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HACKNEY CARRIAGE AND PRIVATE HIRE 
LICENSING GUIDANCE 

  

 

In determining your application, you are required to declare all convictions / cautions / offences. The 
Council as Licensing Authority is entitled to consider all convictions spent or otherwise (section 7(3) 
Rehabilitation of Offenders Act 1974). 

 

The Council has now produced a taxi policy which covers all aspects of taxis and private hire. A  copy 
of the conviction policy is attached. Further information on the Council’s taxi policy can be seen at 
http://www.crawley.gov.uk/pw/Business/Licensing/Taxis_and_Private_Hire/index.htm 

 

Hackney Carriage ’Taxi’ Drivers Licence (HCD):- 
 

A Crawley Borough Council Hackney Carriage Driver may drive a ‘public hire’ vehicle licensed by this 
Authority, must have public hire insurance, may use appointed ‘taxi’ ranks, may also be ‘hailed’ in a street. 

 

Private Hire Drivers Licence (PHD):- 
 

A Crawley Borough Council PHD may drive a ‘private hire’ vehicle licensed by this Authority, must have ‘private 
hire’ or ‘hire and reward’ insurance, must drive on a circuit for a Crawley Borough Council licensed ‘Operator’, 
whilst on this circuit, all ‘hire and/or reward’ passengers must be pre- booked through the ‘operator’, a PHD 
may not use or park a vehicle on or near (plying for hire) any appointed ‘taxi’ rank, a PHD may not drop-off or 
pick-up any passenger on or near an appointed ‘taxi’ rank and may not be ‘hailed’ in the street. 
Following the grant of a licence, any breach of condition or action(s) contrary to the relevant legislation, any 
criminal or motoring record will be given due consideration by the Council and may result in the suspension, 
revocation or refusal to renew any such licence. 
In summary all applicants for the grant of a driver's licence, must satisfy the following criteria:- 

 

1. DRIVING HISTORY 
 

(a) Have held or be in possession of a full UK or EU driving licence for at least 12 months and present 
same for inspection at the time of application. 

 

(b) Submit a completed DVLA driving licence disclosure form. This will be provided and can be 
completed at the time you are submitting your application at the Town Hall. 

 
(c) If your DVLA licence is revoked or you are disqualified for any reason, the Council may automatically 

revoke your Private Hire or Hackney Carriage Driver’s Licence. 
 

2. MEDICAL CERTIFICATE 
 

A medical must be carried out on the Council’s prescribed form by your own GP. The medical test 
will be carried out to PSV Group 2 specification. This medical must be completed to the satisfaction of 
the Council BEFORE a licence can be issued. The Council will only accept a medical certificate 
produced on the Council’s prescribed form. No other form of certificate will be accepted.  The  Medical 
Form will be provided when you submit your application. A medical is required every three years until 
you reach the age of 60 and then annually. 

 

3. CRIMINAL RECORD CHECK 
 

(a) On the day you submit your driver's licence application; you will be required to complete  an enhanced 
DBS (Disclosure & Barring Service) Disclosure Application Form, in the presence of a member of the 
Licensing Section staff. Please note that the DBS will disclose to the Council all records held under 
the applicant’s name. When completing your DBS application form, you are required to state if you 
have been convicted of a criminal offence or received a police caution. 

 
(b) You will need a full 5 year address history, showing the month and year that you moved into and out 

of each address. 
 

(c) Applicants who have resided outside the UK for all or any part of the 5 years, prior to the date of 
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application will be required to submit official written confirmation of their good character, from the 
country(s) in which they have lived during that 5 year period. This information will need to be 
translated into English if necessary and verified in writing as accurate and reliable by the country(s) 
corresponding Embassy(s) in London. 

 
(d) A DBS Disclosure from any other organisation will not be accepted. 

 
(e) Once you have a DBS disclosure you can register with the DBS update service. By registering you will 

no longer need to do a DBS application unless you circumstances have changed however you will be 
required to pay a fee of £13 per year to the DBS. Please contact the DBS for further information. 

 

5. PHOTOGRAPHS 
 

(a) Your photograph will be taken on the day you submit your application by a member of the Licensing 
Staff.  You do not need to provide any photographs 

 

6. TAXI DRIVER ASSESSMENT 
 

(a) Private Hire Driver applicants will be required to pass the Taxi Driver Assessment and provide 
certificated proof, before the issue of the licence 

(b) Hackney Carriage Driver applicants will be required to pass the Taxi Driver Assessment and Taxi 
Driver Assessment Wheelchair Accessibility Test and provide certificated proof of both before the issue 
of the licence. 
Contact details for the Taxi Driver Assessment can be found at www.jbdrivingsolutions.com and 
07411 164806. 

 

7. DISABILITY AWARENESS TRAINING/TEST 
 

From the 1st April 2013, all new applicants will need to complete an online Disability 
Awareness Training and complete a test directly afterwards. This test will be undertaken here, 
in the Council offices, at a prearranged time.  Further advice will be given at the time  of 
application. The £16.00 cost of this test is included in the initial application fee and if not 
passed first time, a £16.00 will be incurred for each subsequent test undertaken.(Guidance 
Notes attached). 

 
8. KNOWLEDGE TEST 

 

(a) You must pass the Council's own knowledge test. 
 

HACKNEY CARRIAGE  - KNOWLEDGE TEST 
 

This is a multiple choice computerised test and requires an excellent knowledge of Crawley’s streets, 
roads, closes, courts, terraces, walks, major buildings, pubs, hotels, public buildings etc. 

 
Category 1 Local knowledge of Crawley, as outlined above 
Category 2 Highway Code Road Signs 
Category 3 Hackney Carriage Byelaws and Conditions 

 
Applicants for hackney carriage drivers licences will need to know all of the above and achieve a 
pass mark of 36 correct answers from 48 questions. 

 

PRIVATE HIRE – KNOWLEDGE TEST 
 

This is a computerised test, which is held at the Town Hall. There are three categories of questions. 
 

Category 1 Local knowledge of Crawley (As per Hackney Carriage) 
Category 2 Highway Code Road Signs 
Category 3 Private Hire Drivers and Vehicle Conditions of Licence 

 

This test consists of 40 multiple choice questions; you must achieve 30 correct answers in order to 
pass. Successful applicants will be issued with a pass certificate. If there are any difficulties anticipated 
with the knowledge test, applicants must make the Licensing Section aware within sufficient time prior 
to the actual date to the test. 

http://www.jbdrivingsolutions.com/
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KNOWLEDGE TEST – GENERAL INFORMATION 
 

No mechanical/electrical devices or other means of assistance will be allowed into the test. The applicant will 
be required to provide photographic identification on the day of the test. 

 
Applicants who are attending a knowledge test must bring with them the following:- 

 
1. Photographic Identification. (e.g. passport or photographic DVLA licence) 
2. The Council’s letter of knowledge test notification. 

 
If applicants fail to bring any of the above documents the test will be cancelled and a further knowledge test 
will have to be arranged.  The cost for the first knowledge test is included in the initial fee; if the applicant  fails 
this test there will be a further charge for any subsequent “re-sits”. 

 

The test will be conducted and controlled by Officers of the Council at the Town Hall. At the end of the test you 
will be advised of the results. Providing all other criteria has been met and there are no outstanding 
issues, an appointment may be made to arrange for the issue of the Licence. 

 

9. PROOF OF IDENTIFICATION 
 

(a) Submit two forms of photo identification, one of which must be a Passport (or for EU/EEA Member 
States a National Identity Card is acceptable). The following documents may also help to support proof 
of identity; however, they will not be accepted as an alternative to adequate photographic identification 
(Please note only original documents/certified copies will be accepted). 

 Birth Certificate 

 P45/P60 

 Photo/Paper driving licence 

 Marriage Certificate 

(b) Submit two forms of proof of address, from the list below. Please note, these documents must be no 
more than 3 months older than the date of issue. 

 Utility bill 

 Credit Card Statement, Bank Statement or Mortgage Statement 

 Rent Account or Council Tax Record 

(c) Please ensure that the name, date of birth and address corresponds on all forms of identification 
provided. If names are not identical on each document the application will not be accepted until all the 
documents show the same name. 

(d) PRINTED PROOF OF YOUR NATIONAL INSURANCE NUMBER – ESSENTIAL 

10. FEES 

An application fee of £146.40 will be paid at the time the application is submitted. This fee is non 

refundable and is broken down as follows:- 

£39.20 
£40.40 
£40.00 
£ 8.90 
£16.00 

Application Fee (payable on making appointment by phone) 
First knowledge test (Subsequent tests £39.60 each). 
Criminal Record Check (DBS) 
DVLA Check 
Disability Awareness Training 

When you have met all the criteria and we are in a position to issue you with a licence, a further fee 
will be required, for the first year of that licence.  The current annual driver’s licence fee is £71.30. 

11. IMMIGRATION STATUS 
 

Satisfy the Home Office that the conditions of the applicant’s passport and residency permission are compatible 
with the licence applied for. You are also advised that it is the Council's policy to consult with Border & 
Immigration if it deems necessary, to ensure that the applicant’s rights of residency are compatible with the 
licence applied for. At the current time, applicants who reside in the UK on the strength of a Student Visa 
cannot work on a self employed basis. They must provide written confirmation that they intend to be 
EMPLOYED and plan to work no more than 20 hours per week. They will also be required to provide details 
in writing of the Operator intending to act as their employer, who will be required to complete the appropriate 
form. A copy of both of these forms will be forwarded to HM Revenue & Customs or any other organisations 
that the Council deems relevant. 

 

 
12. HACKNEY CARRIAGE VEHICLES 
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On 7
th 

September 2011 the licensing Committee agreed that no further hackney carriage vehicle licences would 
be issued unless there is extenuating circumstances. A review of this policy will be undertaken every 3 years 
when the Council will commission an unmet demand survey to determine whether there is any demand for 
additional hackney carriage vehicles within the borough of Crawley. 

 

 GENERAL GUIDANCE 
 

Upon completion of an application for either a hackney carriage or private hire drivers licence the Licensing 
staff will check through the application to ensure that it has been completed correctly and in full. If the applicant 
does not complete the application fully then it will not be processed and the application will be returned. 

 
When issued, the Enhanced DBS disclosure will detail all known offences to the Licensing Authority, any 
disclosed information may be used by the Council to determine whether an applicant is a ‘fit and proper’ person 
to be issued a driving licence. The Council will give due consideration to the merits of each individual case and 
if further investigation is required, the ‘disclosure form’ may be retained on the applicants file until the outcome 
of the case or for a maximum period of six months. All files are kept in a secure area and are only available to 
the appropriate staff. If no offences are disclosed the ‘form’ is destroyed. 

 

Once all the forms have been completed and have been checked by the Licensing staff the DBS, DVLA and 
Home Office checks will be sent off ASAP for processing by the relevant agencies. 

 
On return of the DBS disclosure, the DVLA driving licence check and any feedback from Border & Immigration, 
the Licensing Officer will review each response. If the Officer considers the records revealed to be acceptable, 
the applicant will be notified regarding the details of the knowledge test. 

 
If the DBS or DVLA checks reveal relevant cautions, convictions, fixed penalties, or Border & Immigration have 
concerns, the Licensing Officer may contact the applicant to arrange for an interview. The interview will allow 
the Council to discuss the full circumstances concerning the incidents revealed. The applicant will then be 
offered the opportunity to put all explanations of such cautions, convictions or incidents in writing, to support 
the application. After the interview has been completed, a report will be submitted for the consideration of the 
Enforcement Panel for a decision. The applicant will be notified in writing  of  this Council’s decision. 

 
The Licence will be issued subject to the laws governing the licence and Council’s own standard conditions. A 
copy of these conditions is included in the application pack and will be supplied on the grant of any licence 
issued. The licence will usually be issued for three years, but may be issued for a lesser period if so decided 
by the Licensing Officer, for reasons relating to Visa restrictions etc. If a licence holder is stopped by a Police 
or Licensing Officer, the licence holder must be able to produce their licence on demand. 

 
The policy may be changed or amended at a later date. The Council can deviate from this policy in exceptional 
circumstances only. 

 
 

PLEASE NOTE 
 

Following the submission of the application to the Council, the Applicant has 12 months to complete the 

application and be issued with a licence. If for any reason this has not happened, the Applicant will be required 
to complete the following further checks, at their own expense:- 

 

1. Enhanced DBS Disclosure (Criminal Records Check) 
2. Medical 
3. DVLA Mandate 

 

You are also required to advise the Council's Licensing Section of any change(s) to your circumstances i.e. 
medical condition, criminal incidents, driving licence, address etc, from the time the application is submitted, 
to the time of issue. 

If you have any questions relating to this process, or you wish to submit your application, please 
telephone the Council's Licensing Section on 01293 438944, to arrange an appointment. 



1st April 2020 
  

 
 

 

CRAWLEY BOROUGH COUNCIL 
Licensing Section 

Private hire and hackney carriage fees and charges table 2018/2019 
May be subject to change in April each Year 

 

Licence fees and charges Fees from 1st 

April 2019 
Comments 

 
Private hire drivers 

  

New application for driver’s licence £144.50 App Fee, First Knowledge Test, DVLA & 
  DBS check, Disability Awareness 
  Training 
Drivers licence renewal 1 Year £7  2.70  

Drivers licence renewal 2 Year £145.20  

Drivers licence renewal 3 years £216.90  

Knowledge retest £  40.40  

Private hire vehicles 
  

New vehicle without meter licence £318.80 includes plate bracket & plate 
New vehicle with a meter licence £329.40 includes plate bracket & plate 
Vehicle without meter licence renewal or   

plate exempt £290.60  

Vehicle with a meter licence renewal or   

plate exempt £301.00  

Plate Deposit Fee £ 27.50  

Vehicle licence transfer (of ownership) £ 36.40  

Vehicle licence transfer (to new car) £147.20  

Electric Vehicles £110.80  

Plate Bracket £  27.90  

Hackney carriage drivers 
  

New application for drivers licence £144.50 App Fee, First Knowledge Test, DVLA & 
  DBS check, Disability Awareness 
  Training 
Drivers licence renewal 1 Year £  72.70  

Drivers licence renewal 2 Year £145.20  

Drivers licence renewal 3 years £216.90  

Knowledge retest £  40.40  

Hackney carriage proprietors (vehicles) 
  

New vehicle licence £435.20 includes plate bracket & plate. 
Vehicle licence renewal £330.10  

Vehicle licence transfer (of ownership) £  36.40  

Vehicle licence transfer (to new car) £147.20  

Electric Vehicles £108.60  

Plate Deposit Fee £  27.50  

Plate Bracket £  27.90  
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Private Hire Driver Conditions of Licence 

 

1. A licensed driver shall behave in a civil and orderly manner and shall take reasonable 

precautions to ensure the safety of persons conveyed in or entering or alighting from the 

licensed vehicle. 

 

2. A licensed driver who has agreed to be in attendance at a certain time at a specified place 

or whose operator has informed him he/she must be in attendance at a certain time at a 

specified place shall, unless delayed or prevented by unpreventable circumstances, 

punctually attend with a licensed vehicle at the appointed time and place. 

