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CAMBRIDGE CITY COUNCIL 

INCLUSIVE SERVICE PLAN (ISP)  

 

1. Introduction 

 

1.1. This Inclusive Service Plan (ISP) is established as a standalone framework within 

Cambridge City Council's Taxi and Private Hire Licensing function. Its purpose is to 

support the delivery of an equitable, dignified, safe, reliable and inclusive taxi and 

private hire transport service for residents and visitors, including wheelchair users and 

people with visible and non-visible disabilities, throughout Cambridge. 

 

1.2. The ISP supports the Council’s wider strategic objective of “One Cambridge, Fair For 

All” by embedding accessibility, equal opportunity, and social inclusion within its taxi and 

private hire licensing functions. 

 

1.3. The Council recognises taxis and private hire vehicles are a vital part of the local 

transport network, particularly for people who cannot use other forms of public transport 

easily because of physical, sensory, cognitive or other disabilities. An inclusive service 

must therefore address not only the availability of accessible vehicles, but also booking, 

reliability, driver behaviour, assistance, information and complaints. 

 

1.4. This ISP has been developed with regard to the Department for Transport’s Taxi and 

Private Hire Vehicle Licensing Best Practice Guidance  (November 2023) and operates 

alongside the Council’s Taxi and Private Hire Licensing Policy, duties arising under the 

Equality Act 2010, and relevant statutory taxi and private hire standards.  

 

1.5. The ISP provides the evidence base, direction and actions for improving accessibility 

and inclusion within Cambridge’s licensed taxi and private hire services. Detailed 

vehicle, driver, operator and licensing requirements remain matters for the Council’s 

Taxi and Private Hire Licensing Policy and associated licensing conditions. 

 

1.6. The ISP will be developed, implemented, monitored and maintained as part of the 

Council’s Taxi and Private Hire Licensing function. Operational responsibility for 

maintaining the plan will rest with the Strategic Environmental Health and Public Safety 

Lead. 

 

1.7. In ensuring the ISP is fit for purpose, the Council will work collaboratively with disabled 

residents, wheelchair users, organisations representing disabled people and people 
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with other protected characteristics, licensed drivers and operators, and other relevant 

stakeholders.  

 

1.8. Accessibility needs vary considerably between service users. The principal areas 

explored within this ISP are wheelchair-accessible vehicle (WAV) provision and the 

carriage of assistance dogs, reflecting areas of accessibility-related complaints and 

concerns identified through local evidence. 

 

1.9. Disabled passengers may have a wide range of other physical, sensory, cognitive, 

communication and less-visible accessibility needs. The actions set out in this ISP are 

therefore intended to support a broader inclusive service and, improve the experience of 

passengers with a range of accessibility requirements. 

 

2. Definitions  

 

2.1. Hackney Carriage Vehicle (HCV)  
A licensed vehicle that is permitted to ply for hire and can be hailed in the street or hired 

from an authorised taxi rank within the Council's licensing area. 

 

2.2. Taxi 
For the purposes of this document, "taxi" refers to a licensed Hackney Carriage Vehicle. 

 

2.3. Private Hire vehicles (PHV) 
A licensed vehicle that must be pre-booked through a licensed private hire operator and 

cannot be hailed in the street or hired from a taxi rank. 

 

2.4. Wheelchair Accessible Vehicles (WAV)  
A vehicle that has been purpose-built or adapted to enable a wheelchair user to enter, 

travel in, and exit the vehicle safely and in reasonable comfort, either while remaining 

seated in their wheelchair or using the accessibility features provided within the vehicle. 

 

3. Local Accessibility Needs and Barriers  

 

3.1. The ISP is informed by local and national evidence concerning accessibility, demand, 

service provision and passenger experience. The Council shall consider this evidence 

when identifying accessibility priorities, developing actions and reviewing the 

effectiveness of the ISP. The evidence base includes: 
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• findings from the 2025 LVSA Cambridge Demand Survey, including its 

accessibility questionnaire; 

• disability related and accessibility complaints received by the Council; 

• vehicle fleet data, including the number, type, age and replacement of WAVs; 

• enforcement and compliance, including refusal of journey incidents and test-

purchase exercises; 

• passenger feedback information; 

• engagement with disabled residents, wheelchair users, disability organisations 

and other representative groups; 

• relevant operator and booking information, where available; 

• national statistics, Department for Transport guidance and other relevant 

evidence. 

