hire (i.e. 
Hackney Carriages) was being discussed in the course of the interview. 

 
Availability 

4.21 We asked all respondents whether they had experienced problems in 
obtaining a taxi.  Of the 1038 respondents, 99 (9.5%) said that they had 
whilst 920 (88.6%) said they had not.  Reasons for difficulty in obtaining a 
taxi included: 

 
• Waiting time is too long (22) 
• Waiting in the rain (6) 
• Taxis aren’t available (5) 
• People pushing into the queue (4) 
• Other people causing disturbance/interruptions (4) 
• Drunk people disturbing the peace (4) 
• Long queues (4) 
• Waiting for taxis to get to the rank (3) 
• Taxi’s being late (1) 
• Other customers causing trouble (1) 
• Having to wait in an unsheltered area (2) 
• Bad customer service from a grumpy driver (1) 
• Other customers disturbing the elderly (2) 
• No taxis for over 30 minutes (1) 
• Driver took a longer route (1) 
• Waiting for 20 minutes (1) 
• No seating for those who must wait (1) 
• Not able to find a taxi rank (2) 
• No taxis for ages (2) 
• Booked a taxi to move DJ equipment, but was refused (1) 
• Too expensive (1) 
• Mix up with the time (1) 
• Friday/Saturday nights are busy (2) 
• None on the rank (1) 
• Private hire takes over half an hour so stopped using taxis (1) 
• Waving down doesn’t always work (1) 
• Have a pram, have to wait for a bigger taxi (1) 
• No baby seat (1) 
• Used a second hand phone to call for a taxi, but was refused. They said I 

was banned (1) 
• Driver said I was too drunk (1) 
• Taxis don’t turn up (1) 
• Services are busy (1) 
• During busy periods (2) 
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• Hard to get a taxi at 3pm (1) 
• Hard to get a taxi at school time, unless pre-booked (1) 

 
4.22 Almost three quarters (72.5%) of respondents thought it most difficult to 

obtain the service of a hackney carriage on Friday and Saturday nights.  
However, when respondents were asked what proportion of the time they 
had problems in obtaining the services of a Hackney Carriage. 962 (92.7%) 
thought this was 50% or less.  
 
Overall Assessment of the Availability of Hackney Carriages 

4.23 In general availability was thought to be good. Of the 1,038 respondents 
only, around 5% thought availability was below average and around half 
perceived availability as being good or very good. 

 
 Accessibility 
4.24 All respondents were asked about difficulty in entering or exiting any type of 

taxi, and more specifically about difficulty entering or exiting Hackney 
Carriages with steps (such as people carrier type vehicles). There were 9.5% 
of people that stated they had experienced difficulty in entering or exiting any 
type of vehicle, whilst 2.5% had experienced difficulty with vehicles with 
steps. 

 
Overall Assessment of the General Standard of Hackney Carriages 

4.25 Overall, the general standard of the services provided by Hackney Carriages 
in Torbay was thought to be good.  Whilst 53% thought the standard of 
service was good or very good, only 7% thought it was poor or very poor and 
39% rated the standard of service as average. 

 
Potential for improvement   

4.26 The survey asked whether or not people felt hackney carriage services could 
be improved. The responses highlighted that nearly half (44.5%) of 
respondents believed improvements possible.  Respondents’ suggestions for 
improving taxi services included those below (note multiple responses were 
permitted). 

 
Table 4.14 Suggested Improvements to Torbay Hackney Carriage 

Services (Multiple Responses Allowed) 
Improvement Frequency % (of  1032 

responses) 
Lower fares 412 39.7
More hackneys 125 12.0
Driver quality/customer care 122 11.8
Better Disabled access 76 7.3
More ranks 67 6.5
Better rank security 56 5.4
Low Emission vehicles 46 4.4
Better driving 44 4.2
Better driver appearance 40 3.9
Better conditioned vehicles 17 1.6
Standard vehicle type/colour 7 0.7
Shared taxis 3 0.3
Other suggestions 17 1.6

              Source:   TPi 
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4.27 The most often cited improvement was lower fares (40%), followed 

by more hackneys (12%), Driver quality and customer care (12%) and better 

disabled access (7.3%).  Other suggestions for improvement included: 

 

• Update vehicle models 
• More sheltered ranks 
• Seats at ranks 
• More direction notices 
• Should be more special deals available 
• Should be allowed dogs in taxis 
• Secure taxis 
• Taxis should have baby seats 
• Better communication 
• Should be told the correct waiting time 

 

Improvement to Rank Facilities 
4.28 The survey also asked about improving taxi rank facilities in the area. All 

respondents were asked whether there were any locations where they would 
like new ranks introduced, and secondly if there were any existing ranks 
which they would make greater use of if more reliable taxi services were 
provided there.  51 (4.9%) of the respondents stated that they would like a 
new rank to be introduced, suggesting the following locations: 
 
Table 4.15 Suggested Locations for New Ranks. 