3. A licensed driver must: 

 
 carry in the vehicle any luggage which a passenger requests be carried in the 

vehicle provided that it can be properly secured with the luggage retrains fitted to 

the vehicle; 

 provide reasonable assistance in loading and unloading such luggage; 

 provide reasonable assistance in removing it to or from the entrance of any 

building, station or place at which he may take up or set down a passenger. 

 provide reasonable assistance to any passenger in alighting or entering the vehicle. 

 
4. The licensed driver of a vehicle equipped with a taxi meter shall set the meter into 

operation at the point at which the hirer commences his journey unless the hirer expresses 

at the time of hiring his desire to engage by time. 

 

5. The licence holder shall at all times when acting as a private hire driver wear the badge 

issued by the Council around his/her neck on the lanyard supplied by the Council. 

 

6. Where any property is left in the vehicle by a passenger, the licence holder must take it to 

a police station in the borough of Crawley within 48 hours and deposit it with a police 

officer unless before he/she can do so the owner claims the property 

7. The licence holder must not allow a passenger into their vehicle unless they have first 

confirmed that there is a booking in place for that passenger made by their operator. 

 

8. Where the licence holder is issued with a fixed penalty by a police officer for a driving- 

related offence, his/she must notify the Council’s Licensing Office of this fact in writing 



 

 

 
(or by email to taxis@crawley.gov.uk). The licence holder must ensure that the 

notification is delivered to the Council by the next working day. 

 
9. Where any of the following occur, the licensed driver must notify the Council of this fact 

and must do so in writing (or by email to taxis@crawley.gov.uk), so that the notification 

is delivered to the Council within 7 days: 

 

10. Any change to the licence holder’s personal details including home address, contact 

telephone number or email address. 

 

11. If the licence holder is charged with any criminal offence including any motoring offence. 

 
12. Any convictions or police cautions given for any criminal offence, including any 

motoring offence. 

 

13. If they change from one private hire operator to another. 

 
14. A licensed driver shall not at any time permit the noise from any radio or sound system in 

the vehicle to be a source of nuisance or annoyance to any person, whether inside or 

outside the vehicle. The licensed driver must turn off their radio/stereo if requested by a 

passenger. 

 

15. A licensed driver shall not between the hours of 23:30 and 07:00 sound his horn to notify 

the hirer of his presence. 

 

16. A licensed driver shall not, without the consent of the hirer, convey any other person in 

the vehicle other than the hirer. 

 

17. A licensed driver shall, if requested by the hirer, provide him or her with a written receipt 

for the fare paid. 

 

18. A licensed driver must supply on request his badge number or plate number to any person 

who requires it. 

 

19. Any occupied wheelchair being transported in a wheelchair accessible vehicle must be 

safely secured using the restraint system carried in the vehicle, provided such system is 

compatible with the wheelchair being transported. 

mailto:taxis@crawley.gov.uk
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The operator must notify the Council in writing of any change of his/her address, (whether this is 

a home address or the address from where he/she operates) during the period of the licence, 

within 7 days of such a change taking place or, preferably, before this takes place. 



 

Private Hire Vehicles Specifications 
 

Vehicle Specification 

 
 

1. When licensing private hire vehicles the Council has to consider the need for safety, 

convenience, and comfort of passengers in vehicles that operate in rural, urban and 

motorway environments. The size and engine capacity have also to be considered given 

that all vehicles are required to carry their licensed number of passengers together with 

their luggage. The Council considers that a vehicle should be of manufacturers’ original 

specification and shall be constructed and designed: 

 
(a) For the Carriage of not less than 4 and not more than 8 passengers with the 

provision of a seatbelt for each passenger. 

 
(b) With the seat provided for each passenger having a minimum width of 405 

millimetres (16 inches) measured across its narrowest part. 

 
(c) Not to be left-hand drive. Right hand drive passenger vehicles offer the driver 

clearer and safer vision in an overtaking manoeuvre, and also eliminate the need 

for a front seat passenger to alight from the vehicle into the road. 

 
(d) With an engine having a capacity of at least 1600 cc. including vehicles badged by 

the manufacturer as “1.6” models. 

 
(e) To have windows to the side and rear providing natural light to passenger 

compartment. 

 
2. In the interest of safety each vehicle should have a minimum 4 doors, which are capable 

of being opened from the inside. 

 
3. The passenger carrying capacity will be at the discretion of the Council. 

 
 

4. The vehicle seats must have these specifications: 
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(a) The rear seat of the vehicle must be a minimum of 1.22 meters long (405 

millimetres, 16 inches per person) 

 
(b) All seats must be fitted with fully operational seat belts 

 
 

(c) The number of passenger seats must remain as stated on the vehicle licence 

 
 

(d) There must be no alteration to the seating configuration without notifying the 

Council 

 
(e) All seats must be forward or rear facing 

 
 

(f) All vehicles must be able to seat all passengers in comfort with sufficient legroom 

for all passengers 

 
(g) The seat covering must be clean and in a good state of repair. 

 
 

5. The vehicle and its fittings must, when being presented for inspection and at all times 

during when it is licensed and available for hire: 

 
(a) Be safe 

 
 

(b) Be tidy 

 
 

(c) Be clean 

 
 

(d) Comply with all relevant statutory requirements applicable to the class of vehicle 

to which it belongs including, but without prejudice to the Motor Vehicle 

(Construction and Use) Regulations which currently apply. 

 
6. The vehicle must be maintained throughout the term of the vehicle licence to a high 

standard of appearance to the complete satisfaction of the Council. 

 
The licensed vehicle shall be coloured black, red, dark blue e.g. (navy blue, Westminster Blue), 

maroon, dark green and no other colour unless it is approved by the Council. 



 

1st  April 2020 

 
7. All paintwork will be professionally finished and the vehicle free from dents and damage 

to either bodywork or fittings. Bare metal, primer paint, visible rust and perforations will 

not be permitted. 

 
8. From 1

st 
April 2016, an 11 year rolling age limit will be introduced for private hire 

vehicles unless exempted. Vehicles must, as a minimum, meet Euro 4 standards for 

emissions and be no older than 4 years at the time of initial licensing. Vehicles older than 

4 years older with an average annual mileage of less than 30,000 may be considered but 

any such application must be accompanied by original MOT certificates or other suitable 

documents such as a service history to verify the vehicle mileage as genuine. 

 

9. The Council have nominated certain garages to undertake the Certificate of Compliance 

on their behalf and a list of the approved garages can be obtained from the Licensing 

Office. 

 

10. In the interests of safety and reassurance of passengers, tinted glass or mirrored glass that 

restricts all view into the passenger compartment will not be accepted on vehicles which 

are presented for licensing. Where a vehicle is licensed and subsequently the proprietor 

wants to affix tinting to the windows, one of the standard conditions of licence (see 

Appendix F) provides that they must first apply to and be given approval by the Council 

to affix the tinting. A transitional period in accordance with the rolling vehicle 

replacement programme will be permitted for existing licensed vehicles. This is so the 

Council can ensure that any tinting applied to a licensed vehicle’s windows is consistent 

with these specifications. 

 

Private Hire Vehicles Exempt 

 
11. Some private hire operators may be exempt from displaying roof sign, door signs and 

licence plate. The reason for his can be found in Appendix E of this policy. 

 
Advertising on Private Hire Vehicles 

 

12. One of the standard conditions of licence for private hire vehicles is that the proprietor 

may affix advertising if they have first applied for an obtained the Council’s permission. 

The Council will generally require that advertising complies with the following 

specifications before approval will be given for it to be affixed to the vehicle: 
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(a) Display screens on rear headrests is permitted. 

 
(i) Advertisements shall not contain matters relating to alcohol, smoking, or 

products or services likely to give offence to the public. 

 

CCTV Installation in Private Hire Vehicles 

 
The approval of the Council must be sought and obtained before installing a CCTV system 

in the vehicle. 

 

Where CCTV has been installed in the vehicle with the Council’s approval, the following 

conditions apply to the licence: 

 

13. If the data recorded by the system is lockable by a key: 

 
(a) the proprietor must deposit all keys to the system to Crawley Borough Council; 

and 

 

(b) the proprietor must not make or seek to make another copy of the key without the 

Council’s prior agreement. 

 

14. If the data recorded by the system is lockable by a password: 

 
(a) the proprietor must provide that password to an officer of the Council and permit 

the officer to alter the password (so that the password is known to the Council and 

not the proprietor); 

 

(b) the proprietor must not seek to change the password without the Council’s prior 

agreement. 

 

15. The proprietor must not interfere, or try to interfere, with the workings of the device. 

 
16. The proprietor must ensure that operation of the CCTV complies with the CCTV Code of 

Practice published by the Information Commissioner’s Office (www.ico.org.uk), 

including the affixing of appropriate signs notifying the public that CCTV is in use in the 

vehicle. 

 

17. Upon a request being made by an officer of the Council or a police officer for access to 

the data recorded by the CCTV system, the proprietor must present the hackney carriag
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within 48 hours of the request being made to the person who requested access and allow 

the Council’s officer or police officer, as the case may be, to extract data from it. 

18. Vehicles are manufactured and produced with window glass in various tints or film 

coatings from clear to jet-black, the latter making it impossible to view into the passenger 

compartment. The removal of film coating from windows is far less expensive than the 

changing of glass. These heavily tinted windows may be of concern to women passengers 

travelling alone, and parents of children travelling unaccompanied. Many of the vehicles 

supplied with tinted glass are acceptable, however in the interests of safety and 

reassurance of passengers, tinted glass or mirrored glass that restricts all view into the 

passenger compartment will not be accepted on licensed vehicles. 
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Private Hire Vehicle Conditions of Licence 
 

Licence Plate 

 
1. The proprietor must ensure that the licence plate provided and allocated to him by Crawley 

Borough Council is maintained in a clear and legible condition and is securely affixed on the 

Council’s approved bracket to the outside of the Carriage, on or adjacent to the rear bumper. 

Magnets, double sided tape and Velcro are not acceptable for securing the bracket/plate. 

 

2. The Council must be informed as soon as practicable should the licence plate be lost broken or 

defaced. 

 

3. The proprietor shall not cause or permit the vehicle to be used or operated with the said plate so 

defaced that any figure or material particular is illegible. 

 

4. The internal licence plate issued by the Council must be affixed to the nearside part of the 

windscreen in such a position where the telephone number on the rear of the internal licence plate 

can be clearly seen by passengers and must be displayed at all times. 

 

Vehicle Change of Use 

 
5. The proprietor must notify the Council of any intended change in use of the specified vehicle, or 

any change in the particulars supplied at the time of application for the licence and of any 

modifications made to the vehicle, including seating arrangements immediately and shall not use 

the vehicle for the purposes of carrying fare paying passengers until approved by the Council. 

 

6. A proprietor shall give 7 days’ written notice to the Council of his intention to transfer this licence 

to another vehicle and shall not permit that vehicle to be hired until this licence has been endorsed 

by the Council. 

 

Vehicle Licence 

 
7. In the event of loss of or damage to this licence the Council must be informed immediately so that 

a replacement can be issued. 

 

8. On revocation, expiry, or suspension of the licence, the licence and the plate issued in respect of 

the vehicle must be returned to the Council forthwith upon the Council giving such a demand in 

writing to the proprietor. 

 

9. The proprietor shall advise the Council in writing within 14 days of any change of their home 

address, contact telephone number or email address. 
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10. The proprietor shall give 7 days’ notice of his intention to transfer the licence to another vehicle 

and shall not permit that vehicle to be used as a licensed vehicle until the licence has been 

endorsed by the Council. 

 

Insurance 

 
11. The proprietor shall ensure that there is in force a policy of insurance with the requirements of the 

Road Traffic Acts and which covers the vehicle for the carriage of passengers for public hire 

during the currency of this licence. 

 

12. A copy of a vehicle’s current valid insurance document must be kept with the vehicle and the 

proprietor must make it available for inspection by any Crawley Borough Council officer or any 

Police Officer upon request. 

 

13. If, during the currency of this licence, a new policy of insurance is obtained in relation to the 

licensed vehicle, a copy of the new policy or insurance cover note must be lodged with the 

Council within 7 days of the new insurance policy coming into effect. 

 

Interior Appearance 

 
14. The interior of the vehicle should always be in a clean and tidy state. 

 
15. Carpets, upholstery and cloth trim are to be kept clean and undamaged. Seat covers and carpet 

mats may be used, provided that each is a matching set, of a colour co-ordinating with the vehicle 

and kept in good condition. 

 

16. All plastic fascia, door linings, roof linings and trim are to be kept free from marks, stains and 

damage 

 

17. All doors, locks and windows are to be in full working order and in good condition. 

 
18. All interior lights and fascia illumination are to be in full working order and in good condition. 

 
19. All windows are to be kept free of dirt, grime and marks. 

 
20. Boot space/luggage areas to be kept clean and vehicle equipment properly stowed. 

 
Tinted Windows 

 
21. A proprietor must not affix, or allow to be affixed, window tinting to the licensed vehicle without 

first applying for and obtaining permission from the council to do so. 
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Fire Extinguisher & First Aid Kit 

22. The proprietor must ensure that a sterile standard motorist’s first aid kit is carried in the vehicle at 

all times. 

 

23. The proprietor must ensure that a fire extinguisher suitable for use on vehicle fires is carried in the 

vehicle at all times.  The proprietor must ensure that the contents of the extinguisher remain in 

date at all times. Where there is an expiry date on the extinguisher (instead of a colour gauge), the 

date is clearly visible and not tampered with. 

 

24. Vehicles licensed to carry 5 or more passengers must also carry a glass hammer. 

 
Accidents 

 
25. The proprietor must inform the Council the next available working day of any accident causing 

damage affecting the safety, performance or appearance of the vehicle or which may affect the 

comfort or convenience of passengers. 

 

Luggage in Estate Cars and Multi-Purpose Vehicles 

 
26. Luggage stowed in the boot should not be stacked above the height of the rear seats unless the 

vehicle is fitted with suitable luggage restraints or covers to prevent luggage from entering the 

passenger compartment. 

 

Taximeters 

 
27. All taximeters must be approved by the Council and the proprietor of a private hire vehicle which 

has been fitted with a taximeter must ensure that meter is maintained in a sound working condition 

at all times. 

 

28. The taximeter shall be of the clock calendar type or a Council approved taximeter. 

 
29. The taximeter must not be altered or tampered with except with the approval of the Council and 

must be retested by the Council if it is altered. 

 

30. Show the fare recorded on the taximeter in plainly legible figures and the word “FARE” shall be 

clearly displayed. 

 

31. Be kept surely fixed in such a position so that the fare recorded is visible to all passengers within 

the vehicle at all times, and the figures shall be illuminated for this purpose whenever necessary. 

 

32. The taximeter must be sealed at all times and if a seal is broken the Licensing Office must be 

notified as soon as possible. 



1st  April 2020 
 

 

Two Way Radios 

 
33. The proprietor must ensure that any radio equipment fitted to the licensed vehicle is kept in good 

working order at all times. 