The Council notes that individual evidence sources have limitations and will avoid 

relying on any single measure when assessing accessibility. Evidence will be reviewed 

to identify recurring issues, areas of strength within the trade and opportunities for 

improvement. 

3.2. According to the 2021 Census, 16.7% of Cambridge residents are disabled under the 

Equality Act definition. Of these, 6.2% reported that their day-to-day activities are limited 

a lot and 10.5% reported that their activities are limited a little as a result of a long-term 

physical or mental health condition. 

 

3.3. However, population statistics alone do not demonstrate whether the accessibility needs 

of disabled passengers are being met.  

 

3.4. To better understand local accessibility needs and demand within the licensed vehicle 

trade, the Council sought the views and experiences of disabled residents, service 

users and other individuals with lived experience of accessibility barriers. 

 

3.5. Information was gathered through the 2025 LVSA Cambridge Demand Survey, which 

incorporated a comprehensive accessibility questionnaire as part of the Cambridge City 

Council Hackney Carriage Demand Survey. The findings were used to inform the 

Council's understanding of current accessibility needs, challenges and successes within 

the licensed vehicle trade and have informed the development of this Inclusive Service 

Plan. 

 

3.6. The findings provide useful local evidence, however, the sample size was relatively 

small. As such, results will be treated as one source of evidence alongside fleet data, 

complaints, enforcement, and various stakeholder engagement. 
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3.7. The questionnaire contained 25 questions and was distributed amongst 21 

organisations representing those with various disabilities.  

 

3.8. A total of 110 responses were received. Of these, 35 respondents indicated that they 

either resided within Cambridge City or travelled to Cambridge using taxi or private hire 

services. 

 

3.9. Of those respondents who completed the survey in relation to Cambridge City, 63% 

identified themselves as disabled. A further 17% identified as non-disabled individuals 

with an interest in accessibility and transport provision, 11% were carers supporting 

disabled people, 3% were support workers, and the remaining respondents comprised a 

taxi driver and a pedestrian who did not identify as disabled. 

 

3.10. The questionnaire indicated that 51% of respondents considered there to be too few 

WAVs for their needs across Hackney Carriage and private hire.  

 

3.11. The questionnaire also indicated that accessibility problems were particularly associated 

with pre-booked journeys and private hire services. Respondents identified problems 

including difficulty obtaining WAVs, vehicles not arriving as expected, unsuitable 

vehicles being dispatched and the need to book substantially in advance. 

 

3.12. The questionnaire also demonstrated a range of accessibility requirements. While 34% 

of respondents indicated that they required a WAV, 17% were wheelchair users who did 

not require a WAV and 14% indicated that they would find it difficult or impossible to 

step up into a larger WAV and therefore needed a saloon type vehicle.  

 

3.13. Driver experience was also significant. The questionnaire identified concerns about 

some drivers’ understanding of disability and travel needs, the provision of assistance 

and the way some passengers were treated. These findings will inform disability 

awareness, customer service and practical accessibility training. 

 

3.14. The questionnaire also identified a reporting gap. A significant proportion of 

respondents who had experienced accessibility problems had not reported them to the 

Council, including respondents who were unsure who to contact or how to report a 

problem.  

 

3.15. The Council will continue to review accessibility needs, passenger experience and 

demand for accessible vehicle provision through surveys, stakeholder engagement, 

complaints analysis, fleet data and other relevant evidence. Findings will be used to 
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inform current and future reviews of this ISP and the Council's Taxi and Private Hire 

Licensing Policy. 

 

 

4. National and Local Taxi and Private Hire Statistics 

 

4.1. According to the Department for Transport's Taxi and Private Hire Vehicle Statistics, as 

at 1 April 2026 in England:  

 

• 10% of all licensed taxis and PHVs were wheelchair accessible 

• 54% of all licensed taxis were wheelchair accessible 

• 2% of all licensed PHVs were wheelchair accessible 

 
4.2.  Within the Cambridge City council current licensed fleet, there were:  

 

• 28% of all licensed taxis and PHVs were wheelchair accessible 

• 41% of all licensed taxis were wheelchair accessible 

• 0.79% of all licensed PHVs were wheelchair accessible 

 

4.3. National and local taxi and private hire statistics provide useful contextual information 

regarding vehicle numbers, wheelchair accessible vehicle provision and wider fleet 

trends. 