Location Frequency % (of 49 valid 
responses) 

Seafront Paignton 4 8.2
Princess Theatre 4 8.2
Preston Seafront 3 6.1
Preston 3 6.1
Doctors Road, Brixham 2 4.1
St Mary's Square 2 4.1
Outside my house 2 4.1
Cinema 2 4.1
Broadsands Road 2 4.1
Town Square Brixham 1 2.0
Top of town 1 2.0
St Mary's 1 2.0
Preston, Torquay Road 1 2.0
Preston old job centre 1 2.0
Parkhall Lane 1 2.0
Paignton Post Office 1 2.0
Outside 6 Stone Acre Road 1 2.0
Norwich Avenue 1 2.0
Mudstone Lane, Brixham 1 2.0
Longdon Road 1 2.0
Leisure centre/ Goodrington 1 2.0
Kisston 1 2.0
Higher Ransome Road, Brixham 1 2.0
Heath Road, Brixham 1 2.0
Furzham Road 1 2.0
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Furteaque Avenue 1 2.0
Esplanade Road 1 2.0
Elm Park 1 2.0
Drew Street, Brixham 1 2.0
Burton Street, Brixham 1 2.0
Brixham Rugby club 1 2.0
Brisham Road 1 2.0
Bolton Street 1 2.0
Bigger 1 2.0

 
 
4.29 Only 42 (4%) respondents said they would use existing ranks more often if 

they were supplied with a more reliable hackney service, with locations 
suggested for improvement including: 
 
Table 4.16 Existing Locations Requiring Improved Service 

Location Frequency % (of 42 valid 
responses) 

Paignton Palace Ave 13 31.0
Bank Lane 10 23.8
Torbay Road 7 16.7
Paignton central 2 4.8
Castle circus 2 4.8
Paignton rank 1 2.4
Outside my house 1 2.4
Victoria Parade 1 2.4
Torquay 1 2.4
Paignton Railway 1 2.4
Dartmouth Road (Paignton) 1 2.4
All of them 1 2.4
Money 1 2.4

Source:   TPi 
 
 Implications of Delimiting 
4.30 Respondents were asked whether they felt that removing the limit on the 

current number of hackney carriages would be of benefit to them.  Only 
4.9% of respondents felt that it definitely would benefit them, whilst half 
(51.5%) felt that it definitely would not.  The remaining 43.6% did not know 
or did not respond to the question.  
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 5.0 OTHER CONSULTATION 

 

 
 Introduction 
5.1 As part of the study a wide range of consultation was undertaken with key 

stakeholders, in line with DfT’s guidance.  Consultation included: 
• Written and face to face consultation with the trade 
• Written consultation with other stakeholders 
• Face to face consultation with the local authority including education 

and social services and public transport staff 
• Face to face consultation with older people  
• Assisted questionnaire based consultation with disabled people 
• Comments on taxi use from 6 Mystery passengers  

 
Trade consultation 

5.2 A survey of all taxi and private hire vehicle operators, owners and drivers in 
the Torbay area was undertaken. A total of 114 valid responses were 
received (although not all respondents provided responses to all questions).  
While none gave the figures for patronage requested, there were 38 
respondents that described their operations as very busy, busy or quite 
busy.  The respondents varied with some operating 24 hours a day, 7 days 
per week to shorter hours 5 or 6 days per week.  The busiest days varied 
with some operators saying they focused on the weekend/evening work, and 
others schools/social services contract work – and therefore were busier 
during the morning and afternoon in the week. 

 
5.3 Only five respondents thought that their might not be an adequate supply of 

taxis and private hire vehicles, with many feeling there was an oversupply. A 
question on the impact of delimiting prompted strong responses with 
predictions of additional congestion at ranks, reduced income, bankruptcies, 
and declining standards. 

 
5.4 The main improvements requested by the trade included improved 

enforcement of ranks, and a standardisation of tariffs, advertising rules and 
standards for PHVs and hackney carriages. The use of police or marshalls 
to telephone and book PHVs on busy weekend nights to reduce waiting was 
suggested, Mystery passenger/traveller checks were also recommended by 
some respondents.  Sites suggested for new ranks included: 

• Willows 
• Fore St 
• St Mary’s Church 
• The Hospital 
• GPO 
• Strand 
• Torwood St 
• A council rank in Paignton was requested by several respondents 
• Harbour 
• Coach station 

 
5.5 In addition to the trade survey face to face consultation was undertaken with 

two representatives of the Hackney Carriage Association. They considered 
that the profile of Hackney use in Torbay was significantly different to that 
found nationally with 70% of use believed to come from the rank, 30% by 
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telephone bookings and very little from flag downs. Since the rank at 
Somerfields was closed the busiest rank was said to be Union Square. All 
day on Saturday and Friday nights were considered the busiest time, 
especially at the Harbourside Rank in Torquay. It was suggested operators 
sought to work with the police at these times to clear the rank as quickly as 
possible. This included recognition of the need for unofficial use of PHVs to 
‘mop up’ demand at these times.    

  
5.6 The main issue concerning the Association at present is the closure of ‘the 

seafront road’ which is expected to continue for a further 3 months. This was 
believed to have destabilised trade as it meant drivers taking a more 
circuitous route out of Torquay from the main ranks. There was frustration 
that a request for access between midnight and 06.00am had not been 
granted by the Council. A concession to allow operators access to Fleet 
Walk was considered minor. 

 
5.7 There was concern at the growing number of PHVs with numbers said to 

have increased by 50 since the previous Taxi Demand Survey. There was 
particular frustration at the increase in “cut price” companies, often using low 
paid drivers, which were seen as creaming off parts of the market (ie 
targeting of older people). 