 

Smoking 

 
34. The proprietor must ensure that the prescribed ‘no smoking’ signage required to be displayed 

under the relevant legislation (the Health Act 2006 and the Smoke-free (Signs) Regulations 2007 

– or any subsequent enactment), is affixed to the interior of the vehicle. 

 
Roof Sign 

 
35. Each private hire vehicle shall display at all times a non-illuminated yellow roof sign approved by 

the Council unless authorisation has been approved for roof signs to be a different colours. 

 

36. A proprietor must not alter the sign without first applying for and obtaining permission from the 

Council to do so. 

 

37. The roof light must comply with the criteria below. 

 
38. be ‘point’ type design 

 
39. measure 46cm in width x 16cm in length x 14cm in height. 

 
40. all letters and numbers displayed must be solid black in colour and in Flute B font 

 
41. the words ‘ADVANCE BOOKINGS ONLY’ must be displayed on the front of the sign at the top 

in letters not less than 2.5cm in height. 

 

42. the company name must be displayed underneath in letters not less than 5cm in height. 

 
43. the rear of the sign should display only the word ‘CRAWLEY’ in letters not less than 2.5cm in 

height and underneath, the telephone number of the company or private hire operator through 

whom the vehicle can be booked, displayed in numbers not less than 5cm in height. 

 

44. the sign shall not include the words ‘hire’, ‘cab’, ‘taxi’, ‘hackney’ or any other word which would 

lead a person to believe that the vehicle is a hackney carriage (even if these words form part of the 

company name) or any other words or numbers except those set out above. 
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Door Signage 

 
45. Each private hire vehicle shall display a sign on each front door in accordance with the 

criteria laid out below. 

 

46. Private Hire vehicles shall display door signs on the lower panel of each front door of the vehicle 

 
47. The sign shall be constructed of vinyl, and shall be applied directly to the door. Licence holders 

should note that magnetic door signs are not acceptable in fulfilment of this condition. 

 

48. the words ‘Advance booking only’ shall be displayed at the top of the sign in letters of 4cm in 

height. 

 

49. the operator or company name shall be displayed in the middle of the sign in letters of 8cm in 

height if on one line or 4cm in height if on 2 lines. 

 

50. the telephone number of the operator through which the vehicle is operating shall be displayed at 

the bottom of the sign in numbers of 4cm in height. 

 

51. the overall dimensions of the sign shall be 23cm in height by 45cm in width. 

 
52. all numbers and letters displayed on the sign must be laid out in Flute B font and shall be solid 

black or solid white, as required by the Licensing Officer. The colour required will be dependent 

on the colour of the vehicle and will be chosen to ensure maximum visibility against the vehicle’s 

paintwork. 

 

53. These door signs must be displayed at all times. Failure to display these door signs may result in 

the suspension of the vehicle licence. 

 

Certificate of Compliance 

 
54. Upon notification from the council that a compliance test must be carried out, the proprietor must 

ensure that the vehicle is submitted for a compliance test and provide the original certificate of 

compliance to the Council by the date required. Compliance Testing is required every 12 months 

for vehicles under 4 years old and every 6 months for vehicles more than 4 years old. 

 

55. The proprietor must ensure the vehicle has a Certificate of Compliance from a Council-approved 

garage at all times whilst the vehicle is licensed. 

 

56. If a vehicle fails the Certificate of Compliance test and the vehicle still has a valid MOT 

Certificate the vehicle cannot be used as a licensed vehicle until a valid Certificate of Compliance 

has been issued. 
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Advertising 

57. Advertising is not permitted on or in the vehicle except as follows: 

 
(a) Display screens on rear headrests or in the rear compartment of wheelchair accessible 

vehicles. 

 

(b) Company name, telephone number, email address or web address may be displayed in the 

rear window providing the signs are transparent and it does not obscure the driver’s 

vision. 

 

(c) All permitted advertising signage must be approved prior to being affixed 

 
Disability Access – the following conditions will apply to vehicles adapted or carry 

wheelchairs 

 

Where a vehicle is designed or adapted for the carriage of passengers in a wheelchair, the following 

conditions shall apply: 

 

(d) Loading of the wheelchair must be done from the side of the vehicle (whether or not rear 

access is possible). 

 

(e) Access to and exit from the wheelchair position must not be obstructed in any manner at 

any time except by wheelchair loading apparatus. 

 

(f) Wheelchair internal anchorage must be of the manufacturer’s design and construction and 

secured in such a position as not to obstruct any emergency exit. 

 

58. If, after the licence is granted the vehicle is converted or adapted to carry wheelchairs, the 

proprietor must: 

 

(a) within 7 days of the conversion/adaptation provide a Certificate from an approved 

converter, and 

 

(b) notify their insurance company of the fact that the vehicle has been so adapted/converted. 

 
59. A suitable restraint must be available for the occupant of a wheelchair at all times and kept in 

good working order. 

 

60. If, after the licence is granted any equipment is fitted to the vehicle for the purpose of lifting a 

wheelchair into the vehicle, this must tested in accordance with the requirements of the Lifting 

Operations and Lifting Equipment Regulations 1998 (S.I. 1998/2307) and the original testing 

certificate must be presented to the Council’s Licensing Office before the lifting equipment is 
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used in respect of any passenger. A copy of the certificate should also be kept in vehicle at all 

times and be presented to any Licensing Officer of police officer upon request. 

 

61. There must be kept in the vehicle at all times either access ramps or a lift so assist the wheelchair 

into the vehicle. Any access ramps or lifts must be securely fixed prior to use, and be able to 

support the wheelchair, occupant and helper. 

 

62. Ramps and lifts must be securely stored in the vehicle before it may move off. Any such 

equipment must be maintained in good working order. 

 

63. Where a vehicle is designed or adapted to carry a wheelchair, the proprietor shall ensure that the 

driver has received sufficient training to load and convey wheelchair-bound passengers. 

64. All paintwork will be professionally finished and the vehicle free from dents and damage to either 

bodywork or fittings. Bare metal, primer paint, visible rust and perforations will not be permitted. 

65. In view of the high mileage covered by private hire vehicles and the interval between 

examinations, the depth of tyre tread on all vehicles must be a minimum of 2mm. 

 
From 1

st 
February 2016 an 11 year rolling age limit will be introduced for private hire vehicles unless 

exempted. Vehicles must, as a minimum, meet Euro 4 standards for emissions and be no older than 4 

years at the time of initial licensing. 
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Hackney Carriage Byelaws 

Byelaws made under Section 68 of the Town Police Clauses Act 1847, and 
Section 171 of the Public Health Act 1875, by the Borough Council of Crawley 
with respect to hackney carriages in the Borough of Crawley. 

 

Interpretation 
 
1. Throughout these byelaws “the Council” means the Borough Council of Crawley and “the 

District” means the Borough of Crawley. 
 

Provisions regulating the manner in which the number of each hackney carriage, 
corresponding with the number of its licence, shall be displayed. 

 
2. (a) The proprietor of a hackney carriage shall cause the number of the licence 

granted to him in respect of the carriage to be legibly painted or marked 
on the outside and inside of the carriage, or on plates affixed thereto. 

 
(b) A proprietor or driver of a hackney carriage shall: 

 
(i) not wilfully or negligently cause or suffer any such number to be 

concealed from public view while the carriage is standing or plying 
for hire; 

 
(ii) not cause or permit the carriage to stand or ply for hire with any 

such painting, marking or plate so defaced that any figure or 
material particular is illegible. 

 

Provisions regulating how hackney carriages are to be furnished or provided. 
 
3. The proprietor of a hackney carriage shall 

 
(a) provide sufficient means by which any person in the carriage may communicate 

with the driver; 
 

(b) cause the roof or covering to be kept water-tight; 
 

(c) provide any necessary windows and a means of opening and closing not less 
than one window on each side; 

 
(d) cause the seats to be properly cushioned or covered; 

 
(e) cause the floor to be provided with a proper carpet, mat or other suitable 

covering; 
 

(f) cause the fittings and furniture generally to be kept in a clean condition, well 
maintained and in every way fit for public service; 

 
(g) provide means for securing luggage if the carriage is so constructed as to carry 

luggage; 
 

(h) provide an efficient fire extinguisher which shall be carried in such a position as to 
be readily available for use; 

 
(i) provide at least two doors for the use of persons conveyed in such carriage and a 

separate means of ingress and egress for the driver. 
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4. The proprietor of a hackney carriage shall cause the same to be provided with a 
taximeter so constructed, attached and maintained as to comply with the following 
requirements, that is to say, 

 

(a) the taximeter shall be fitted with a key, flag, or other device the turning of which 
will bring the machinery of the taximeter into action and cause the word “HIRED” 
to appear on the face of the taximeter; 

 

(b) such key, flag or other device shall be capable of being locked in such a position 
that the machinery of the taxi meter is not in action and that no fare is recorded 
on the face of the taximeter; 

 
(c) when the machinery of the taximeter is in action there shall be recorded on the 

face of the taximeter in clearly legible figures a fare not exceeding the rate of fare 
which the proprietor or driver is entitled to demand and take for the hire of the 
carriage by distance in pursuance of the byelaw in that behalf; 

 
(d) the word “FARE” shall be printed on the face of the taximeter in plain letters so as 

clearly to apply to the fare recorded thereon; 
 

(e) the taximeter shall be so placed that all letters and figures on the face thereof are 
at all times plainly visible to any person being conveyed in the carriage, and for 
that purpose the letters and figured shall be capable of being suitably illuminated 
during any period of hiring; 

 

(f) the taximeter and all the fittings thereof shall be so affixed to the carriage with 
seals or other appliances that it shall not be practicable for any person to tamper 
with them except by breaking, damaging or permanently displacing the seals or 
other appliances. 

 

Provisions regulating the conduct of the proprietors and drivers of hackney carriages 
plying within the District in their several employments, and determining whether such 
drivers shall wear any and what badges. 

 
5. The driver of a hackney carriage shall 

 
(a) when standing or plying for hire, keep the key, flag or other device fitted in 

pursuance of the byelaw in that behalf locked in the position in which no fare is 
recorded on the face of the taximeter; 

 
(b) as soon as the carriage is hired by distance, and before beginning the journey, 

bring the machinery of the taximeter into action by moving the said key, flag or 
other device, so that the word “HIRED” is legible on the face of the taximeter and 
keep the machinery of the taximeter in action until the termination of the hiring; 

 
(c) cause the dial of the taximeter to be kept properly illuminated throughout any part 

of a hiring which is during the hours of darkness as defined for the purposes of 
the Road Transport Lighting Act 1957, and also at any other time at the request of 
the hirer. 

 
6. A proprietor or driver of a hackney carriage shall not tamper with or permit any person to 

tamper with any taximeter with which the carriage is provided, with the fittings thereof, or 
with the seals affixed thereto. 

 
7. The driver of a hackney carriage shall, when plying for hire in any street and not actually 

hired, 
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(a) proceed with reasonable speed to one of the stands fixed by the byelaw in 
that behalf; (or rank designated under Section 63 of the Local Government 
(Miscellaneous Provisions) Act 1976) 

 

(b) if a stand, at the time of his arrival, is occupied by the full number of 
carriages authorised to occupy it, proceed to another stand; 

 
(c) on arriving at a stand not already occupied by the full number of carriages 

authorised to occupy it, station the carriage immediately behind the 
carriage or carriages on the stand and so as to face in the same direction; 

 
(d) from time to time when any other carriage immediately in front is driven off 

or moved forward cause his carriage to be moved forward so as to fill the 
place previously occupied by the carriage driven off or moved forward. 

 

8. A proprietor or driver of a hackney carriage, when standing or plying for hire, shall not, by 
calling out or otherwise, importune any person to hire such carriage and shall not make 
use of the services of any other person for the purpose. 

 
9. The driver of a hackney carriage shall behave in a civil and orderly manner and shall take 

all reasonable precautions to ensure the safety of persons conveyed in or entering or 
alighting from the vehicle. 

 
10. The proprietor or driver of a hackney carriage who has agreed or has been hired to be in 

attendance with the carriage at an appointed time and place shall, unless delayed or 
prevented by some sufficient cause, punctually attend with such carriage at such 
appointed time and place. 

 
11. The driver of a hackney carriage when hired to drive to any particular destination shall, 

subject to any directions given by the hirer, proceed to that destination by the shortest 
available route. 

 
12. A proprietor or driver of a hackney carriage shall not convey or permit to be conveyed in 

such carriage any greater number of persons than the number of persons specified on 
the plate affixed to the outside of the carriage. 

 
13. If a badge has been provided by the Council and delivered to the driver of a hackney 

carriage he shall, when standing or plying for hire, and when hired, wear that badge in 
such position and manner as to be plainly visible. 

 
14. The driver of a hackney carriage so constructed as to carry luggage shall, when 

requested by any person hiring or seeking to hire the carriage, 
 

(a) convey a reasonable quantity of luggage; 
 

(b) afford reasonable assistance in loading and unloading; 
 

(c) afford reasonable assistance in removing it to or from the entrance of any 
building, station or place at which he may take up or set down such 
person. 

 

Provisions fixing the stands of hackney carriages 
 
15. No longer applicable (replaced by section 63 of the Local Government (Miscellaneous 

Provisions) Act 1976 
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Provisions fixing the rates of fares to be paid for hackney carriages within the 
District, and securing the due publication of such fares. 

 
16. No longer applicable (replaced by section 65 of the Local Government (Miscellaneous 

Provisions) Act 1976. 
 

17. No longer applicable (replaced by section 65 of the Local Government (Miscellaneous 
Provisions) Act 1976. 

 

Provisions securing the safe custody and re-delivery of any property accidentally left in 
hackney carriages and fixing the charges to be made in respect thereof. 

 
18. The proprietor or driver of a hackney carriage shall immediately after the termination of 

any hiring or as soon as practicable thereafter carefully search the carriage for any 
property which may have been accidentally left therein. 

 

19. The proprietor or driver of a hackney carriage shall, if any property accidentally left 
therein by any person who may have been conveyed in the carriage be found by or 
handed to him, 

 
(a) carry it as soon as possible and in any event within 48 hours, if not sooner 

claimed by or on behalf of its owner, to a police station in the District and 
leave it in the custody of the officer in charge of the office on his giving a 
receipt for it. 

 
(b) be entitled to receive from any person to whom the property shall be re- 

delivered an amount equal to 5p in the pound of its estimated value, (or 
the fare for the distance from the place of finding to the Police Station, 
whichever be the greater) but not more than £5. 

 

Penalties 
 
20. Every person who shall offend against any of these byelaws shall be liable on summary 

conviction to a fine 
 

THE COMMON SEAL of THE COUNCIL OF THE BOROUGH OF CRAWLEY was hereunto 
affixed this Fifteenth day of August, 1974 pursuant to a resolution of the Council passed on the 
twenty-third day of May, 1974. 

 

(Signed) B. CLAY 
Mayor 

L.S. 
 

(Signed) K.J.L. NEWELL 
Chief Executive 

THE SECRETRY OF STATE this day confirmed the foregoing byelaws and fixed the date on 
which the byelaws are to come into operation as the Twenty-seventh day of September, 1974. 