 

4.4. However, fleet ratios and vehicle numbers will not be treated as evidence, in 

themselves, that accessibility needs are being met. It is important, to consider vehicle 

availability, suitability, booking reliability and passenger experience, including the needs 

of passengers who do not use wheelchairs. 

 

5. Current Accessibility measures and Legal Duties 

 

5.1. The Council currently implements measures intended to support passengers with 

varying needs, including statutory duties, licensing requirements, driver training, 

concessionary travel support and enforcement work. 

 

5.2. Legal duties  

 

5.2.1. In accordance with Section 167 of the Equality Act 2010, the Council maintains and 

publishes a register of designated wheelchair accessible vehicles.  
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5.2.2. Drivers operating designated WAVs, under section 167 of the Equality Act, are 

subject to duties under Section 165 of the Equality Act 2010. These duties include: 

• carrying a wheelchair user whilst seated in their wheelchair where required; 

• carrying the wheelchair where the passenger chooses to transfer to a passenger 

seat; 

• providing reasonable mobility assistance; 

• taking reasonable steps to ensure the passenger travels safely and in reasonable 

comfort; and 

• not making or proposing to make, any additional charge for complying with these 

duties. 

5.2.3. Drivers of non-designated HCV or PHV, are subject to duties under Section 164A of 

the Equality Act. Duties include to carry a passenger, their wheelchair (e.g in boot of 

vehicle), mobility aids and to provide reasonable mobility assistance, in addition to 

taking reasonable steps to carry the passenger safely and in reasonable comfort. 

These duties must be actioned without making or proposing to make an additional 

charge.   

 

5.2.4. Where a vehicle has been prebooked, under Section 165A, the driver must take 

reasonable steps to assist the passenger identify and find the vehicle which has been 

hired. In doing so, the driver must not make or propose to make an additional charge. 

  

5.2.5. Drivers of Hackney Carriage vehicles are subject to duties under Section 168 of the 

Equality Act 2010 relating to the carriage of assistance dogs. Drivers must carry a 

disabled passenger accompanied by an assistance dog, permit the dog to remain 

with the passenger during the journey, and must not impose or propose to charge 

any additional fee for doing so. Failure to comply with these duties may constitute an 

offence under the Equality Act 2010. 

 

5.2.6. Licensed Private Hire Operators and drivers are subject to duties under Section 170 

of the Equality Act 2010. It is an offence for an operator to refuse to accept a 

booking, if the booking is requested by a disabled persons or on the behalf of a 

disabled person or a person who wishes to be accompanied by a disabled person 

and the reason for this failure or refusal is due to disabled person will be 

accompanied by dog or to prevent the driver of a PHV being made responsible of 

their duties. It is also an offence for the operator or the driver to make or propose an 

additional charge.  

 

5.2.7. Under Section 170, a driver of a private hire vehicle commits an offence if they fail or 

refuse to carry out a booking accepted by the operator, if the booking is made by, on 

behalf of a disabled person or a person who wishes to be accompanied by a disabled 

person, and their reason for refusal is that the disabled person is accompanied by a 
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assistance dog.  

 

5.2.8. Licensed Private Hire Operators are also subject to duties under section 167A of the 

Equality Act 2010. Operators must not refuse or fail to accept a booking because a 

passenger is disabled or to prevent a driver being subject to the duties imposed in 

section 164A,165 or 165A, nor impose or propose additional charges in relation to 

the provision of assistance. 

 

5.2.9. Private Hire Operators are expected to ensure that booking systems, policies and 

staff practices support compliance with these legal duties. The Council investigates 

allegations of non-compliance and will consider appropriate enforcement action 

where required. 