 
5.8 There was also concern that the numbers of stretch-limousines operating in 

the town were increasing. It was suggested that the Council did not license 
or regulate these and that this was being used as a “loophole” by operators 
both within and outside Torbay. Similarly there was concern that the Council 
recently extended the license of a road train that operates between the 
Harbourside and the town centre so this can operate all year round. The 
road train operates between around 10.00 and 17/18.00 each day and the 
operator is understood to have obtained a larger vehicle following the 
license change. 

 
5.9 Both the above were seen as reducing the hackney market since they were 

introduced. Other impacts on the market since the previous survey were 
thought be the increasing use of mobile phones making it easier for 
prospective passengers to telephone for a PHV, the introduction of cheap 
flights reducing tourism in the town and the introduction of wheels on 
suitcases meaning less tourist sought to use a taxi from the rail station.  

 
5.10 A reducing number of Hotel/B&B bed spaces in the town was regarded as 

an indicator of the reducing tourist trade. Last years summer was said to be 
particularly poor and the current winter “the worst for 40 years”. 

 
5.11 That the road train was allowed to advertise its service by the side of the 

Harbourside Taxi Rank, while a change of policy would be required for taxis 
to advertise, was seen as an illustration of the lack of support for hackneys. 
Similarly the loss of the Somerfield rank and the failure of a proposal to 
replace this with a new rank directly outside the Tesco’s replacement. The 
rank provided now requires users to cross a busy road to get to a Hackney 
while PHVs can use a lay-by next to the supermarket (originally proposed for 
the new rank). 

 
5.12 Despite the above concerns it was said that overall the current balance of 

Hackneys and PHVs was probably about right and PHV operators were not 
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thought to want Hackneys to be de-limited anymore than did the Taxi 
Association.  

 
5.13 Existing demand for wheelchair accessible hackneys was not considered 

significant, although it was accepted that this demand may be being 
suppressed by the current limitations of the service offered and low 
expectations of potential users. Demand from wheelchair users that 
transferred to a seat, while their wheelchair was carried in the boot was 
more common. Demand was considered greater for wheelchair accessible 
PHVs and it was believed these would be radio’d if a wheelchair user 
required such a vehicle from the rank and a suitable Hackney was not 
available. 

 
5.14 Hackney Plates for the Torbay area were thought to be worth between 

£30/40k each 
 
5.15 The Association was aware of a number of ranks that were never used or 

only used on certain occasions and were concerned this should be taken 
into account when rank observation results were analysed. 

  
5.16 A new rank at the new Tesco store was thought to be needed. This was 

served unofficially at present.  
 
5.17     Plans to introduce a new rank at the Hospital were also mentioned. 
 
5.18 There was considered to be an increasing risk to drivers from violence, 

believed to be fuelled by drink and increasingly drugs. There had been some 
discussion with the police on how to address this but they were not able to 
offer any increase in resources to assist. The introduction of Marshalls at the 
Harbourside Rank were welcomed. More of these, in vehicle CCTV, even 
closer working with the police were all suggested as potential solutions to 
address driver security concerns. The available training in defusing volatile 
situations (team teach) was outlined by the consultant and attracted some 
interest from the consultees. 

 
5.19 The Association had not discussed whether they could provide a lead or 

facilitate training provision more generally. Few operators were thought to 
provide training to drivers and disability awareness training was not known 
to be provided by any. One of the representatives provided some in house 
training for their drivers, devised in house. There was interest in how the 
Association might ‘tap into’ the use of Train to Gain funds to support the 
provision of NVQ2 training. 

 
5.20 Few operators were thought to be able to afford Public Liability insurance 

and it was considered that this may be limiting the level of door to door (as 
opposed to kerb to kerb) service they would provide.  

  
 Stakeholder Consultation 
 
5.21 Chairman of the Torbay Tourism Forum - Torbay Tourism Forum 

occasionally use taxis, mostly Hackney Carriages which they pre book. They 
reported that they thought the supply of Hackney Carriages and/or Private 
Hires appears adequate other than during special event periods when usage 
is higher than normal. They are unaware of what the impact of removing or 
increasing the limit of Hackney licences would be. They find 
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drivers/operators are always responsive to their needs and never under any 
circumstance find it difficult to obtain a taxi. They would however like to see 
drivers in uniform and spotlessly clean cars. Cost is usually the factor that 
limits or prevents their taxi use. They were not aware of any ranks in need of 
improvement, any areas in which new ranks may be needed or any other 
forms of unmet demand. 

 
5.22 Managing Director, Redcliffe Hotel Ltd - Redcliffe Hotel Ltd occasionally use 

taxis, mostly Hackney Carriages which they ring direct. They reported that 
they thought the supply of Hackney Carriages and PHVs was adequate. 
They think, on the subject of removing or increasing the limit on Hackney 
licences, that too few Hackneys would affect the few tourists who still visit 
Torbay and too many would cause congestion at ranks. They suggested 
drivers/operators are always responsive to their needs and have only ever 
experienced difficulty in obtaining a taxi on New Years Eve. They are not 
aware of any ranks in need of improvement, any areas in which new ranks 
may be needed or any other forms of unmet demand. 

 
5.23 Secretary for Brixham Residents Association - Brixham Residents 

Association reported sometimes using both PHVs and Hackney Carriages. 
They reported no times when they had struggled to obtain a taxi and would 
view increasing the number of licences as a threat to the livelihood of current 
owners. In general they believed the supply of Hackneys is adequate but 
state that they have no experience of service for wheelchair users. They are 
not aware of any improvements that need to be made but cite cost as that 
which limits their use of taxis. 