(Signed) K.P. WITNEY 
An Assistant Under Secretary of 
State 

 
Home Office, 
Whitehall 
25th  September 1974 
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Hackney Carriage Vehicle Specification 

 
Vehicle Specification 

 

18. When licensing hackney carriage vehicles the Council has to consider the need for safety, 

convenience, and comfort of passengers in vehicles that operate in rural, urban and 

motorway environments. The size and engine capacity have also to be considered given 

that all vehicles are required to carry their licensed number of passengers together with 

their luggage. The Council considers that a vehicle should be of manufacturers’ original 

specification and shall be as constructed and designed: 

 
(a) For the Carriage of not more than 8 passengers with the provision of a seatbelt for 

each passenger. 

 

(b) With the seat provided for each passenger having a minimum width of 405 

millimetres (16 inches) measured across its narrowest part. 

 

(c) Not to be left-hand drive. Right hand drive passenger vehicles offer the driver 

clearer and safer vision in an overtaking manoeuvre, and also eliminate the need 

for a front seat passenger to alight from the vehicle into the road. 

 

(d) With an engine having a capacity of at least 1600 cc. including vehicles badged by 

the manufacturer as “1.6” models. 

 

(e) To have windows to the side and rear providing natural light to passenger 

compartment. 

 

19. In the interest of safety each vehicle should have a minimum 4 doors, which are capable 

of being opened from the inside. 

 

 

 
20. The passenger carrying capacity will be at the discretion of the Council however but shall 

usually be such for the carriage of not less than 4 and not more than 8 passengers with the 

provision of a seatbelt for each passenger. 

21. The vehicle seats must have these specifications: 

 
(a) The rear seat of the vehicle must be a minimum of 1.22 meters long (405 

millimetres, 16 inches per person) 
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(b) All seats must be fitted with fully operational seat belts 

 
(c) The number of passenger seats must remain as stated on the vehicle licence 

 
(d) There must be no alteration to the seating configuration without notifying the 

Council 

 

(e) All seats must be forward or rear facing 

 
(f) All vehicles must be able to seat all passengers in comfort with sufficient legroom 

for all passengers 

 

(g) The seat covering must be clean and in a good state of repair. 

 
22. The vehicle and its fittings must, when being presented for inspection and at all times 

during when it is licensed and available for hire: 

 

(a) Be safe 

 
(b) Be tidy 

 
(c) Be clean 

 
(d) Comply with all relevant statutory requirements applicable to the class of vehicle 

to which it belongs including, but without prejudice to the Motor Vehicle 

(Construction and Use) Regulations which currently apply. 

 

23. The vehicle must be maintained throughout the term of the vehicle licence to a high 

standard of appearance to the complete satisfaction of the Council. 

 

24. The licensed vehicle shall be white and no other colour unless it is a purpose-built vehicle 

approved by the Council. 

 

25. All paintwork will be professionally finished and the vehicle free from dents and damage 

to either bodywork or fittings. Bare metal, primer paint, visible rust and perforations will 

not be permitted. 

 

26. In the interests of safety and reassurance of passengers, tinted glass or mirrored glass that 

restricts all view into the passenger compartment will not be accepted on vehicles which 

are presented for licensing. Where a vehicle is licensed and subsequently the proprietor 

wants to affix tinting to the windows, one of the standard conditions of licence (see 

Appendix B) provides that they must first apply to and be given approval by the Council 
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to affix the tinting. A transitional period of 3 years in accordance with the rolling vehicle 

replacement programme will be permitted for existing licensed vehicles. This is so the 

Council can ensure that any tinting applied to a licensed vehicle’s windows is consistent 

with these specifications. 

 

Wheelchair Accessible Vehicles 

 
27. In the case of all hackney vehicles that are built or adapted for disabled passengers, the 

design of the vehicle should ensure that any wheelchair is loaded from the side rather than 

the rear of the vehicle. Vehicles adapted to load wheelchairs both from the side and rear 

are acceptable. 

 

28. Vehicles already licensed will be able to continue with rear loading access however when 

the proprietor applies to licence a new vehicle, the requirement in 10 above will apply. 

 

29. If a hackney carriage vehicle is off the road due to accident or damage and a replacement 

vehicle is supplied, this vehicle must also comply with 10 above. 

 

30. The Council will only consider licensing vehicles converted or adapted to carry 

wheelchairs if the conversion is approved by an Institute of Automotive Engineers 

Assessor. The licence applicant must produce the original certificate from the approved 

Institute of Automotive Engineers Assessor as part of their licence application. 

 

31. Any equipment fitted to the vehicle for the purpose of lifting a wheelchair into the vehicle 

must have been tested in accordance with the requirements of the Lifting Operations and 

Lifting Equipment Regulations 1998 (S.I. 1998/2307) and the original testing certificate 

must be presented to the Licensing Office as part of the licence application. 

 

Roof signage 

 
32. Hackney carriages must have a sign complying with the following criteria. The sign 

must: 

 

(a) measure 76cm in width x 15cm in length x 16cm in height. 

 
(b) be of “Aero” type design 

 
(c) include the Crawley Borough Council logo in colour on the left hand side of the 

front face of the sign. 

 

(d) the logo must measure not less than 13cm in height by 13cm in width. 



1st April 2020 
 

 

(e) display in the middle of the front face of the sign the following words in the 

format shown below: 

CRAWLEY 

TAXI 
 

(f) The letters comprising the word ‘CRAWLEY’ shall be not less than 3cm in height, 

and the letters comprising the word ‘TAXI’  shall be not less than 7cm in height. 

 

(g) Include the hackney carriage proprietor’s licence number on the right hand side of 

the front face in numbers measuring not less than 6 cm in height. 

 

(h) The rear face of the sign there shall be displayed only the telephone number of the 

operator or proprietor of the vehicle, in digits measuring not less than 9cm in 

height. The rear face of the sign may be left blank if the operator or proprietor 

does not wish to display his/her telephone number. 

 

(i) All letters and numbers displayed must be solid black in colour and be in Flute B 

font. 

 

(j) The sign must be white on the front face. The sign may be red or white on the rear 

face but must be red at the rear when illuminated. 

 

(k) No words or numbers may be displayed on the sign except as set out above. 

 
33. Vehicles which have a built-in roof sign or light may be exempt from displaying the 

standard roof light if the Licensing Officer is satisfied that the built-in roof light is an 

acceptable alternative. 

 
Door signage 

 

34. Door signs will be ordered and authorised by the Council and proprietors will be advised 

when the door signs are ready for collection. 

 

35. Proprietors are responsible for collecting, paying for and affixing the signs to the lower 

panel of each front door of the vehicle. 

 

36. If at any time replacement door signs are required, because for example the signs are lost 

or damaged, the proprietor will be responsible for the cost of the replacement door signs 

and for arranging for them to be affixing them to the vehicle. 
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Advertising on hackney carriages 

 

37. One of the standard conditions of licence for hackney carriages is that the proprietor may 

affix advertising if they have first applied for an obtained the Council’s permission. The 

Council will generally require that advertising complies with the following specifications 

before approval will be given for it to be affixed to the vehicle: 

 

(a) Display screens on rear headrests is permitted. 

 
(b) Full livery or half livery third party advertising is permitted on purpose-built 

hackney carriages (that is London-style black cab vehicles). 

 

(c) Advertising may be displayed on the external sides of the rear doors providing the 

advertisement complies with the following criteria: 

 

(i) Purpose-built hackney carriages (that is London-style black cab vehicles) 

may advertise inside the vehicle on the base of the occasional seats or 

along the bulkhead on top of the passenger/ driver partition. 

 

(ii) Any advertisements shall not exceed 30 inches by 15 inches. 

 
(iii) Advertisements must be of such a form as not to become easily soiled or 

detached. 

 

(iv) Advertisements shall not contain matters relating to alcohol, smoking, or 

products or services likely to give offence to the public. 

 

CCTV 

 

38. One of the standard conditions of licence for hackney carriages is that the proprietor may 

install CCTV into the vehicle if they have first applied for an obtained the Council’s 

permission to do so. The Council will generally require that a CCTV system complies 

with the following specifications before approval will be given for it to be installed in a 

vehicle: 

 

(a) The CCTV system must either be only capable of only recording images and not 

sound, or if the system is able to record sound, the proprietor must ensure that the 

sound recording function of the system is disable so that only images are recorded. 
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(b) The CCTV system must not have a video display screen (VDU) screen inside the 

vehicle. 

 

(c) The CCTV system must be designed and capable of adequately recording after 

dark. 

 

(d) The CCTV system must be one where any recorded data is encrypted and access 

to the data is password protected or locked and only authorised persons can view 

any recordings. 

 

Emissions 

22. From 1st April 2016, an 11 year rolling age limit will be introduced for taxis unless 

exempted. Vehicles already licensed at the date of adoption of this policy must, as a 

minimum, meet Euro 4 standards for emissions or be capable of being retrofitted to 

achieve the same within a reasonable time period and all newly licensed taxis must, as a 

minimum, meet Euro 5 standards for emissions. Vehicles older than 4 years older with an 

average mileage of less than 30,000 may be considered but any such application must be 

accompanied by original MOT certificates or other suitable documents such as a service 

history to verify the vehicle mileage as genuine. 

 

 

 
23 The Council is fully committed to meeting the needs of the travelling public in Crawley 

including those who have disabilities of any nature. In addition to the disability awareness 

training drivers shall be required to undertake the number of Hackney Carriages licensed 

by the authority will therefore contain a sufficient number of vehicles which are capable 

of carrying a wheel chair as determined by an unmet demand survey which shall include a 

section on this matter. The Council therefore reserves the right to increase or decrease the 

number of wheel chair accessible vehicles based on local need. The decision as to whether 

any vehicle that is submitted to the Council for the purposes of being licenced as a 

hackney carriage, shall be capable of carrying a wheel chair will be at the discretion of the 

Head of Economic and Environmental Services in conjunction with the Portfolio Holder 

for Licensing functions and be made with reference to local need at the time of the 

application. 
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Standard Hackney Carriage Vehicle Licence Conditions 

 
1. Where the proprietor permits another person to drive the licensed vehicle, they must 

ensure that that person has a valid hackney carriage driver’s licence and they must draw 

the following conditions of the vehicle licence to that person’s attention. The proprietor is 

responsible for ensuring that any person who drives their licensed vehicle complies with 

these licence conditions. 

 

Internal and External Licence Plates 

 
2. The proprietor must ensure that the external licence plate provided and allocated to him 

by Crawley Borough Council is maintained in a clear and legible condition and is securely 

affixed on the Council’s approved bracket to the outside of the Carriage, on or adjacent to 

the rear bumper. Magnets, double sided tape and velcro are not acceptable for securing the 

bracket/plate. 

 

3. The Council must be informed as soon as practicable should the external licence plate be 

lost broken or defaced. 

 

4. The proprietor shall not cause or permit the vehicle to be used or operated with the 

external licence plate so defaced that any figure or material particular is illegible. 

 

5. The internal licence plate issued by the Council must be affixed to the nearside part of the 

windscreen in such a position where the telephone number on the rear of the internal 

licence plate can be clearly seen by passengers and must be displayed at all times. 

 

Vehicle Change of Use 

 
6. The proprietor must notify the Council of any intended change in use of the specified 

vehicle, or any change in the particulars supplied at the time of application for the licence 

and of any modifications made to the vehicle, including seating arrangements. 

 

Vehicle Licence 

 
7. In the event of loss or damage to this licence the Council must be informed immediately 

so that a replacement can be issued. 

 

8. On revocation, expiry or suspension of the licence, the licence and the internal and 

external licence plates issued in respect of the vehicle must be immediately returned to the 



 
 

 

Council upon the Council giving such a demand in writing to the proprietor as they 

remain the property of the Council at all times. 

 

9. The proprietor shall advise the Council in writing within 14 days of any change of their 

home address, contact telephone number or email address. 

 

Insurance 

 
10. The proprietor shall ensure that there is in force a policy of insurance complying with the 

requirements of the Road Traffic Acts and which covers the vehicle for the carriage of 

passengers for public hire during the currency of this licence. 

 

11. A copy of a vehicle’s current insurance document must be kept with the vehicle and the 

proprietor must make it available for inspection by any Crawley Borough Council officer 

or any Police Officer upon request. 

 

12. If, during the currency of this licence a new policy of insurance is obtained in relation to 

the licensed vehicle, a copy of the new policy or insurance cover note must be lodged 

with the Council within 7 days of the new insurance policy coming into effect. 

 

Interior Appearance 

 
13. The interior of the vehicle should always be in a clean and tidy state. 

 
14. Carpets, upholstery and cloth trim are to be kept clean and undamaged. Good quality seat 

covers and carpet mats may be used, provided that each is a matching set, of a colour co- 

ordinating with the vehicle and kept in good condition. 

 

15. All plastic fascia, door linings, roof linings and trim are to be kept free from marks, stains 

and damage. 

 

16. All doors, locks and windows are to be in full working order and in good condition. 

 
17. All interior lights and fascia illumination are to be in full working order and in good 

condition. 

 

18. All windows are to be kept free of dirt, grime and marks. 

 
19. Boot space/luggage areas are to be kept clean and any vehicle equipment properly stowed. 



 
 

 

Tinted Windows 

 
20. A proprietor must not affix, or allow to be affixed, window tinting to the licensed vehicle 

without first applying for and obtaining permission from the Council to do so. 

 

Fire Extinguisher and First Aid Kit 

 
21. The proprietor must ensure that a sterile standard motorist’s first aid kit is carried in the 

vehicle at all times. 

 

22. The proprietor must ensure that a fire extinguisher suitable for use on vehicle fires is 

carried in the vehicle at all times. The proprietor must ensure that the contents of the 

extinguisher remain in date at all times. Where there is an expiry date on the extinguisher 

(instead of a colour gauge), the date is clearly visible and not tampered with. 

 

23. Vehicles licensed to carry 5 or more passengers must also carry a glass hammer. 

 
Accidents 

 
24. The proprietor must inform the Council the next available working day of any accident 

causing damage affecting the safety, performance or appearance of the vehicle or which 

may affect the comfort or convenience of passengers. 

 

Luggage storage 

 
25. If the licensed vehicle is either an estate car or multi-passenger vehicle, there must be 

luggage restraints kept in the vehicle so that passengers’ luggage can be securely stowed, 

and the restraints must be kept in good working order. 

 

Taximeters 

 
26. The proprietor of a hackney carriage must ensure the vehicle is fitted with a taximeter 

approved by the Council at all times the vehicle is available for hire. The meter must be 

maintained and kept in a good working order at all times. 

 

27. The taximeter must be set for up to the current maximum tariff agreed by the Council and 

the proprietor must ensure that no adjustment to the meter is be made without the 

Council’s prior permission. 

 

28. The proprietor must ensure the "For Hire" sign or other illuminated sign on the roof of the 

vehicle is linked to the taximeter or a means is provided to switch off the for hire sign so 



 
 

 

that when the meter is switched on at the commencement of any individual hire, the roof 

sign is extinguished. 