 

5.2.10. The Equality Act Section 166 allows licensing authorities to grant exemption to 

drivers from the duties to assist passengers in wheelchairs if they are satisfied that it 

is appropriate to do so, on medical grounds or because the driver’s physical condition 

makes it impossible or unreasonably difficult for them to comply with the duties.  

 

5.2.11. Further exemptions are provided under Section 169 & 171, which allows licensing 

authorities to grant exemption to drivers from the duties to transport assistance dogs 

if they are satisfied that it is appropriate to do so, on medical grounds. 

 

5.2.12. The Council expects all licensed drivers to understand and comply with these 

statutory obligations and monitors compliance through complaints, enforcement 

activity and Test Purchase operations.  

 

5.3. Policy requirements 

 

5.3.1. Drivers are required to complete safeguarding and disability awareness training upon 

each licence renewal. 

 

5.3.2. Drivers shall receive mandatory training in regards to supporting wheelchair users 

and have the knowledge to board them safely and travel safely. The training shall 

also cover how to use any equipment associated with carrying wheelchairs users 

safely. 

 

5.3.3. As part of the Council’s existing HCV licensing requirements licensed HCVs are 

identified by a prescribed silver colour and green stripes. The green identification 

stripes provide a clear and consistent means of distinguishing licensed HCVs from 

Private Hire Vehicles and other vehicles operating within the local transport area. 
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This supports passenger confidence and assists passengers, including disabled 

passengers and visitors, in readily identifying a licensed Hackney Carriage Vehicle.  

 

5.4. Wider Council provisions  

 

5.4.1. A Taxicard scheme is in place to assist eligible disabled residents and people on low 

incomes with the cost of taxi journeys. 

 

6. Accessible Fleet  

 

6.1. Maintaining an accessible fleet is a key component of maintaining an inclusive Hackney 

Carriage and Private Hire service. However, accessibility is influenced by vehicle 

availability, suitability and the ability of passengers to access those vehicles when 

needed. 

 

6.2. Cambridge City Council licences a mixed fleet of Hackney Carriage Vehicles and 

Private Hire Vehicles. The Council recognises the importance of maintaining an 

appropriate mix of vehicles to meet different passenger needs. 

 

6.3. The DfT best practice guidance recognises that some WAV designs may not be suitable 

for all ambulant disabled passengers. The 2025 LVSA questionnaire provides local 

evidence supporting this principle. 

 

6.4. All new Hackney Carriage vehicle applications are required to be for wheelchair-

accessible vehicles, subject to the Council’s current licensing policy. Where a licensed 

WAV is surrendered, revoked or otherwise removed from the fleet, the Council’s current 

policy requires any replacement to be wheelchair accessible. 

 

6.5. Hackney Carriage vehicles with plate numbers 1 to 121 operate under existing 

grandfather rights to licenced as non-WAV vehicles, in accordance with the Council’s 

policy. 

 

6.6. The 2025 Demand Survey identified a potential risk to WAV availability, specifically the 

number of licensed WAVs approaching their maximum operational age. 

 

6.7. As a result, Members resolved to increase the maximum operational age for WAVs from 

11 to 12 years, as a measure intended to support continuity of accessible vehicles 

within the citys fleet.  
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6.8. The impact of this measure will be monitored annually through the monitoring of WAV 

numbers, vehicle age, replacement and surrendered plates, availability and accessibility 

complaints. 

 

 

7. Objectives 

 

7.1. The objectives have been developed from the evidence described in Section 3 and are 

intended to address identified accessibility needs and service barriers.  

 

7.2.   The key objectives are: 

• Maintain an appropriate mixed fleet capable of serving wheelchair users, 

ambulant disabled passengers and passengers with other accessibility 

requirements. 

• Monitor and reduce refusal to travel, discriminatory treatment and other unlawful 

or poor service practices. 

• Improve reliability and bookability of accessible taxis and private hire services. 

• Improve driver and operator confidence, competence and understanding in 

assisting disabled passengers. 

• Improve inclusive customer service for people with visible and non-visible 

disabilities. 

• Improve passenger information and complaints arrangements. 

• Ensure disabled residents and representative organisations are meaningfully 

involved in policy development, implementation and review. 

• Review the safety of WAV ramps and identify measures to improve the safe 

transportation of wheelchair users and other disabled passengers. 