 
5.24 Managing Director of Berry Head Hotel - Berry Head Hotel use taxis a lot, 

mostly Private Hire Vehicles and believe the drivers are in the main 
responsive to their needs. They think the supply of Hackneys and PHVs is 
adequate and only find it difficult to obtain a taxi at night, after midnight 
especially in winter. Apart from this they are not aware of any unmet demand 
and report no factors that limit their taxi use. 

 
5.25 Manager of the Jam Leisure Hotel - They reported sometimes using taxis, 

mainly Private Hire and use the same company each time, the drivers are 
always responsive to their needs and they think that the supply of Hackneys 
and Private Hire Vehicles is adequate. 

 
Education 

5.26 All secondary mainstream children receive a bus pass which allows them 7 
day term time travel from Stagecoach within the authority.  For pupils with 
special needs and those of primary age the coordination centre arranges 
transport.  The authority has a good range of special education provision 
and therefore has only a few children that travel a long distance to out 
authority schools, mainly on a termly residential basis to Exeter or Bristol. 

 
5.27 There are currently 107 routes, 74 of which are operated by vehicles with 

less than 8 passenger seats; ie suitable for provision by taxis.  The larger 
vehicles are operated by those operators on a select list who have CRB 
clearance, insurance etc checked and completed.  The tendering procedure 
for school transport has recently changed with operators now on open 
ended contracts with one month’s notice either side, to enable greater 
flexibility for the authority.  Additional routes are then tendered on a written 
basis – with three quotes invited from a rotation of operators. The authority 
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has a strict interpretation of the 1972 Act meaning that they do not allow 
plated and licensed PHVs or hackneys from other authorities to operate 
within their Borough or tender for contracts for education or social services. 

 
5.28 The regular review of routes and re-tendering has brought prices down and 

controlled costs, and the authority is now exploring the scope for a 
framework basis using pre qualified operators that will enable even greater 
transparency of tendering. They are also looking to move towards e 
procurement through Devon portal. 

 
5.29 Education services have their own terms and conditions for operators, over 

and above taxi licensing standards – mainly focussing on what is expected 
for transporting children.  However, they rely on the licensing department’s 
CRB checks.  

 
5.30 The main shortages are for the over 4 seater vehicles that are wheelchair 

accessible.  The authority is increasingly looking for wheelchair accessible 
vehicles not only to transport mobility impaired people, but because the 
space works better for transporting children with behavioural needs as well.   
However, problems were thought to be more acute about 2-3 years ago than 
at present. 

 
5.31 Overall service quality is thought to be improving, although there has never 

been a particular problem with vehicles.  Driver quality is improving but there 
are reportedly some training needs in relation to customer care, appropriate 
language/behaviour and disability awareness. The Education service 
representative consulted thought ideally this would be pursued on an 
authority wide basis so that whether operators were working with members 
of the public, education or social services all would receive the same 
standard of service. Education services do their own checks on the vehicles, 
operators and drivers to ensure correct usage of equipment and operators, 
at the special schools. 

 
5.32 All escorts used on school transport services are directly employed by the 

authority, with about 60 permanent and 10 casual employed escorts.  
  

Social services 
5.33 Mainly 4 seater taxis are used to provide day centre transport and for adult 

respite transport on behalf of Social Services. As challenging behaviour, 
needs and dementia are increasing they are recognising that they may also 
need to start to put escorts on routes.  For children’s travel they try and 
integrate any respite care transport with the rest of the education transport 
network – especially for the afternoon run. 

 
5.34 There are some 190 looked after children within the authority who are 

provided with transport, mainly using taxis. As there is a shortage of stable 
foster placements many children are moved, and several foster parents have 
a number of children placed with them meaning they are not available to 
accompany children to school and resulting in taxi provision.  In addition, 
social workers have the flexibility to undertake ad hoc spot hire and there is 
a reluctance to centralise this. It is considered that a framework of approved 
operators could improve current arrangements providing greater 
transparency and a more even allocation of work between operators. 
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5.35 However, overall there is not thought to be any shortage of potential 
operators for social services contracts.  In addition, the early morning station 
run to Newton Abbot is early enough to meet the London bound trains and 
for taxis to get back to Torbay to undertake social services runs afterwards. 

 
Public transport 

5.36 Torbay achieved an excellent LTP, but taxis and PHVs received little 
mention in this as they were not specifically in the DfT guidance on LTP 
preparation.  Overall the authority is looking to achieve mode shift to public 
transport, walking and cycling.  The authority has a mature and very well 
used local bus network – with some very high loadings – e.g. one route with 
3.5 million annual passengers (out of 8 million authority wide).  The authority 
also has high walking to school, leisure and work rates. The aim through the 
LTP is to achieve every location within 200m of an hourly or better bus 
service.  There are some major problem locations such as the Willows 
shopping centre which at the moment only has two supported routes serving 
it.  However, this is changing shortly. About 45% of the network kms are 
currently wheelchair accessible, and this will increase to 55% next year. 
There is also a limited local dial a ride service provided. 