 

29. The taximeter must be kept clean and in good working order and positioned so that the 

fare recorded on the taximeter in plainly visible to passengers in the vehicle. 

 

30. The taximeter must be sealed at all times and if a seal is broken the proprietor must notify 

the Council’s Licensing Office on the next available working day. 

 

Fare Table 

 
31. A hackney carriage proprietor must ensure that a copy of the current fare table supplied 

by the Council is on display inside the hackney carriage at all times and that the table kept 

clean and undamaged and is positioned so that it is plainly visible to passengers in the 

vehicle. 

 

(i) A driver must, if requested by the passenger, provide them with a written 

receipt for the fare paid. 

 

Smoking 

 
32. The proprietor must ensure that the prescribed ‘no smoking’ signage required to be 

displayed under the relevant legislation (the Health Act 2006 and the Smoke-free (Signs) 

Regulations 2007 – or any subsequent enactment), is affixed to the interior of the vehicle. 

 

Roof Sign 

 
33. Each hackney carriage vehicle (with the exception of those vehicles with a built-in roof 

light) shall display at all times an illuminated white roof sign approved by the Council, 

regardless whether the vehicle is working for public hire or personal use. 

 

34. A proprietor must not alter the sign without first applying for and obtaining permission 

from the Council to do so. 

 

35. The illumination mechanism of the roof sign shall not be operated during any period for 

which the vehicle is hired. 

 

Door Signage 

 
36. Hackney carriage vehicles must display door signs on the lower panel of each front door 

of the vehicle. 



 
 

 

37. If at any time the signs become damaged or lost, the proprietor must notify the Council as 

soon as possible so that the Council can order replacement signs. The cost of the 

replacement door signs is the responsibility of the proprietor. 

 

38. If at any time the signs become damaged or lost, the proprietor must ensure that the 

hackney carriage is not used for hire until the replacement door signs are affixed. 

 

Pre-Booked Fares 

 
Hackney Carriages may be used for pre-booked shared journeys providing they comply 

with the criteria below. 

 

39. The vehicle’s proprietor must notify the Council in writing that the vehicle is to be used 

for pre-booked shared journeys prior to commencement. 

 

40. The taximeter must be calibrated for the calculation of separate fees for separate journeys 

and has been tested and sealed by the Council. 

 

41. The proprietor must ensure that a record of all pre-booked shared journeys undertaken in 

the vehicle shall be kept by the proprietor and stored for a period of 6 months. 

 

42. The hackney carriage may be used for a pre-booked shared journey only where the hirers 

have consented to the journey when booking in advance and where the consent of the 

hirer has been recorded in the record kept under condition 41 above. 

 

Certificate of Compliance 

 
43. The proprietor must ensure the vehicle has a current Certificate of Compliance from a 

Council-approved garage at all times whilst the vehicle is licensed. (Note: a list of 

Council-approved garages is available upon request from Crawley Borough Council.) 

 

44. If a vehicle fails it’s Certificate of Compliance or the Certificate of Compliance expires 

the vehicle cannot be used as licensed hackney carriage (irrespective of whether it still has 

a valid MOT Certificate) until a valid Certificate of Compliance has been issued. 

 

Advertising 

 
45. The approval of the Council must be sought and obtained before any advertising (or 

modifications to existing advertising) is affixed to the vehicle. 



 
 

 

CCTV Installation in Hackney Carriage Vehicles 

 
46. The approval of the Council must be sought and obtained before installing a CCTV 

system in the vehicle. 

 

Where CCTV has been installed in the vehicle with the Council’s approval, the following 

conditions apply to the licence: 

 

47. If the data recorded by the system is lockable by a key: 

 
(a) the proprietor must deposit all keys to the system to Crawley Borough Council; 

and 

 

(b) the proprietor must not make or seek to make another copy of the key without the 

Council’s prior agreement. 

 

48. If the data recorded by the system is lockable by a password: 

 
(a) the proprietor must provide that password to an officer of the Council and permit 

the officer to alter the password (so that the password is known to the Council and 

not the proprietor); 

 

(b) the proprietor must not seek to change the password without the Council’s prior 

agreement. 

 

49. The proprietor must not interfere, or try to interfere, with the workings of the device. 

 
50. The proprietor must ensure that operation of the CCTV complies with the CCTV Code of 

Practice published by the Information Commissioner’s Office (www.ico.org.uk), 

including the affixing of appropriate signs notifying the public that CCTV is in use in the 

vehicle. 

 

51. Upon a request being made by an officer of the Council or a police officer for access to 

the data recorded by the CCTV system, the proprietor must present the hackney carriage 

within 48 hours of the request being made to the person who requested access and allow 

the Council’s officer or police officer, as the case may be, to extract data from it. 



 
 

 

Disability Access – the following conditions will apply to vehicles adapted to carry 

wheelchairs 

52. Where a vehicle is designed or adapted for the carriage of passengers in a wheelchair, the 

following conditions shall apply: 

 

(a) Loading of the wheelchair must be undertaken through the side of the vehicle. 

 
(b) Access to and exit from the wheelchair position must not be obstructed in any 

manner at any time except by wheelchair loading apparatus. 

 

(c) Wheelchair internal anchorage must be of the manufacturer’s design and 

construction and secured in such a position as not to obstruct any emergency exit. 

(d) Whilst public safety and comfort are the key elements that the Council considers 

when judging the suitability of vehicles meeting the requirements of section 52 of 

this policy, predicating that they should be of a side loading type, it reserves the 

right to deal with any application concerning other vehicle types on their own 

merits based on suitable expert opinion and evidence. Any such evidence or 

opinion will normally be required to originate from a qualified automotive 

engineer or similar professional. 

 

53. If, after the licence is granted the vehicle is converted or adapted to carry wheelchairs, the 

proprietor must: 

 

(a) within 7 days of the conversion/adaptation provide a Certificate from an approved 

converter, and 

 

(b) notify their insurance company of the fact that the vehicle has been so 

adapted/converted. 

 

54. A suitable restraint must be available for the occupant of a wheelchair at all times and 

kept in good working order. 

 

55. If, after the licence is granted any equipment is fitted to the vehicle for the purpose of 

lifting a wheelchair into the vehicle, this must tested in accordance with the requirements 

of the Lifting Operations and Lifting Equipment Regulations 1998 (S.I. 1998/2307) and 

the original testing certificate must be presented to the Council’s Licensing Office before 

the lifting equipment is used in respect of any passenger. A copy of the certificate should 

also be kept in vehicle at all times and be presented to any Licensing Officer of police 

officer upon request. 



 
 

 

56. There must be kept in the vehicle at all times either access ramps or a lift so assist the 

wheelchair into the vehicle. Any access ramps or lifts must be securely fixed prior to use, 

and be able to support the wheelchair, occupant and helper. 

 

57. Ramps and lifts must be securely stored in the vehicle before it may move off. Any such 

equipment must be maintained in good working order. 

 

58. Where a vehicle is designed or adapted to carry a wheelchair, the proprietor shall ensure 

that the driver has received sufficient training to load and convey wheelchair-bound 

passengers. 

 

59. There must be no alteration to the seating configuration without notifying the Council. 



 
 

 
 

Private Hire Operator’s Licence Conditions 

 
1.1.1 Provision and Furnishings of Private Hire Vehicles 

 

 

1.2 Should it come to the operator’s attention that a vehicle on his/her/its circuit is not in a 

clean and tidy condition, he shall notify the proprietor and/or the driver and ensure that no 

jobs are given to the driver of that vehicle until the operator is satisfied that the vehicle is 

in a clean and tidy state. 

 
2.0 Display of Licence Plates, Signs and Advertising 

 

 

2.1 The operator shall ensure that the licence plate issued and allocated by the Council is 

affixed to the outside of the carriage, on or adjacent to the rear bumper, or in such other 

position as may be approved by the Licensing Officer. 

 
2.2 The operator shall ensure maintenance of such licence plate in a clean and legible 

condition and shall inform the Council immediately should it be lost or broken or become 

defaced. – Proprietor condition – add if not already 

The operator may display on the outside or inside of the vehicle the following: 

 
 

 Private hire car sign (which may be issued by the Council) on the windscreen 

 Vehicle Licence plate 

 Approved West Sussex County Council School Transport Sign when operating in 

conjunction with school contracts and 

 Anything else that is required to be displayed by law 

 but may not without first applying for and obtaining the council’s permission, allow any 

other sign to be affixed to any part of a vehicle. 

3.0 Records 
 

 

3.1 The operator shall keep a permanent record of every booking of a private hire vehicle 

invited and accepted by him, whether direct from the hirer or by undertaking the bookings 

at the request of another operator. The records shall be made available for inspection by a 

Council Officer or Police officer upon request. The record entries must be made before 

the commencement of each journey and shall include: 



 
 

 • The time and date of the booking 

 • The time and date of the pickup point 

 • Details of the destination 

 • The name and contact details of the hirer 

 • The registration number of the vehicle and 

 • The name of the driver allocated for the journey and the driver’s Call sign. 

 
 

3.2 All records kept by the operator pursuant to Condition 3.1 above shall be preserved for a 

period of at least 12 months from the date of the journey. 

 
3.3 The operator shall keep written records of the particulars of all private hire vehicles 

operated by him and shall include a copy of the licensed driver’s private hire licence, 

details of the proprietor of each vehicle, the registration number of each vehicle and 

driver/s of each vehicles together with any radio call sign used. 

 
3.4 The operator shall ensure that each driver is allocated their own unique call sign. 

 
 

3.5 The Operator will securely retain a copy of the licenses of all drivers (whether private hire 

or hackney carriage) engaged to work for them and make them available for inspection by 

a Council officer or Police officer upon request. 

 
3.6 The operator must ensure that every driver that works on his circuit holds a current private 

hire driver’s licence at all times the driver is undertaking work on the circuit. 

 
3.7 During all times that a vehicle is being operated by the licence holder under this licence, 

the licence holder must ensure that the vehicle has: 

 a valid certificate of insurance for the vehicle to be used for hire and reward for those 

vehicles licensed as private hire vehicles or a valid public hire insurance policy for those 

vehicles with a hackney carriage vehicle licence. 

 a valid Certificate of Compliance 

 a valid private hire vehicle Licence or hackney carriage proprietor licence. 

 a valid road fund licence 

The operator is required to keep a record of all the above and allow a Council officer of Police 

officer to inspect them upon request. 



 

 

3.8 If any documents (as above in condition number 3.7) expire the operator must ensure the 

driver does not work on the circuit until valid documents have been submitted to the 

operator. 

4.0 Conduct of Operator 
 

 

4.1 The licence holder must not accept a booking by any person to hire a private hire vehicle 

unless the passenger or someone on his behalf previously requested the hiring by 

telephone, letter, email, text or personal call to the office or business premises of the 

licence holder. 

 
4.2 The licence holder must not accept a request for hire (a booking) which has been 

communicated to them via a driver operating a private hire vehicle. To be clear:  the 

licence holder must not accept a booking from a potential passenger made on that 

person’s behalf by a driver in circumstances where the person approached the driver in the 

street seeking to hire the vehicle. 

 
4.3 The operator must ensure that none of his office staff or agents touts for business on the 

street whether or not this is nearby the operator’s offices. In this context, ‘tout for 

business’ means approaching any person on the street and asking if they want to book a 

vehicle where that person has not approached the operator’s staff first. 

 
5.0 Miscellaneous 

 

 

5.1 The operator may only operate from an address within the borough of Crawley. 

 
 

5.2 The licence holder must notify the Council at least 7 days prior to any intended change of 

address from which the licence holder intends to operate under this licence. 

 
5.3 The licence holder may only trade under this licence using one of the following names: 

(a) his’s/her’s/its’s own name, or 

(b) the trading name or one of the names which the licence holder included on the 

licence application form; or 

(c) another trading name provided that the operator notifies the Council at least 14 

days prior to the intended change to name under which the operator intends to 

trade. 



 

 

What about advertising the name of the operator/trading name on the vehicle? Include as 

a condition that until it clearly displays who the operator is under which the vehicle is 

working, they cannot allocate any jobs to that vehicle/driver. 

 
5.2 This licence must be kept in the possession of the operator and must be produced when 

requested by a Council officer or any police officer. 

 
5.4 In the event of loss or damage to this licence the Council’s Licensing Section must be 

informed immediately so that a replacement licence can be issued. 

5.5 This licence must not be altered or defaced in any way. 

 
 

5.6 The operator must take all reasonable steps to ensure that there is no radio scanning 

equipment in the vehicles at any time. 

 
5.7 The operator must not refuse a booking because the person wishing to make the booking 

proposes that his/her guide dog is to travel in the vehicle with them. The operator must 

not make an additional charge for the carriage of a passenger’s guide dog. How do you 

know it’s a guide dog? 

 
5.8 The operator must not operate more vehicles than the number specified in their licence. 

 
 

5.9 Upon the grant of an operator’s licence, the Council will specify the address from which 

the operator may operate. This will be the premises where the records referred to in 

Paragraph 7.4 above are kept and where bookings are made 

 
5.10 Where the licence holder is a person, he/she must notify the Council in writing (or by 

email to taxis@crawley.gov.uk) if any of the following occur, and must do so within 7 

days of the event occurring 

 
Any change to the licence holder’s personal details including home address (or where the licence 

holder is a company, the registered address), contact telephone number or email address. 

 
If the licence holder is charged with any criminal offence including any motoring offence. 

 
 

Any convictions or police cautions given for any criminal offence, including any motoring 

offence. 
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5.11 Where the licence holder is a company, a director or the secretary must notify the Council 

in writing (or by email to taxis@crawley.gov.uk) if any of the following occur, and must do so 

within 7 days of the event occurring 

 
 Any change to the licence holder’s personal details including the registered address, 

contact telephone number or email address. 

 
 If the licence holder is charged with any criminal offence. 

 
 

 If any director or the company secretary is charged with any criminal offence or motoring 

offence. 

 
 If any director or the company secretary is convicted or given a police caution for any 

criminal offence or motoring offence. 

 
 The details, including full name, home address and telephone contact number, of any 

director or company secretary appointed after the licence was granted. 

5.12  The Licence Holder shall not increase the number of vehicles that he is operating without the 

consent of the Council, which shall not be unreasonably withheld. 

6.0  Connections  

6.1  The Licence Holder shall not permit any person to participate in the management, taking or 

allocating of bookings who: 

(a)  has been convicted within the previous 5 years of an offence under the Local Government 

(Miscellaneous Provisions) Act, 1976 (“LG(MP)A 1976”); 

(b)  has been convicted on any other criminal offence within previous 3 years; 

(c)  has had a licence under the LG(MP)A 1976 refused, revoked or suspended within the 

previous 5 years. 

6.2 The Licence Holder shall not operate any private hire vehicle or hackney carriage for or on behalf of 

any person who: 

(a)  has been convicted within the previous 5 years of an offence under the LG(MP)A 1976; 

(b)  has been convicted on any other criminal offence within previous 3 years; 

(c)  has had a licence under the LG(MP)A 1976 refused, revoked or suspended within the 

previous 5 years.  