• Explore external funding opportunities to subsidise the provision of WAV services 

(the Council recognises the need to be realistic regarding any expectations of 

such funding being made available) 

 

8. Inclusive Service Action Plan 

The following actions translate the evidence and objectives into measurable work. 

Timescales may be adjusted through annual review where operational and financial 

considerations require it. 

Action Responsibility Timescale Measure/KPI/outcome  

Conduct 
comprehensive 
Accessibility 
Questionnaire to 

Licensing At least every 5 
years 

Published and 
identified actions 
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help update and 
inform ISP.  

Monitor WAV 
fleet numbers, 
age, 
replacement and 
plate surrender 
rates. 

Licensing Ongoing  Fleet number report 

Monitor 
complaints 
received on 
accessible 
booking failures, 
including no-
shows, 
unsuitable 
vehicles, 
cancellations 
and delays. 

Licensing/operators Annual Number and trend 
over time 

Analyse WAV 
and assistance 
dog-related 
complaints and 
enforcement 
outcomes to 
identify recurring 
issues and 
inform targeted 
compliance, 
training and 
service 
improvements. 
 

Licensing  Annual  Annual analysis 
completed and 
actions identified 
 

Review operator 
booking 
arrangements 
for recording 
accessibility 
requirements. 

Licensing/operators Annual % of operators 
reviewed and actions 
identified  

Roll out practical 
WAV equipment 
and wheelchair 
restraint training. 

Licensing/training provider From Jan 2027 % relevant drivers 
trained 

Review disability 
awareness and 
customer 
service training 
using complaints 
and lived-

Licensing/training provider Annual Training content 
reviewed and updated 
as required 



 

11 
 

experience 
feedback. 

Conduct 2–4 
accessibility-
focused 
compliance/test-
purchase 
exercises. 

Licensing Annually Number of exercises, 
outcomes and 
enforcement action 

Improve 
passenger 
information on 
rights and how 
to report 
problems. 

Licensing/communications Initial review then 
annual review 

Accessible 
information published; 
awareness measured 
via surveys and online 
page views  

Engage disabled 
residents and 
representative 
organisations in 
ISP 
development 
and review. 

Licensing Ongoing; formal 
review at least every 
5 years 

Engagement activity 
and actions arising 

Establish a 
baseline for 
disabled 
passenger 
satisfaction and 
monitor change. 

Licensing Baseline then 
annually 

Satisfaction measure 
and trend 

Explore 
recognition 
system for 
drivers and 
operators who 
provide 
exceptional 
service 

Licensing From January 2027  Identified system to 
be implemented and 
advertised. 

Review the 
safety of WAV 
ramps and 
identify 
measures to 
improve the safe 
transportation of 
wheelchair users 
and other 
disabled 
passengers. 
 

Licensing  From January 2027 Identified changes to 
be actioned as 
appropriate.  

Explore 
opportunities for 
external funding 

Licensing  Annually   If funding identified 
present report to 
Committee.  
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to subsidise the 
provision of 
WAV vehicles or 
fees.   

Review ISP 
comprehensively 
and update  

Licensing At least every 5 
years 

Committee approved 
revised ISP 

 

9. Training 

 

9.1. The 2025 LVSA questionnaire identified concerns about some drivers’ understanding of 

disability, provision of assistance and passenger treatment. This feedback and ongoing 

work with people with lived experiences, together with complaints and enforcement 

work, will support in reviewing and shaping training. 

 

9.2. Training will cover, but not be limited to:  

• features of an inclusive, high-quality service; 

• appropriate attitudes, behaviour and customer service; 

• visible, non-visible and less-visible impairments; 

• autism, dementia and cognitive impairment; 

• sensory impairments and communication barriers; 

• assistance dogs and legal obligations; 

• mobility assistance; 

• wheelchair and mobility-aid handling; 

• safe use of ramps, lifts and restraint systems; 

• refusal of carriage and relevant Equality Act duties; 

• communication with passengers with different needs; and 

• assessment of knowledge and practical skills. 

9.3. Private hire operators and customer facing staff involved in service delivery should 

receive appropriate disability awareness training or assessment, consistent with the DfT 

best practice guidance. 