 
5.37 Overall bus patronage is growing, with both concessionary generated traffic 

and generic growth.  The concessionary scheme reimburses 72% of which 
3% must demonstrably be invested in increasing capacity and 1% in 
improving marketing.  The concessionary fare scheme currently costs £3.5 
million and this is expected to rise as many visitors to Torbay are over 60 
and arrive by coach but from April 2008 will then be able to use the 
concessionary scheme within the authority.  Carers’ concessionary passes 
are to be withdrawn from April 2008 to try and control expenditure – as these 
have been misused in the past.  This may be taken up by commercial 
operators or have an impact on taxi use. 

 
5.38 The vast majority of the local bus network is commercially operated with only 

£325,000 subsidy for the remainder of the network. Around 95% of the route 
kms is operated by Stagecoach.  Key routes operate to 12pm and 1am in 
the summer. In addition the authority has made extensive use of S106 
agreements to provide capital for vehicle purchase via operators and then 
tender for driver only routes.  These routes are on 7 year contracts with legal 
agreements for return of vehicle/buy back if routes are terminated in 
advance of the 7 years.  

 
5.39 The authority is upgrading cycle routes including the NCR28, and off road 

provision is being put into the hospital and hospice grounds which will take 
cycle routes off road.    

 
5.40 A taxi voucher scheme has been proposed for the authority in the past but is 

unlikely to be implemented, as it is thought such a scheme is more suited to 
a rural area.  In addition, a scheme offering £40 taxi tokens is a less 
attractive option in comparison to a bus pass worth about £700 p.a.  

 
5.41 The removal of the Somerfield supermarket has affected taxis – as this used 

to be popular for people coming into town by bus and then getting a taxi 
back with shopping.  Overall, it was thought there was a need for improved 
enforcement for taxi parking on the harbour side.  There have been 
proposals to relax the bus clearway after midnight and offer taxi parking the 
other side of the road, but there appears to be tension between the police 
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and taxi trade with police fearful of action by the trade if they improve 
enforcement. The current parking arrangements were said to mean that 
buses are unable at times to get round the harbour. 

 
5.42 There is one vehicle operating a dial a ride (Ring & Ride) service and one 

group hire community transport vehicle.  These are relatively well used, but 
Torbay is keen to focus these services on those with the most severe needs 
or who live in the areas of the Borough least well served by public transport, 
through tight entitlement criteria.   No expansion of community transport in 
the near future is envisaged, given the limited budget.  

 
5.43 In terms of taxi ranks - there is no taxi stand at Torre (the land is owned by 

Halfords not network rail), but there are plans to develop this station. There 
are also major plans to redevelop Paignton station and improve the 
interchange – Network Rail is already on board and additional lottery funding 
for redevelopment of the library may accelerate this. The development will 
include improved taxi facilities. 

 
5.44 There is to be a new hi speed Trimaran service across the bay between 

Torquay and Brixham (the existing service is being replaced by two boats 
but Stagecoach has identified an additional gap for high speed services – 
both operators are now looking at joint marketing/ticketing). It is possible 
there will scope for greater taxi usage at both ends although there is not 
space for taxis at Brixham end.  TDA is in charge of the redevelopment of 
the Fish Quay area of Brixham which includes provision of a Tesco’s with a 
325 space car park and developer upgrading the bus/taxi interchange.  The 
Torquay end may be the harbour which already has nearby taxi provision, or 
the Princes Pier where bus/taxi interchange will be provided for by removal 
of some on street parking.  

 
Consultation with Older People 

 
5.45 Arrangements were made with Age Concern to speak to a group of Lunch 

Club members in Torquay. In total around 20 people were consulted. In 
general, those attending the lunch club believed there was a more than 
adequate supply of taxis in Torquay and that most provided a reasonably 
high standard and quality of service. Many considered drivers helpful and 
polite. Most used PHVs rather than hackneys, with cost the major 
consideration. Many used the same company for all journeys once they had 
found a ‘good one’. Some had heard initially about the company they now 
used from other members of the club.   All said they phoned to book taxis, 
although a few also used taxis from the rank. The latter was mainly for a 
return journey from shopping or an evening out. None flagged down taxis in 
the street and some thought this was no longer possible or were uncertain 
how to go about it.  

 
5.46 The reasons for using taxis varied with the more mobile using them least (for 

theatre, social outings, hospital appointments, cemetery visits), alongside 
use of their own car or buses.  A minority whose mobility was impaired 
through illness or old age and therefore who could no longer drive or use 
buses made greater use of taxis. Some of these used taxis on a number of 
occasions or for all their journeys each week (to get to the lunch club, 
shopping, social visits, hospital, GPs, etc). 

 
5.47 Issues raised by all those consulted include: 
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• While the majority reported drivers to be helpful and courteous 

two suggested not all drivers offered the assistance needed and 
three that those ‘at ranks’ were least helpful 

• Three people thought there were too many taxis – “there’s one on 
every corner”, “they need thinning out”, “there’s more than 
enough” 

• Two reported taxis sometimes arriving a little later than the time 
given by the person taking the booking. Two identified occasions 
when the taxi ordered had not turned up at all.   

• A couple of people experienced difficulties getting into or out of 
people carrier style vehicles (“was easier when drivers carried a 
step but they are no longer allowed to do this”) 

• One thought it was not practical to use a taxi with their shopping 
trolley when this is full as there is nowhere to store it, upright, in a 
saloon car, which was their preferred vehicle (for ease of access) 

• A number of people (8) thought taxis were expensive, especially 
for short journeys. Most (15) believed hackneys more expensive 
than PHVs. Regular users of the same company believed they 
got a “better” price as a result.  