Save that the operator may operate any driver or vehicle that has a valid private hire driver’s or 
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vehicle licence issued by Crawley Borough Council. 

7.0 Other Licences 

7.1  The Licence Holder shall not hold an Operator’s Licence issued by any other council which allows 

him to operate from premises in the borough of Crawley. 

 

8.0 Complaints 

8.1 The Licence Holder must investigate any complaints from customers.   

8.2 The Licence Holder must keep records of: 

(a)  any complaints received,  

(b) the details of the investigation into each complaint, and  

(c) the details of any action taken in response to each complaint.   

8.3 Within 7 days of receiving a complaint, the Licence Holder must provide the following information 

in writing to the Council:  

(a) the details of the complaint,  

(b) the details of the investigation including any findings, and  

(c) details of any action taken. 

 



 
 

 

 

 
 

Private Hire Limousines & Speciality Vehicles Special Conditions 

The following are a pool of standard conditions relating to speciality vehicles. The Council may 

decide to attach all or any of the following standard conditions (which may be in addition to some of 

all of the conditions in Appendix F) to the grant of a private hire vehicle licence in respect of a 

speciality vehicle, as may be considered appropriate in any individual case. 

 

1.0Additional Conditions for Private Hire Limousines & Speciality Vehicles 
 

 

1.2The vehicle to be exempted is of a high quality both in terms of brand and condition. 

• Vehicles will normally be the accepted luxury brands such as Mercedes Benz, BMW, Jaguar, Rolls 

Royce, Bentley and Lexus. The highest specification executive type cars from other manufacturers 

may also be considered. 

• The vehicle must have no visible defects, dents or blemishes to the external bodywork or internal 

trim.  This is a spec – to be added to the pre-amble or the body of the policy. 

 
2.0 Types of Vehicles 

 

 

2.1 The vehicle must have one of the following: 

(i) A UK Single Vehicle Approval Certificate 

(ii) A European Whole Vehicle Approval Certificate 

(iii) UK Low Volume Type Approval Certificate 

 
 

2.2 If the vehicle has a UK Single Vehicle Approval Certificate, the Council will expect that the 

vehicle will have been modified in accordance with a program approved by the original vehicle 

manufacturer and have appropriate documentary proof. The licensee must produce a copy of the IVA 

certificate at time of licensing. 

 
3.0 Vehicle and Safety Equipment 

 

 

3.2 The proprietor of a vehicle shall: 

 
• Ensure that the vehicle and all its fittings and equipment are at all times kept in a fit, serviceable, safe 

and clean condition. 



 
 

 

3.7Ensure the vehicle is fitted with tyres that meet both the manufacturer’s size and weight 

specification for that vehicle. 

3.8Vehicles may be granted an exemption from the requirement under the conditions of licence for 

private hire vehicles to be right hand drive. 

3.9Vehicles with sideways facing seating may be considered for private hire licensing. 

3.10The passenger compartment of the vehicle may be fitted with darkened or blackened glass if 

approved by the Council. 

 
4.0 Use of Vehicle 

 

 

• Not permit to be conveyed in the vehicle more than the number of persons for which the vehicle is 

licensed, regardless of the age or size of the passengers (should also be a condition for standard HC/PH 

vehicles). 

• Ensure that in any advertisement publicising their business, the vehicle is not stated to carry any more 

than 8 passengers. 

• Not convey any passengers in the front compartment with the driver. 

• Not supply alcohol to passengers unless there is in force an appropriate authorisation under the 

Licensing Act 2003 permitting the sale or supply of the same 

• If the occupants are below the age of 18, there should be no alcohol carried in the passenger 

compartment. 

• Any glassware in the vehicle must be made of either shatterproof glass or plastic 

• The driver shall not play or permit the performance of any film, video or similar media where any 

passenger in the vehicle is below the age permitted by the age classification to view the particular film 

etc. 



 

 

Conviction Policy for Offences 

 
 

In most cases where there are reasons to believe that enforcement action against a licence holder may 

be required the procedure to be followed is that set out in the Council’s General Enforcement Policy 

(available on the Council’s website at www.crawley.gov.uk), in particular the procedure relating to 

enforcement reviews.  The following should therefore be read in conjunction with, and is in addition 

to, the Council’s General Enforcement Policy.  

Private hire drivers, hackney carriage drivers and private hire operators 

 

The Council has considered the Department of Transport’s 2010 Best Practice Guidance and in particular 

notes that a paragraph 59 councils are encouraged to have a clear policy for the consideration of criminal 

records. The Council has also considered the Institute of Licensing guidance on the suitability of 

applicants and licensees in the hackney carriage and private hire trades. 

Set out below are the factors, both in relation to criminal activity and other types of unacceptable 

behaviour and factors of concern, which will be considered when the delegated officer is considering 

whether or not they are satisfied that a person is a fit and proper person to hold a licence. The Council’s 

overriding consideration will be the protection of public safety based on a balance of probability test 

concerning information it is made aware of and any subsequent enquiries. 

 

1.0 General matters 

 

1.1 Each case will be decided on its own merits. 

 

1.2 In determining if a person is fit and proper the Council is entitled to take into account all matters 

concerning that applicant or licensee. They are not simply concerned with that person’s behaviour 

whilst working in the hackney carriage or private hire trade. This consideration is far wider than 

simply criminal convictions or other evidence of unacceptable behaviour, and the entire character 

of the individual will be considered. This can include, but is not limited to, the individual’s attitude 

and temperament. 

 

1.3 It is important to recognise that matters which have not resulted in a criminal conviction 

(whether that is the result of an acquittal, a conviction being quashed, decision not to prosecute 

or an investigation which is continuing where the individual has been bailed) can and will be 

taken into account by the Council. In addition, complaints where there was no police 

involvement will also be considered.  Within this document, any reference to “conviction" will 

also include matters that amount to criminal behaviour, but which have not resulted in a 

conviction. 

 

1.4 Generally, where a person has more than one conviction, this will raise serious questions about 

their safety and suitability. The Council is looking for fit and proper individuals, and once a 

pattern or trend of repeated offending is apparent, a licence will not be granted or renewed. 

 

1.5 Where an applicant/licensee is convicted of an offence which is not detailed in this guidance, the 

Council will take that conviction into account and use these guidelines as an indication of the 

approach that should be taken. 

 

1.6 These guidelines do not replace the duty of the Council to refuse to grant a licence where they 

are not satisfied that the applicant for licensee is a fit and proper person. Where a situation is not 

covered by these guidelines, the Council consider the matter from first principles and determine 

the fitness and propriety of the individual.  

 

 

 



 

 

2.0 Drivers 

 

2.1 As the criteria for determining whether an individual should be granted or retain a 

 hackney carriage driver’s licence are identical to the criteria for a private hire driver’s 

 licence, the two are considered together. 

 

2.2 A driver has direct responsibility for the safety of their passengers, direct responsibility for the 

safety of other road users and significant control over passengers who are in the vehicle. As 

those passengers may be alone, and may also be vulnerable, any previous convictions or 

unacceptable behaviour will weigh heavily against a licence being granted or retained.  

 

2.3 Where an applicant has more than one conviction showing a pattern or tendency irrespective of 

time since the convictions, serious consideration will need to be given as to whether they are a fit 

and proper person. 

 

2.4 In relation to single convictions, the following time periods should elapse following 

completion of the sentence (or the date of conviction if a fine was imposed) before a licence will 

be granted. 

 

3.0 Crimes resulting in death 

 

3.1 Where an applicant or licensee has been convicted of a crime which resulted in the death of 

another person or was intended to cause the death or serious injury of another person they will 

not be licensed. 

 

4.0 Exploitation 

 

4.1 Where an applicant or licensee has been convicted of a crime involving, related to, or has any 

connection with abuse, exploitation, use or treatment of another individual irrespective of whether the 

victim or victims were adults or children, they will not be icensed. This includes slavery, child sexual 

exploitation, grooming, psychological, emotional or financial abuse, but this is not an exhaustive list. 

 

5.0 Offences involving violence 

 

5.1 Where an applicant has a conviction for an offence of violence, or connected with any offence of 

violence, a licence will not be granted until at least 10 years have elapsed since the completion 

of any sentence imposed. 

 

6.0 Possession of a weapon 

 

6.1 Where an applicant has a conviction for possession of a weapon or any other weapon related 

offence, a licence will not be granted until at least 7 years have elapsed since the completion of 

any sentence imposed. 

 

7.0 Sex and indecency offences 

 

7.1 Where an applicant has a conviction for any offence involving or connected with illegal sexual 

activity or any form of indecency, a licence will not be granted. 

 

7.2 In addition to the above, the licensing authority will not grant a licence to any applicant who is 

currently on the Sex Offenders Register or on any ‘barred’ list. 

 

8.0 Dishonesty 

 

8.1 Where an applicant has a conviction for any offence of dishonesty, or any offence where 

dishonesty is an element of the offence, a licence will not be granted until at least 7 years have 



 

elapsed since the completion of any sentence imposed. 

 

9.0 Drugs 

 

9.1 Where an applicant has any conviction for, or related to, the supply of drugs, or possession with 

intent to supply or connected with possession with intent to supply, a licence will not be granted 

until at least 10 years have elapsed since the completion of  any sentence imposed. 

 

9.2 Where an applicant has a conviction for possession of drugs, or related to the possession of 

drugs, a licence will not be granted until at least 5 years have elapsed since the completion of 

any sentence imposed. In these circumstances, any applicant will also have to undergo drugs 

testing at their own expense to demonstrate that they are not using controlled drugs. 

 

9.3 All new applicants for a drivers licence will have to undergo drugs testing when applying for an 

initial licence to demonstrate that they are not using controlled drugs. 

 

9.4 Where the Council has suspicion that a driver may be using controlled drugs they will be 

required to submit to drugs testing which will be undertaken by an authorized Licensing Officer. 

 

10.0 Discrimination 

 

10.1 Where an applicant has a conviction involving or connected with discrimination in any form, a 

licence will not be granted until at least 7 years have elapsed since the completion of any 

sentence imposed. 

 

11.0 Motoring convictions 

 

11.1 Hackney carriage and private hire drivers are professional drivers charged with the 

 responsibility of carrying the public. Any motoring conviction demonstrates a lack of 

 professionalism and will be considered seriously. It is accepted that offences can be 

 committed unintentionally, and a single occurrence of a minor traffic offence would not  

            prohibit the grant of a licence or may not result in action against an existing licence.  

Subsequent convictions reinforce the fact that the licensee does not take their professional       

responsibilities seriously and is therefore not a fit and proper person to be granted or retain  

   a licence. 

 

11.2 Drink driving/driving under the influence of drugs/using a hand‐held telephone 

 or hand held device whilst driving 

 

11.3 Where an applicant has a conviction for drink driving or driving under the influence of drugs, a 

licence will not be granted until at least 7 years have elapsed since the completion of any 

sentence or driving ban imposed. In these circumstances, any applicant will also have to undergo 

drugs testing at their own expense to demonstrate that they are not using controlled drugs. 

 

11.4 Where an applicant has a conviction for using a held‐hand mobile telephone or a  hand‐held 

device whilst driving, a licence will not be granted until at least 5 years have elapsed since the 

conviction or completion of any sentence or driving ban imposed, whichever is the later. 

 

12.0 Other motoring offences 

 

12.1 A minor traffic or vehicle related offence is one which does not involve loss of life, driving 

under the influence of drink or drugs, driving whilst using a mobile phone, and has not resulted 

in injury to any person or damage to any property (including vehicles). Where an applicant has 7 

or more points on their DVLA licence for minor traffic or similar offences, a licence will not be 

granted until at least 5 years have elapsed since the completion of any sentence imposed. 

 

 



 

 

12.2 A major traffic or vehicle related offence is one which is not covered above and also any offence 

which resulted in injury to any person or damage to any property (including vehicles). It also 

includes driving without insurance or any offence  connected with motor insurance. Where an 

applicant has a conviction for a major traffic offence or similar offence, a licence will not be 

granted until at least 7 years have elapsed since the completion of any sentence imposed. 

 

13.0 Hackney carriage and private hire offences 

 

13.1 Where an applicant has a conviction for an offence concerned with or connected to 

 hackney carriage or private hire activity (excluding vehicle use), a licence will not be 

 granted until at least 7 years have elapsed since the completion of any sentence imposed. 

 

14.0 Vehicle use offences 

 

14.1 Where an applicant has a conviction for any offence which involved the use of a  vehicle 

(including hackney carriages and private hire vehicles), a licence will not be granted until at least 

7 years have elapsed since the completion of any sentence imposed. 

 

15.0 Private Hire Operators 

 

15.1 A private hire operator (“an operator”) does not have direct responsibility for the  safety of 

passengers, other road users or direct contact with passengers who are in the private hire vehicle 

(except where they are also licensed as a private hire driver). However, in performing their 

duties they obtain and hold considerable amounts of personal and private information about their 

passengers which must be treated in  confidence and not revealed to others, or used by the 

operator or their staff for criminal or other unacceptable purposes. 

 

15.2 As stated above, where an applicant has more than one conviction, serious consideration will 

need to be given as to whether they are a fit and proper person. 

 

15.3 Operators must ensure that any staff that are used within the business (whether employees or 

independent contractors) and are able to access any information as  described above are subject 

to the same standards as the operator themselves. This can be effected by means of the individual 

staff member being required by the operator to obtain a basic DBS certificate. If an operator is 

found not to be applying the required standards and using staff that do not meet the licensing 

authority’s overall criteria, that will lead to the operator’s licence being revoked. 

 

15.4 As public trust and confidence in the overall safety and integrity of the private hire system is 

vital, the same standards will be applied to operators as those applied to drivers, which are 

outlined above. 

 

16.0 Vehicle proprietors 

 

16.1 Vehicle proprietors (both hackney carriage and private hire) have two principal 

 responsibilities. 

 

16.2 Firstly, they must ensure that the vehicle is maintained to an acceptable standard at all times. 

 

16.3 Secondly, they must ensure that the vehicle is not used for illegal or illicit purposes. 

 

16.4 As stated above, where an applicant has more than one conviction, serious consideration will 

need to be given as to whether they are a fit proper person to be granted or retain a vehicle 

licence. 

 

16.5 As public trust and confidence in the overall safety and integrity of the private hire system is 

vital, the same standards will be applied to proprietors as those applied to drivers, which are 



 

outlined above. 

17.0 Cautions and Endorsable Fixed Penalties 

 

17.1 For the purpose of these guidelines simple cautions and endorsable fixed penalties shall be 

treated as though they were convictions. 
 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 

 

 

 

 

Disability Awareness Training Guidance 
 
1. Definitions of Disability 

 

The Equality Act 2010, which has now replaced the Disability Discrimination Acts 1995 and 2005 
(DDA), provides protection from discrimination on the basis of a range of protected 
characteristics. Disability is one of the protected characteristics and, like the DDA, the Equality 
Act 2010 includes a definition of disability. 

 
The DDA defined someone as disabled if that person "has a physical or mental impairment that 
has a substantial and long-term adverse effect on his or her ability to carry out normal day-to-day 
activities". 