 

9.4. Views of disabled residents and disability organisations in the design and, where 

practicable, delivery or evaluation of accessibility training shall be sought. 

 

10. Booking and Customer Service 

 

10.1. The 2025 LVSA questionnaire identified booking reliability as a significant accessibility 

issue. The Council notes that a WAV being licensed does not guarantee that a disabled 

passenger can obtain a suitable vehicle when required. 
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10.2. Work shall be undertaken with licensed operators to promote booking arrangements 

which allow passengers to state their accessibility requirements, including wheelchair 

use, mobility assistance, assistance dogs and communication needs. 

 

10.3. Licensed operators should, where reasonably practicable, provide appropriate 

confirmation that the requested vehicle is suitable for the stated requirement. 

 

10.4. Evidence of repeated failures to provide suitable accessible vehicles shall be monitored 

and enforcement officers shall consider proportionate enforcement action within their 

legal and licensing powers. 

 

10.5. Officers shall review the accessibility of passenger information. Information relating to 

passenger rights, accessibility, complaints procedures, assistance dogs, wheelchair 

carriage and available concessions will be made available in accessible formats, and 

reasonable adjustments will be considered where required. 

 

10.6. The Council will promote consistent standards of respectful and dignified customer 

service. 

 

11. Enforcement  

 

11.1. The Council will continue to implement active compliance monitoring, including mystery 

shopping/test-purchase exercises, to assess driver conduct, refusal rates, assistance 

provision, booking reliability and customer experience. 

 

11.2. The Council is committed to undertaking between two and four accessibility focused 

compliance exercises annually, subject to operational capacity and resources. 

 

11.3. Outcomes will inform driver improvement measures, training, formal enforcement 

action, suspension or revocation proceedings, prosecution where appropriate, and 

future policy amendments. 

 

11.4. Outcomes will also support in identifying those within the trade who provide exceptional 

service.   

 

11.5. As part of their duties, officers will continue to monitor compliance with applicable 

Equality Act obligations concerning refusal of journey, assistance, additional charging 

and other discriminatory treatment. 
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11.6. Where an operator or driver is repeatedly associated with accessibility failures, the 

Council will consider proportionate escalation in accordance with the Enforcement 

policy and legal powers. 

 

12. Complaints 

 

12.1. The Council will maintain multiple complaint reporting pathways, including telephone, 

online routes and email. Reasonable adjustments will be considered for complainants 

with communication or accessibility needs. 

 

12.2. The 2025 LVSA questionnaire indicated that some passengers did not know who to 

contact or how to report accessibility problems. Officers will review the way in which 

complaints information is publicised and will actively promote reporting. 

 

12.3. Passenger information will explain what disabled passengers can expect and how to 

report accessibility concerns, including refusal of journey, failures to provide required 

assistance, assistance dog issues, unsuitable vehicles, wheelchair carriage, accessible 

booking failures and discriminatory behaviour. Information will also explain what details 

may assist the Council in investigating a complaint. 

 

12.4. Complaints concerning refusal of journey, unsafe loading, discriminatory conduct, failure 

to provide required assistance or other licensing breaches may result in investigation, 

driver interview, warning, training, suspension, revocation or prosecution where 

appropriate.  

 

12.5. Officers shall analyse complaints data by theme and outcome and use the findings to 

inform training, compliance work and future policy. 

 

 

13. Engagement 

 

13.1. Officers will engage with disabled residents, wheelchair users, disability advocacy 

organisations, people with other protected characteristics, drivers, operators, and 

community stakeholders. 

 

13.2. The council shall share any consultations regarding changes to the Taxi and Private 

Hire Licensing policy with relevant groups and share outcome and findings with them. 

 

13.3. Officers will maintain regular communication with the trade, including through the 

licensing newsletter, where equality and accessibility information will be included.  
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14. Monitoring and Review 

 

14.1. Key Performance Indicators 

• Number and percentage of licensed Hackney Carriages and PHVs that are WAVs. 

• Number and age profile of WAVs. 

• Number of reported accessible booking failures, including no-shows, unsuitable 

vehicles, cancellations and significant delays. 

• Number of disability related complaints. 

• Number of refusal of journey incidents investigated and outcomes. 