• Four reported different fares being charged by different 
drivers/companies for the same journey, with the difference 
suggested anything between 30p and £1.50p for a single journey.  

• Three thought some drivers didn’t know the area that well and 
reported being taken to the wrong address 

• One person expressed concern at the quality of driving (pull out 
from side roads when it’s dangerous to do so, cut up traffic to turn 
around, stop anywhere, double parking) 

• Only two consultees identified any difficulties obtaining a taxi 
when they wanted 

 
Consultation with Disabled People 

5.48 In absence of opportunities for face to face consultation assistance was 
obtained from the Equalities & Community Engagement Assistant, Torbay 
Council to obtain responses to a questionnaire based survey of disabled 
people. Overall 36 people responded of which three quarters were female 
and the majority aged 65 or over.   

 
5.49 None of the respondents described themselves as ‘rarely going out or 

travelling’. The majority (38%) are either a driver or a passenger in a car 
when they go out. There are 15% that walk, 10% that use public buses, 9% 
that use PHVs and 7% that use Hackneys to get around.  
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2. What sort of transport do you use when you go out?

4.6% 4.6%

14.9%

14.9%

23.0%

1.1%
6.9%

9.2%

1.1%

10.3%

9.2%
1. Statutory Transport

2. Access Bus

3. Walk

4. Driving a car

5. Passenger in car

6. Ambulance

7. Hackney Carriage

8. Private Hire

9. Dial-a-Ride

10. Low floor public bus

11. Train

 
 
 
5.50 Whilst many respondents had used a taxi, 6 out of 36 surveyed (17%) had 

never used one. Of all those who have used a taxi before, most booked it by 
phone with 6-10 minutes being the most common response time. The 
majority who ring for taxis are loyal to one particular firm and the main reason 
for this is – ‘they find the staff are helpful’. Other popular reasons given 
include, ‘although metered, they always give a fixed price on the phone. 

 
 

11. After the acceptance of your booking, how long did it take the taxi to reach you?

0 1 2 3 4 5 6 7 8 9

1. 5 Minutes or less

2. 6 - 10 Minutes

3. 10 - 15 Minutes

4. 15+ Minutes

 
 
5.51 There is a high percentage (64%) of respondents who do not use taxi ranks. 

Of those that do the majority (19%) use the High Street rank. Regardless of 
how they obtained their taxi the majority were satisfied with the time taken to 
obtain a taxi, the accessibility of the vehicle, the helpfulness of the driver and 
the ride quality. One wheelchair user stated their wheelchair was not secured 
when travelling. 
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5.52 If the respondents encountering difficulties using a taxi the majority (30%) do 

not do so because they have a car available. Expense (22%) ranks second 
highest and the third highest margin of those respondents having difficulties 
(19%) regard buses as still adequate for their needs. A lack of available taxis 
is the least specified difficulty. However, there are 8% of respondents that 
find taxis to difficult to use. 

 

19. Do you have any difficulties which make you reluctant in the use of Hackney Carriages or 
Private Hire cars in the Torbay area?

2.8%
22.2%

2.8%
5.6%

5.6%
8.3%19.4%

0.6%

2.8%

1. I don't go out very often so don't require them

2. Too expensive

3. They are difficult to obtain when I need them (specify time)

4. Previous experiences have put me off

5. I feel the taxis are not responsive to my needs

6. They are too difficult to use

7. Buses are adequate

8. Car available

9. Other (specify)
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5.53 Almost 18% of respondents say ‘cheaper fares’ would make taxis easier to 
use - Other popular answers were ‘more availability of wheelchair accessible 
vehicles’ (11%), a lower step into the vehicle (9%) and other specified 
reasons such as; 

 
 

• The whole experience should be less scary 
• Safer travel 
• I don't want to have to explain how to use ramps 
• Does not instil any confidence 

 
 
5.54 Even if taxis were easier to use the majority of respondents (25%) said they 

would use them less than once a month, but would use them sometimes 
 

Mystery Passengers 
5.55 As part of the ongoing consultation for the study 6 mystery shoppers (older 

and disabled people) were identified and each given £50 each to undertake 
up to 5 return journeys by Taxi. In return they where asked to compete a 
survey detailing what they thought of their individual experiences. All 
‘passengers’ were given details of some specific Hackney operators to try.  

 
5.56 Each passenger was asked to outline their experience of booking a journey. 

Out of 22 responses there was only 1 negative response; (‘a booking made 
from their own personal mobile – Not very good reception’). The rest found it 
easy and received a polite and prompt booking service. 

 
5.57 Passengers were asked if the taxi booked arrived on time, whether the driver 

offered assistance and were they satisfied with this. Generally drivers were 
said to be helpful and on time and only one negative comment was made 
about a driver parking on the pavement making it more difficult to access their 
vehicle. 

 
5.58 Asked if they felt safe when travelling in the taxi and whether the driver was 

polite the majority said they felt safe and comfortable, had no incidents and 
the driver was polite. One person raised a concern about the driver 
exceeding the speed limit and and thereby causing discomfort. 

 
5.59 Passengers were asked about their experience arriving at their destination. 

All responded positively, although a couple identified difficulties encountered 
exiting a saloon car.  