 
The definition of disability in the Equality Act 2010 is similar to the one that applied for the 
purposes of the DDA. However, the Equality Act 2010 does not require a disabled person to 
demonstrate that, where the impairment adversely affects his or her ability to carry out a normal 
day-to-day activity, that activity involves one of a specified list of capacities, such as mobility, 
speech, or the ability to understand. 

 
So, for the purposes of the Act, this is further explained: 

 
 Substantial means neither minor nor trivial 
 Long-term means that the effect of the impairment has lasted or is likely to last for at least 

12 months. 
 Normal day-to-day activities include everyday things like eating, washing, walking and 

going shopping. 
 A normal day-to-day activity must affect one of the ‘capacities’ listed in the Act which 

include mobility, manual dexterity, speech, hearing, seeing and memory. 

 
Let's now look more at what would count as normal day-to-day activities: 

 
 Mobility – ability to walk up steps or being a wheelchair user. 
 Manual dexterity - ability to hold a pen and write with it. 
 Physical co-ordination – a person with Alzheimer’s disease or a stroke patient may have 

difficulty feeding themselves. 
 Continence – not having the ability to control bladder movements. 
 Ability to lift, carry or move everyday objects. 
 Speech, hearing or eyesight. 
 Memory or ability to concentrate, learn or understand. 
 Understanding the risk of physical danger. 

 
It is also handy to know when something does not constitute a disability. This could either 
be because the condition is not deemed as being substantial and has no long term effect on a 
person or, the condition does not exceed a period of 12 months. This includes: 

 
 Hay fever 
 A broken limb 
 Sprained ankle 
 Eyesight that can be easily corrected by glasses. 

 
This isn’t an exhaustive list but gives you an idea that not everything is a disability. 



  

 

2. Discrimination 
 

Discrimination occurs when someone is treated less favourably than someone else purely 
because of their disability. 

 
Much of this really is down to commonsense. If something seems wrong then, quite probably, it is 
wrong. 

 

At times it might seem that discrimination has occurred but there are exceptional circumstances 
that mean this is not the case. If the changes that a disabled person would need fundamentally 
alter what a business is and does then discrimination has possibly not taken place. So, for 
instance, a nightclub does not need to increase the lighting to cater for a visually impaired 
customer as this would destroy the very ambience of a nightclub. This is discrimination but, it is 
justifiable indirect discrimination, which is lawful. However, if a person with facial disfigurement 
were 'turned away' by the doorman of the nightclub simply because they don't 'fit in' with their 
usual clientele, this is direct discrimination and unlawful. 

 
If there is a valid health and safety concern then this can seemingly discriminate against a 
disabled person. But it must be expressed that health and safety cannot be used purely as a way 
of not including a disabled customer. Ensure that a proper risk assessment has been carried out. 

 
The Equality Act 2010 now also covers associative discrimination and discrimination by 
perception. 
Associative discrimination is direct discrimination against someone because they associate with 
another person who has a disability. 

 
Discrimination by perception is direct discrimination against someone because other people think 
they have a disability. 

 
3. Getting in on The Act 

 

The Equality Act 2010 ('the Act') replaces existing anti-discrimination laws with a single Act and 
came into effect on 1st October 2010. It simplifies the law, removing inconsistencies and making 
it easier for people to understand and comply with it. It also strengthens the law in important ways 
to help tackle discrimination and inequality. 

 
People who access your goods, facilities or services are protected from direct discrimination on 
the basis of a 'protected characteristic'. 
These characteristics are: 

 
 disability 
 gender reassignment 
 pregnancy and maternity 
 race – this includes ethnic or national origins, colour and nationality 
 religion or belief 
 sex, and 
 sexual orientation. 

 
The training you are doing now covers the disability strand of The Equality Act. 

 
Prior to The Equality Act the legislation covering disability was the Disability Discrimination Acts 
(DDA) of 1995 and 2005. 



  

 

The most significant part of the DDA covered businesses and public sector organisations 
needing to be accessible to disabled people. This meant that disabled people must be able to 
access goods and services as easily as a non-disabled person. So, this covers getting into and 
out of premises, access within the premises and treating a disabled person in a manner that 
does not discriminate against them. 

 
The DDA was split into three parts: 

 
 Part 1 – outlined who was covered by the Act 
 Part 2 – ensured that disabled employees were not discriminated against at work. 
 Part 3 – since 1999 it has been illegal to discriminate against disabled people in how 

services are offered / delivered. Also preventing discrimination to disabled people by 
removing physical barriers since October 2004. 

 
The DDA was amended in 2005 to cover, from point of diagnosis, people with HIV infection, 
cancer and multiple sclerosis. 

 
All of this is enshrined in the new legislation with more protection added against three new forms 
of disability discrimination: 

 
 direct disability discrimination in relation to goods, facilities and services 
 discrimination arising from disability 
 indirect disability discrimination 

 
4. Direct disability discrimination 

 

This is where a person is treated less favourably than someone else because they have a 
disability. 

 
Remember that providers of goods, facilities and services now have a responsibility not to directly 
discriminate against someone with a disability. 

 
5. Discrimination arising from disability 

 

Discrimination arising from disability occurs when a disabled person is treated unfavourably 
because of something connected with their disability and the unfavourable treatment cannot be 
justified. 

 
This is different to direct discrimination where a person is treated less favourably because of the 
disability itself. Here we are talking about someone being treated less favourably because of 
something connected to their disability. 

 
Example: Paul has Tourette syndrome which means he often shouts loudly. He is not allowed 
into his local café because the owner objects to him shouting. Paul is excluded not because he 
has the syndrome, but because of his shouting, which is a manifestation of (something 'arising 
from') his disability. Unless the café owner can justify this treatment towards Paul, he will have 
experienced discrimination arising from his disability. 

 
6. Indirect disability discrimination 

 

This could be when a business applies a policy or practice in the same way for all individuals, but 
that policy has an effect that particularly disadvantages disabled people. 

 
The reason this policy was implemented may be to achieve a business aim. That aim must be a 
legitimate one which could be any lawful decision you make in running your business. But this 



  

 

must be fair and reasonable and shows that you've looked at whether there are other ways 
of doing things which would avoid discrimination. 

 
Example: Pam has a heart condition and swims at the swimming pool in her local sports centre. 
The sports centre applies a rule saying that only people who can swim a full length can use the 
pool. Because of her heart condition, Pam can only swim one width before she needs to stop and 
have a rest. The policy therefore means Pam and other pool users with a similar disability are at 
a disadvantage when compared to other users. If the sports centre cannot objectively justify its 
policy, this is likely to be indirect discrimination. 

 
The new Act also covers harassment. This is unwanted behaviour related to disability that has 
the purpose or effect of violating a person's dignity or creating an intimidating, hostile, degrading, 
humiliating or offensive environment for them. 

 
Example: Emma has a speech impairment which means she stammers when she speaks. Some 
of the staff at her local supermarket make fun of her by mimicking her stammer. Emma could 
bring a claim of harassment related to disability. 

 
Once you have successfully completed this training module you will be able to access more 
information about the Equality Act on our Resources page. 

 
Crawley Borough Council is determined that you treat all of your customers equally and not 
cause offence or upset to any disabled person. And that's the main reason why you are taking 
this training module. 

 
However, The Equality Act is a law. If you do discriminate against a disabled person then you or 
the taxi firm you work for could end up in Court. If the case goes against your company / 
organisation they will almost certainly face a fine which is, potentially, unlimited. 

 
This training module will help you to prevent this course of action happening. 

 
7. Models of Disability 

 

There are a number of 'models' of disability, which have been defined over the last few years. 
The two most recognised being the 'medical' and 'social' models. 

 

Medical Model 
The medical model of disability views disability itself as a problem that belongs to the disabled 
individual. It is not seen as an issue to concern anyone other than the person affected. The 
medical model promotes the view of a disabled person as being dependent and in need of a 
'cure'. It justifies the way in which disabled people have been systematically excluded from 
society. 

 

For example, if a wheelchair user were unable to get into a building because of some steps, the 
medical model would suggest that this is because of the wheelchair, rather than the steps. 

The medical model solution: Change the disabled person to make them 'fit in'. 

Social Model 

In contrast to this, the social model of disability would see the steps as being the disabling barrier. 
This model draws on the idea that it is society that disables people, through designing everything 
to meet the needs of the majority of people who are not disabled. 

 

There is a recognition within the social model that there is a great deal that society can do to 
reduce, and ultimately remove, some of these disabling barriers, and that this task is the 



  

 
 

responsibility of society, rather than the disabled person. The 

social model solution: Remove the barriers. 

Medical Model Social Model 

Disability is a personal tragedy Disability is the experience of social oppression 

Disability is a personal problem Disability is a social problem 

Professional dominance (i.e. doctors) Self help groups and systems benefit disabled people enormously 

Expertise is held by the qualified professionals Expertise is the experience of the disabled person 

 

 

8. Facts and Figures about Disability 
 

Let's look at some facts and figures surrounding disability. 

 
 Just over 10 million people in the UK have some form of disability – that's around 1 in 6 of 

the total population. 
 Invariably people think of wheelchair users when discussing disability. However, 

wheelchair users form a relatively small percentage of the disabled population at around 
5%, or 1 in 20. 

 Most people acquire a disability through accidents, illnesses, or with the onset of old age. 
Around 17% of disabled people are born with their disability. 

 Some people may think that the disabled population don't work. However, 33% of disabled 
people in the UK undertake full or part-time work. 

 It shouldn't be assumed that disabled people in the UK are all on benefits (see the above 
point). In fact this section of our community has a combined annual spending power of 
£80billion! 

 Surprisingly a quarter (25%) of children are dealing with mental health issues at any one 
time. 

 Around 700,000 children in the UK have some form of disability. 

 
9. Positive Language 

 

It maybe that you will never need to discuss someone's disability with them. Remember that this 
is a very personal thing for them. Having said this, many employers will need to have discussions 
with their staff who are disabled in order to provide reasonable adjustments. Also, service 
providers should involve disabled people in the design of their services. If you do need to discuss 
disability we would encourage you to use positive language. 

 
To illustrate the point, here’s a list of preferred language terms together with their outdated, 
negative counterparts: 

 
Preferred Terms Outdated or Negative Terms 

Wheelchair user Wheelchair bound, confined to a wheelchair 

Person with learning difficulties Educationally subnormal, retarded, stupid 

Person with a disfigurement Burns victim, facially deformed 

Visual Impairment Blind as a bat 

Person with a mental health condition Psycho, nutter, mentally ill 

Person with Down's Syndrome Mongol 

Accessible Parking space Disabled parking, wheelchair parking 

Person with epilepsy Epileptic 

HIV positive, person living with HIV AIDS carrier 

Accessible toilets Disabled toilets 

Person with Cerebral Palsy Spastic 



 

 

10. Access to Your Premises 
 

The provision of suitable access to your premises both externally and internally is, of course, 
important to visitors, employees, and potential employees with a disability. 

 

However, you don’t necessarily need to go overboard with the adjustments and changes you 
make. You should make 'reasonable adjustments' and this recognises the financial constraints on 
your business. It is not reasonable to expect you to make so many access improvements that it 
puts your business at risk. 

 

Most people will consider the needs of wheelchair users when considering access issues. 
However, wheelchair users account for just 5% of the disabled population. 

 
To get a good overview of the types of adjustments that can be made refer to Part M of the 
Building Regulations and BS8300:2009. More background information will be available at the end 
of your assessment. 

 

These documents give vast amounts of information including all sorts of measurements. For 
instance, a simple thing to remember is that the gradient of a ramp should be 1 in 20. That’s the 
ideal, but if space and finances don't permit it is better to provide a slightly steeper ramp (or a 
temporary one) with assistance, rather than do nothing at all. 

 

Planning what adjustments / changes are required is a must. Prioritise the changes with parts of 
your premises that have the highest ‘traffic’ being top of the list. Other changes can be done over 
time and when finances permit, but you must have a plan and ensure that it is implemented. It’s 
no good making a plan and doing nothing – if a disabled person challenges you in court you 
would not have a great defence. 

 
11. Employment 

 

The Equality Act 2010 ('the Act') sets out the rights of disabled employees. It also looks at how 
these rights should be incorporated into normal work activities. 

 
Under the Act an individual will not have to demonstrate that, where an impairment adversely 
affects his or her ability to carry out a normal day-to-day activity, that activity involves one of a 
specified list of capacities, such as mobility, speech, or the ability to understand. 

 
This is a significant change from the old Disability Discrimination Act where the above was taken 
into account only if it affected any of the following eight capacities: 

 
 mobility; 
 manual dexterity; 
 physical coordination; 
 continence; 
 ability to lift, carry or otherwise move everyday objects; 
 speech, hearing or eyesight; 
 memory or ability to concentrate, learn or understand; 
 the perception of the risk of physical danger. 

 
This list is not included in the new Act as it was unduly restrictive. Tribunals will have to make a 
common-sense decision as to whether or not a particular impairment has a substantial effect on 
day-to-day activities. This should make it easier for claimants to show that they are disabled. 



 
 

 

The Act states that discrimination occurs where a disabled person is treated less favourably 
than others, the reason relates to that person's disability and the reason for such treatment 
cannot be justified. 

 
An employer must not discriminate against existing or prospective employees and has a duty to 
make adjustments to facilitate disabled employees. Here's a list of possible reasonable 
adjustments, but don't panic, needs will vary so not all of these adjustments would necessarily be 
needed for every disabled person: 

 
 making adjustments to premises. 
 allocating some of the disabled person's duties to another person. 
 transferring them to fill an existing vacancy. 
 altering their working hours. 
 assigning them to a different place of work. 
 allowing them to be absent during working hours for rehabilitation, assessment or 

treatment. This is called disability leave and should be paid. 
 giving them training. 
 acquiring or modifying equipment. 
 modifying instructions or reference manuals. 
 modifying procedures for testing or assessment. 
 providing a reader or interpreter. 
 providing supervision. 

 
The national Access to Work scheme can assist with costs associated with employing a disabled 
person. 

 
12. Mobility Impairment 

 

Perhaps the most important point to remember about someone with a mobility impairment is that 
they will not necessarily be a wheelchair user. 

 
The definition of a person with a mobility impairment is someone who experiences difficulty with 
or is unable to travel on foot, on buses or trains or by car. The impairment may arise from general 
frailty due to old age, or personal disability (physical, sensory or mental). When you are dealing 
with or serving a person that has a mobility impairment, observe a few simple points of etiquette: 

 
 Establish a comfortable eye level for both of you. If a wheelchair user is going to be with 

you for some time – maybe more than 15 minutes – it may be advisable for you to get 
yourself a chair, keeping you both at the same eye level. This will save the person from 
getting a crick in the neck, it doesn't seem like you are talking down to them and promotes 
conversation that is on an equal basis – and that's just good customer service. 

 Remember to always move around to the front of a high desk or counter to speak to a 
wheelchair user – don't just peer over the top at them. 

 Don't invade personal space. Avoid leaning on someone's wheelchair – this is their 
personal space, respect it. Never grab or move someone's wheelchair or walking aid 
without getting their permission first. 