• Number of accessibility focused test-purchase exercises undertaken and their 

outcomes. 

• Percentage of drivers completing practical WAV training. 

• Passenger satisfaction among disabled residents and service users. 

• Awareness of how to report accessibility problems. 

• Stakeholder engagement activity undertaken and resulting actions or improvements 

identified. 

14.2. Prior to the commencement of monitoring, baselines will be established where necessary 

before setting improvement targets. Targets will be proportionate, evidence based and 

reviewed through the annual action plan review. 

 

14.3. In monitoring the ISP, the Council will consider the evidence as a whole and will seek to 

identify trends and recurring accessibility issues across complaints, fleet information, 

enforcement and compliance activity, passenger feedback and stakeholder engagement. 

 

14.4. Where evidence indicates that an accessibility issue is emerging or that an existing action 

is not achieving the intended outcome, officers will consider whether additional evidence, 

further targeted action or an earlier review of the ISP is required. 

 

14.5. This implementation of this ISP will be monitored on an ongoing basis and reviewed 

annually against the action plan and KPIs. 

 

14.6. A comprehensive review of the ISP will be undertaken at least every five years. The 

review will consider changes in local population and accessibility needs, current and 

unmet/met demand, WAV availability and suitability, booking reliability, complaints and 

enforcement data, passenger satisfaction, stakeholder feedback, driver and operator 

feedback, and changes to legislation or national guidance. 
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14.7. The current ISP will be made available on the Council’s website and the Council will 

consider alternative accessible formats and reasonable adjustments. 

 

15. Conclusion 

 

15.1. Cambridge City Council is committed to supporting inclusive taxi and private hire services 

that promote equality, independence, social participation and public confidence. 
 

15.2. Through this ISP, the Council, as the Licensing Authority, will support and maintain a 

resilient accessible fleet provision whilst recognising that accessibility depends on more 

than vehicle numbers alone. It will look to address fleet suitability, driver and operator 

competence, passenger information, complaints, enforcement and meaningful 

involvement of disabled people. 

 

15.3. The 2025 LVSA accessibility questionnaire provides important local evidence of both 

positive experiences and significant barriers. The Council will use this evidence alongside 

wider data and future passenger engagement to improve services continually. 

 

15.4. The Council recognises that inclusive transport policy must remain responsive to 

changing community needs, and national best practice. The ISP will therefore be 

monitored annually and comprehensively reviewed at least every five years. 

 

16. Background Documents   

 

1. Equality Act 2010 

2. Hackney Carriage and Private Hire Licensing Policy 

3. Hackney Carriage and Private Hire Taxi Handbook  

4. Taxis and Private Hire Vehicles (Disabled Persons) Act 2022 

5. Taxi and private hire vehicle licensing best practice guidance for licensing authorities in 

England - GOV.UK 

6. Census 2021 

7. LVSA Cambridge Final Report 2025  

8. Taxi and private hire vehicle statistics, England: 2026 - GOV.UK 

9. Taxicard - Cambridge City Council 

https://www.legislation.gov.uk/ukpga/2010/15/contents
https://www.cambridge.gov.uk/media/xbefw3hx/hackney-carriage-and-private-hire-licensing-policy.pdf
https://www.legislation.gov.uk/ukpga/2022/29
https://www.gov.uk/government/publications/taxi-and-private-hire-vehicle-licensing-best-practice-guidance/taxi-and-private-hire-vehicle-licensing-best-practice-guidance-for-licensing-authorities-in-england
https://www.gov.uk/government/publications/taxi-and-private-hire-vehicle-licensing-best-practice-guidance/taxi-and-private-hire-vehicle-licensing-best-practice-guidance-for-licensing-authorities-in-england
https://www.ons.gov.uk/visualisations/censusareachanges/E07000008/
https://democracy.cambridge.gov.uk/documents/s71608/Appendix%20A%20-%20LVSA%20Cambridge%20Demand%20Survey%202025.pdf
https://www.gov.uk/government/statistics/taxi-and-private-hire-vehicle-statistics-england-2026/taxi-and-private-hire-vehicle-statistics-england-2026
https://www.cambridge.gov.uk/taxicard