 
5.60 Return journeys were similarly satisfactory for most passengers, although 

one identified that their driver appeared unsure of the route, another that the 
driver was not very sociable.  

 
5.61 On arrival at home 2 passengers found their driver unhelpful in assisting them 

to the door. 
 
5.62 The overall journey experience was positive for two thirds of journeys but 

some difficulty was encountered for a third of journeys. Negative comments 
focused mainly on the style of vehicle:  

 
• Uncomfortable in saloon car 
• Difficult to get in/out of saloon car 
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• Prefer Black Cab  
• If both journeys are too the same place then how come a different route 

 
          Additional Questions For Taxi Drivers 
 
5.63 Specifically at the request of Torbay Council all taxi and private hire vehicle 

operators, owners and drivers were also asked their opinion on the change 
to one of Torbay Council’s taxi vehicle conditions.  Furthermore, the Trade 
were asked to rate the satisfaction of Torbay Council’s Licensing Team and 
whether they had read the Taxi Newsletter.  A total of 188 responses were 
received to these questions. These are detailed in full in the appendices and 
summarised below. 

 
5.64 The respondents were asked if they were a Hackney Carriage driver, “HC” 

or a Private Hire Vehicle driver “PHV”.  A total of 83 respondents replied to 
HC, whilst 102 respondents replied to PHV.  Of the remaining 3 
respondents, 2 stated they were both and 1 respondent gave no response. 

 
Change to Taxi Vehicle Condition 

 
5.65 At present all drivers of private hire vehicles have to return to an address 

nominated as their operating address.  This may not be the most effective 
way of providing an efficient service in terms of waiting times for customers 
and for fuel use.  It is not proposed, however, simply to remove this 
condition, but to replace it with the following condition:- 

 
“Between journeys the driver of the private hire vehicle shall either return 
to their operators address or a position at least 500m from any existing 
or new hackney carriage rank.  In addition there shall never be more 
than two private hire vehicles in any one place unless it is the operating 
address.” 

 
5.66 A total of 124 respondents agreed with this change of condition, whilst 64 

respondents did not agree. 
 

Overall satisfaction of Torbay Council’s Licensing Team 
 
5.67 All taxi and private hire vehicle operators, owners and drivers were asked to 

rate their satisfaction with Torbay Council’s Licensing Team in terms of its 
service to the whole Trade. The results are shown in the Table below. 

 
Taxi and private hire vehicle operators, owners and drivers satisfaction 
of Torbay Council’s Licensing Team in terms of its service to the whole 
Trade 

 

Rating Frequency % (of 184 valid responses) 

10 = Very Good 53 28.8 
  9 22 12.0 
  8 38 20.7 
  7 20 10.9 
  6 22 12.0 
  5 14 7.6 
  4 8 4.3 
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  3 3 1.6 
  2 2 1.1 
  1 = Very Poor 2 1.1 
No Response 4 0 

Total 188 100 

Source:   TPi 
 
5.68 The results show that almost 30% of respondents thought the service 

provided was very good and there were 84.4% of drivers that gave a rating 
above average. Only 3.8% of respondents rated the service very poor..  

 
Taxi Newsletter Issued by Torbay Council 

 
5.69 All taxi and private hire vehicle operators owners and drivers were asked if 

they had ever read the Taxi Newsletter issued by Torbay Council.  A total of 
117 respondents said they had, whilst 49 respondents had not.  The 
remaining 22 gave no response. 

 
5.70 All taxi and private hire vehicle operators owners and drivers were asked to 

rate how informative or useful they found the Taxi Newsletter.  The results 
are shown in the table  below. 
Taxi and private hire vehicle operators, owners and drivers rating of 
how informative or useful the newsletter is. 

 

Rating Frequency % (of 132 valid responses) 

10 = Very Good 28 21.2 
  9 13 9.8 
  8 25 18.9 
  7 20 15.2 
  6 25 18.9 
  5 9 6.8 
  4 3 2.3 
  3 2 1.5 
  2 2 1.5 
  1 = Very Poor 5 3.8 
No Response 56 0.0 

Total 188 100 

Source:   TPi 
 
5.71 The results show that just over 21.2% of respondents thought the service 

provided was very good and 84% of respondents rated it above average. 
Only 6.8% of respondents rated the service as very poor  

 
5.72 In addition to the rated responses in the table above, there were several 

additional worded responses cited below: 
 

• 10 people have never seen or received one; 
• 7 people didn't know there was one; 
• 3 people said they would like a copy and asked where to get one; 
• 2 people said the newsletter was good/very good; 
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• 1 person said it was very informative; 
• 1 person said it was not informative at all; and 
• 1 person would like more letters of information as to events, 

decisions and discussions 
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6.0 CONCLUSIONS AND RECOMMENDATIONS 
 

 
Key conclusions 
 

• On the basis of the analyses conducted we conclude that significant unmet 
demand for Hackney Carriages in Torbay does not exist at this time. 

  
• However, consultation suggests there may be some limited latent demand 

requiring a more accessible taxi service to be provided before it can be met 
 
• The overall supply of vehicles seems to be adequate. There is a relatively 

high level of taxis per capita (1:820) compared to other authorities and 
availability was confirmed as, in general, satisfactory by rank observations, 
on street surveys and consultation.   