 You may feel that it is appropriate to offer a seat to a customer or visitor with a mobility 
impairment. Don't be offended if someone refuses the offer of a seat – it may be 
preferable for the person to stand as pain may be an issue when sitting down / standing 
up. 

 Good access to your premises is vital. However, if parts of the building are difficult to 
access you should inform visitors of the most appropriate accessible entrance or route to 
follow. Perhaps meeting the visitor at the entrance and assisting them is the best 
approach. 



 
 

 

 Any public areas within your premises should have enough room for people to move 
around easily. Take account of the space needed for wheelchair users to manoeuvre. 
Keep the area tidy and avoid leaving things lying around – this is basic housekeeping and 
good health and safety too. 

 
13. Visual Impairment 

 

The term 'visual impairment' refers to people with irretrievable sight loss and this definition covers 
a wide range of different impairments. Some people are born with visual impairments while others 
acquire an impairment through their lifetime due to a number of factors. 

 
This could be simply down to getting older, conditions within the eye or conditions within the 
brain. These changes in someone's sight may be relatively minor or quite severe. Perhaps the 
person has problems distinguishing certain colours or they could have complete sight loss. 

 
There are approximately 1.5 million to 2 million people in the UK that have some form of visual 
impairment. Around 1 in 5 of this total has no sight at all. Here are some basic etiquette 
guidelines for you to follow… 

 
 Identify yourself clearly and then introduce anyone else who is present and their relative 

location in the room to the person with the visual impairment. 
 When you offer to shake hands you need to say something to let the other person know 

your intentions. This could be, "Hello, it's good to meet you". 
 A guide dog (or assistance dog) is a working animal, a vital 'tool' to the disabled person 

and shouldn't be distracted from its important work. Talk to the person and not to the dog. 
Sounds obvious but you'd be surprised at the number of conversations that involve the 
guide dog but not its owner. Don't pat or stroke the dog or make a fuss of it as this could 
distract it from its work. 

 It may be appropriate to offer the person your arm. This will enable you to guide them to a 
particular area of your premises without pushing / propelling them. 

 It can be helpful to explain where things are in a room – "the chair is directly ahead of you, 
about a metre away". If you offer a seat or are helping someone into a chair, give a 
commentary and guide their hand to the back of the chair so they can ascertain its 
position. 

 Don't just walk away and leave the person speaking to no one! Let them know that you are 
leaving or when others leave or join the group. 

 Some people are deaf and blind. To let them know that you are there it is OK to gently 
touch their sleeve. Wait until they have indicated what help they require or have asked for 
assistance. But remember – they may not need any help. 

 When explaining something remember to do it verbally because your visual gestures may 
not be seen. 

 
14. Hearing Impairments 

 

Hearing loss affects around 2 in 10 adults of the UK population. Most of these people are over 
the age of 60 and have lost their hearing gradually. However, hearing loss can occur at a younger 
age. In the UK, around one in every 850 children is born severely or profoundly deaf each year. 

 
 People who are deaf or have a hearing impairment often use varying degrees of lip 

reading. However, lip reading isn't totally reliable with around a maximum of only 50% of 
words being understood. The level of concentration needed to lip read is tiring, so limit the 
time that someone is having to do this. 

 To make lip reading easier, always look straight at the person and have light on your face 
(light behind you will silhouette your head and make your lips difficult to see). 



 
 

 

 Make sure you don't partially cover your face or mouth, whether with your hand or 
anything else – this just makes the task of lip reading even more difficult. 

 Remember to speak fairly slowly and in the manner that you normally would – there is no 
need to shout or exaggerate your words. 

 It's quite easy to turn your head whilst talking. This may be to look at paperwork or just 
glancing around. However, your facial expressions, gestures and body movements all help 
to convey meaning to what you are saying. 

 If you need to attract a person's attention it is OK to lightly touch their shoulder or arm. 
 You can't assume that everyone who has a hearing impairment can lip read. If you are not 

sure, then ask. Remember that, on average, only 3 out of 10 words are visible on the lips. 
 Again, don't make assumptions about the method in which a person communicates. It's 

always best to ask. This will save time, possible embarrassment and gives the person the 
exact service they require and deserve. 

 Some people will use British Sign Language (BSL) and this could well be their first 
language instead of English, so this would be their preferred way to communicate. There 
may be people within your organisation that can sign or you may consider undergoing 
some training in BSL. 

 As mentioned above, English isn't always the first language of BSL users. Therefore the 
written word could create barriers. Just something else to think about! 

 You may encounter an interpreter, brought along by the person with a hearing impairment 
to make communicating easier. Remember to talk to the person with the impairment and 
not directly to the interpreter. If there is paperwork being discussed (bills, bank statements, 
legal documents) it is possible that copies will have to be given to the interpreter. But 
before this happens always get the permission of the person with the hearing impairment. 

 Speak at a pace that the interpreter can keep up with. This is especially important if you 
are giving names, addresses or talking about something difficult or complicated. In this 
case the interpreter may have to finger spell words instead of signing them, therefore 
taking longer to communicate the information. 

 
15. Disfigurement 

 

Disfigurement is having one's appearance deeply and persistently harmed from a disease, birth 
defect, or wound. 

 

Body disfigurement, including facial disfigurements, should be dealt with particularly sensitively. 
 

Any disfigurement tends to have a disproportionate effect on the degree of stress and anxiety that 
an individual experiences. This is heightened further if the disfigurement is readily visible – 
hands, arms and particularly, face. 

 

The general population tends to respond to people with a disfigurement with less trust, less 
respect and often try to avoid making contact or having to look at the disfigurement. 

 

Here are some basic points of etiquette… 

 
 Don’t stare! 
 You may be surprised or uncomfortable about someone’s disfigurement but try not to 

show it. They deserve the same level of attention and courtesy as anyone else. 
 Don’t ask how they came to be disfigured. This is private to them and doesn’t make any 

difference to how you should be dealing with them. 

 
16. Short Stature 

 

Put simply, the term 'short stature' refers to the height of a person deemed to be well below 
average. That's not particularly helpful but does at least give us a starting point. 



 
 

 
 

The number of growth related disorders is around 200. An adult with a height of less that 4' 

1'' might be referred to as someone of short stature. 

Here are some basic etiquette pointers: 

 
 Do not treat an adult of short stature as cute and childlike. And don't pat them on their 

head. This sounds obvious but this is such a no-no, yet to some people they see nothing 
wrong with this! 

 Ensure that items they may require are within easy reach. If telephones have been 
positioned at a lower height or if there are lowered counters etc., try to keep these facilities 
free for people of short stature, as they tend to be limited in number. Equipment placed at 
the right height is essential for a person of short stature. 

 Communication is normally easier when people are on the same level. Either sit down with 
the person or stand slightly away from them so that you can maintain eye contact without 
them getting a crick in the neck. 

 Just because someone is of short stature it doesn't mean that they have learning 
difficulties too. Typically they will have normal levels of intelligence. 

 A person of short stature doesn't require a cure. Most people are able to live long and 
fulfilling lives. 

 It is not reasonable to assume that a person of short stature is incapable. 

 
17. Speech and Language Impairments 

 

A person may have a speech and language impairment for a number of reasons. This could be 
as a result of a stroke, Cerebral Palsy, facial disfigurement, etc. Some children and young people 
do not develop speech and language as would normally be expected. They may experience 
problems with some or all areas of speech and language - from moving the muscles that control 
speech through to the ability to understand or use language at all. These difficulties can be 
reasonably mild to the severe and long-term. Sometimes these difficulties are unrelated to any 
other disability (e.g. Cerebral Palsy) and are said to be specific language difficulties. 

 
But remember that some children may have both a specific language difficulty and other 
disabilities. A person that has a speech and language impairment may well find it difficult to 
communicate with you. But, if you give them enough time and attention there is normally no 
reason whatsoever that you will not understand what they are telling you. Here are some basic 
etiquette points to remember: 

 
 Do not concern yourself with the reason for the person’s speech and language difficulties. 

Instead concentrate on communicating to the best of your ability. 
 Make eye contact, be attentive, listen to what the other person is saying and don't butt in. 

Avoid talking in an area that has distractions. 
 Don't correct speech or speak for the person. They know what they want to say and, given 

the chance, they will say it! To interrupt is rude and may prove embarrassing for the 
person. 

 To make communicating easier you may consider using questions that only require a Yes 
/ No response or a short answer. 

 Don't be afraid of asking someone to repeat themselves if you have had trouble 
understanding them. This is far better than making an assumption as to what has been 
said. If you still have problems with what is being said you could consider involving a 
colleague or ask the person to write down what they are saying. 

 Don't try to rush the person. 
 Be aware that English may not be the first language of the person either. 
 Just because someone has a problem with speech does not mean you should make 

assumptions concerning their hearing or intellect. 



 
 

 

18. Learning Disabilities 
 

There are numerous different types of learning disability. A person with learning disabilities is 
likely to have problems understanding, learning and remembering new things. 

 
These difficulties with learning means the person may have problems with a number of social 
tasks, e.g. communication, self-care, awareness of health and safety. 

 

Take a look at these simple matters of etiquette: 

 
 Believe that you will be understood by the person with learning disabilities. Be ready to 

explain things more than once. 
 You should keep language simple but do not talk down to or be patronising to the person 

with learning disabilities. 
 An alternative to telling someone something is to offer to show them / demonstrate. 
 Keep facial expression to a minimum and don't exaggerate gestures or body language as 

this may prove difficult for the person to understand / interpret. 
 Don't rush the person. Politely ask them to confirm that what you have said has been 

understood. Reinforce information you have given by asking the person to repeat it back 
to you. 

 Plain language is helpful to us all. However, to a person with learning difficulties this may 
be essential. An easy read format supplemented with pictures or symbols will be helpful 
too. 

 The person with learning disabilities may want to be accompanied by an assistant or 
advocate. The advocate will then ask questions on behalf of the person. You should 
always welcome this additional assistance. After all, it may make your job easier. 

 
19. Mental Health 

 

There are many conditions that fall under the umbrella of mental health, some of which may be a 
surprise to you. The list of conditions includes neurosis, psychosis, schizophrenia, bi-polar 
disorder, personality disorder, dementia, depression, anxiety, post-natal depression, phobias and 
stress. 

 
Mental health problems are not always visible – they can be a hidden disability. 

 

It may be some time into your dealings with a person before you realise that they have mental 
health problems – if indeed this becomes obvious. 

 
Do not assume that people with psychiatric disabilities are more likely to be violent than people 
without psychiatric disabilities - this is a myth. 
The wide range of behaviours associated with mental illness vary from passivity to 
disruptiveness. 
When the illness is active, the individual may or may not be at risk of harming him or herself, or 
others. 

 

Surprisingly, 1 in 6 of the working population in any one year will have personal experience of 
mental illness. However, stress or depression is only considered to be disabling if the condition 
exceeds 12 months. Many people will have short term and one off conditions. 

 
 Be patient and non-judgemental. Don't make assumptions and always respect personal 

space. 
 This sounds obvious and should be the norm anyway – provide a welcoming atmosphere. 

Noise and distractions should be kept to a minimum. 



 
 

 

 If someone appears anxious or distressed give them time and space to unwind and calm 
down. 

 Another example of good customer service is to be reliable and punctual. For people with 
some forms of mental health issues keeping to times and places is very important. Doing 
otherwise can be distressing and upsetting. 

 If the person you are dealing with needs to make a decision then be prepared to give them 
enough time. And, if necessary, explain things more than once. 

 In the unlikely event that conflict occurs, handle this sensitively. As with anyone that's 
angry, the person may just be venting pent up anger and frustration – it's not necessarily 
aimed at you, personally. Let them get it off their chest, show them that you are listening 
and don't jump in with excuses and explanations. In situations like this remember to stay 
calm, speak firmly and clearly. 

 If the person's behaviour is becoming unmanageable or unwelcome, seek assistance from 
a colleague. But do this tactfully as you don't want to inflame the situation. 

 
20. Assistance Dogs 

 

We're all used to Guide Dogs and understand how they assist their visually impaired owners to 
manoeuvre safely and with confidence. 

 
But there are a wide variety of Assistance Dogs of many differing breeds that are trained to help 
their owners who may have a hearing impairment, limited mobility, are prone to fitting - the list is 
quite extensive. 

 
Assistance Dogs can be identified very easily as they wear a coloured coat - the colour of the 
coat and the printing on it will identify the charity that has trained the dog. 

 
Owners of Guide Dogs and Assistance Dogs have important rights under the Equality Act 2010. 

 
Service providers have to make "reasonable adjustments" for guide dog and assistance dog 
owners. 

 
For example, the Equality Act makes it illegal for assistance dog owners to be refused access to 
a taxi or minicab with their assistance dog. 

 
A driver who refuses to carry your assistance dog and does not have an exemption certificate is 
guilty of an offence. They could be fined up to £1,000. 

 
Medical exemptions are available if drivers have a certificate from their GPs. 

 
A driver can get an exemption certificate if they have a medical condition that is made worse by 
contact with dogs, such as severe asthma. Having an exemption certificate means that they don’t 
have to carry a Guide Dog or Assistance Dog. Exemption certificates are issued by the licensing 
authority. 

 
A driver who has been given an exemption will display a yellow 'Notice of Exemption' notice on 
the windscreen of their vehicle. The front of the notice will have the letters 'ED' (Exemption Dogs) 
and will show the driver's licence number. 

 
Guide dogs and assistance dogs are highly trained. Their owners all receive specialised training 
in the safe and effective use of their dog. A key part of this training is the dog's behaviour. It is 
trained to lie quietly under tables or in vehicles and it should not cause any disruption. 

 
The dog is the owner's responsibility. In the rare event that an assistance dog misbehaves, 
simply inform the owner who will be keen to control their dog. 



 
 

 

All assistance dog owners carry a card advising that assistance dogs should not be a risk to 
health and hygiene. Assistance dogs are groomed daily and their health and condition is 
checked regularly by a vet. 

 
21. Review 

 

Here, to help you recap, is a brief summary of important points to remember: 

 
 Most importantly, relax, and don't be afraid of doing or saying the wrong thing. If you feel 

awkward or unsure, ask questions as people can usually explain their needs better than 
anyone else. Try to have confidence and don't get agitated. 

 Think before you speak. Always remember to talk to disabled people as you would others 
without using patronising language or tone of voice. 

 Talk to the person directly. Avoid making comments to attendants or carers. 
 Never impose assistance. It is always best to ask the disabled person whether they need 

help and if so, what help they would like. 
 Keep the person informed about what you are doing and why you are doing it. 
 Remember that every disabled person will have their own specific needs and you cannot 

apply the same approach to everyone. 
 Don't make assumptions about the person and remember that some disabilities are not 

always obvious. 
 Disabled people have abilities. Make sure you give them the opportunity to maximise 

these. 
 Think about your own attitude and perceptions on disability and try to overcome any 

preconceived ideas you might have. 
 The 'barriers' that most disabled people face in everyday life are more likely to stem from 

the attitudes and behaviour of the people they interact with and the environment they use 
rather than as a result of their own disability. 