 
• The proportion of accessible vehicles in the current fleets (approximately 5% 

of hackneys and 3% of PHVs) is considered relatively low compared to other 
areas. Overall there was recognition of the increasing numbers of 
wheelchair accessible vehicles becoming available for use, although some 
concerns remained in the statutory sector about the need for larger vehicles 
and amongst older and disabled people about the accessibility of saloon 
cars.  

 
• Taxis were most likely to be used for shopping or leisure trips, but there was 

also a significant minority who used taxis for personal business. 
 

• The average cost of one way journey was £7.02 – some £0.25 above the 
cost of a 3 mile trip. 

 
• Peak demand occurs at lunch time during the week, although the surveys, 

consultation and rank observations also identified significant demand of an 
evening at weekends.  Overall there are an estimated 11,212 cab 
passengers per week from ranks, but this reflects only 51.4% of the overall 
market for taxis and private hire vehicles, with the remainder pre booked by 
telephone.  

 
• Survey respondents said they waited on average 1.9 minutes at a rank, 

while observations suggested this was about 0.5 minutes. While delays were 
not regarded as causing significant dissatisfaction there were some 
concerns about the delay in obtaining a taxi from the rank on 
Friday/Saturday evenings (18.00 – 03.00) and late arrival times of pre-
booked taxis. Satisfaction with taxis was lowest during 23:01 and 0300 

 
• Regular users are more likely to telephone for a PHV than use a hackney 

carriage from a rank.  Older and disabled people appear to pre-book taxis by 
telephone more than most and tend to favour PHV over Hackney use, 
primarily because they believe PHVs to be less expensive. 

 
• Car and public bus availability is the major reason cited by consultees and 

survey respondents for not using taxis. However, 7.3% of people in the on 
street survey thought disabled access to taxi services required improvement 
and 9% of disabled people can’t use taxi services, mainly because of 
accessibility issues.    
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• Rank provision, especially in the Torquay Harbourside area, is in need of 

improved enforcement, and available facilities at ranks are limited in terms of 
signage, waiting facilities, information for taxi users and the availability of 
dropped kerbs. A new rank in Paignton, possibly by the harbour, was the 
location for which most suggestions were received. 

 
• Driver quality received some criticism with a lack of customer care and 

disability awareness cited by some older and disabled people consulted and 
mystery shoppers.  

 
• The Hackney Association has expressed an interest in pursuing driver 

training opportunities, addressing driver security and accessibility issues. 
 

• Social Services have expressed an interest in establishing common 
standards and a framework for taxi commissioning 

 
• Two thirds of taxi operators support the proposed change to PHV licensing 

conditions to allow a PHV to return to a position at least 500m from any 
existing or new hackney carriage rank 

 
• Further guidance for licensing officers in general is due to be issued by DfT 

during 2008 and they also intend to consult on how taxis should meet the 
requirements of DDA 2005. 

 
• Having examined Torbay Council’s Corporate Plan 2007-2011 and Torbay’s 

Second Local Transport Plan 2006-2011, neither were found to specifically 
take account of the role of taxis.  

 
 
Recommendations 
 
• Based on our analyses, Torbay Council currently has the discretion to either: 
  

ii) maintain the limit at the current level of 162 annual and 7 May to 
September    

            licences; 
 
 ii) issue that number of Hackney Carriage licences as it sees fit; or 
  
 iii) remove the current limit on Hackney Carriages  (de-limitation)  
 
• However, it should be noted that it is possible this may change following the DfT 

guidance to licensing authorities proposed for summer 2008 
 
• That any change to the vehicle specifications to require more or all hackneys to 

be wheelchair accessible vehicles should only be considered following the 
outcome of DfT consultation proposed for summer 2008. In the absence of this, 
it is recommended that improvements in the accessibility of vehicles and 
services are encouraged on a voluntary basis through promotion of the market 
opportunities and identification of opportunities to build the capacity of operators 
to serve these.  
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• To address service accessibility, service quality and standards of customer care 
issues identified consideration should be given to: 

 
 In the short term  

o encouraging drivers to seek assistance from the Train to Gain 
programme to pursue NVQ2 training 

o promoting the improved customer care expectations to the public 
to provide reassurance to users and potential users, including 
information on accessibility and how to provide feedback 
(negative and positive) 

o monitoring of this through customer surveys and random mystery 
passengers 

 
  In the longer term 

o consideration of a more comprehensive quality taxi partnership 
(QTP) approach to improve liaison between licensing authority, 
police, other stakeholders and operators, provide a framework for 
bringing about mutually beneficial improvements across the taxi 
sector and a quality mark to participating operators, as has been 
found to be effective in other authorities.  

o the framework provided by a QTP would also be useful for 
facilitating discussion on how best to optimise supply to address 
peaks in demand, delays in arrival times, congestion issues at 
ranks such as that at Torquay Harbour and the formation of a 
framework for taxi commissioning. 

 
• The licensing authority should address the shortcomings in facilities at ranks, 

identified by the rank audit, in order to be sure all ranks comply with DDA, part 
3, and to meet needs of users.   

 
• The licensing authority should issue any guidance to taxi operators on how to 

address safety and security issues, due to be provided by government, 
following publication of their research into this issue proposed for Summer 
2008. 

 
• The anticipated useful life of the current survey is three years and we would 

recommend a further survey in Autumn 2010 in line with current Government 
guidance 

 
• Future Transport Strategies and policy documents should take account of this 

report.  
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