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Introduction

The 2017 Moray Council Licensing Service - Taxis/Private Hire Customer
Satisfaction and Communications Survey was undertaken during the period
30 June — 7 August 2017. A survey comprising a total of 56 questions was
issued electronically using a link to the “SurveyMonkey” web-site, and paper
copies sent by post to a total of 583 individuals. The first 12 questions sought
the views of users on the level of service they received from Moray Council
Licensing Services, and their satisfaction with the service provided, while the
next 44 questions asked respondents to indicate their current methods the
Council communicated with them and if they had any preferences for different
methods. A list of all the questions is included at Annex A; not that the
Communications Survey starts at question 13.

The survey resulted in 24 responses, a response rate of 4.1%. Some
respondents provided additional comments of their experiences with
Licensing Services, and their views on communication between themselves
and the Council. However, the limited number of comments meant there were
few representative themes, so all comments have been included in the report.

Executive Summary

The small number of returns makes it difficult to draw representative
conclusions from the comments made. However, there is enough data to be
able to provide an indication of how the service provided by Licensing
Services is perceived by taxi-drivers and taxi-operators.

For the communications aspect of the survey, people were generally satisfied
with the information they received on licensing and that Moray Council seeks
their views on matters that affect them. However, there was a significant
minority who were dissatisfied with this aspect of Licensing Services’
performance and in particular that the council did not listen to the views of
taxi-drivers and taxi-operators.

The most popular response to the question on which items taxi-drivers and
operators want information on was the application process, followed closely
by updates on changes to licensing conditions, laws, fares and charges and
policy. Respondents also requested more information on police checks and
monitoring of regulations, and better face-to-face communications.

Most drivers and operators said they obtained licensing information through
word-of-mouth, Council e-mails and letters, and then from the Moray Council
web-site. Council e-mails and letters are the 2 sources depended on by most
respondents for staying informed about licensing matters. People who
preferred e-mails liked their convenience and the ability to retain a record,
while those who preferred letters liked the formality of written correspondence,
especially for important information. Since there is no one common, preferred
approach Licensing Services may have to consider a tailored approach suited
to individual preferences. In response to the 3 questions on e-mails, of the
57% that received them, most read them in full, thought the content was about
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right, but were equally split on whether the frequency was about right or not
frequent enough.

The most popular method for being consulted on issues was by e-mail or
letter, with newsletters/leaflets and SMS texting next. There was relatively
little support for meetings or using the Council’s website. The majority of
respondents used e-mails and texts for communicating, and just under half
used social media. LinkedIn and twitter were not commonly used, and neither
were visits to the Moray Council’'s website. Visitors to the Licensing pages
were rare and the few comments received on the value of the page were
mixed. Half the respondents offered suggestion for improving the page
including providing a way to contact staff along with more regular updates.
One person suggested using the website as a way of making complaints, and
another as an anonymous tip-off line to report unlicensed or over-charging
operators.

The Tellmescotland portal and the Public Access part of the Licensing System
were relatively unknown by respondents (particularly the Tellmescotland site).
Of the very few who had used the Public Access element half found it useful.

Despite the lack of support for meetings as a way of consulting on new issues
there was very strong support (79%) for trade meetings, although only half the
respondents thought they would be able to attend.

Overall Survey Responses

The chosen methodology was to use an online survey to enable as wide a
range of service users to be contacted as well as paper-based questionnaires
for those without e-mail addresses, or who preferred a paper-based survey.

Other formats, such as face-to-face interviews were not considered
appropriate for this type of survey. The standard Customer Satisfaction
Measurement Tool' issued by The Improvement Service was consulted, but
the format was not compatible with the scope of the survey that Licensing
Services required.

The majority of responses to the electronic version of the survey were
received during the first week of the survey (10 responses), and responses to
the paper copies of the survey were mainly received during the third week
(also 10 responses). The numbers dropped off rapidly thereafter. Based on
previous experience with other surveys this is a typical response profile.

1 Customer Satisfaction Measurement Tool, User Guide, May 2010, The Improvement Service
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Figure 1: Responses Received by Week

4 Communications Survey

4.1In general, how satisfied are you with the Council's efforts to keep you informed
about licensing?
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The 22 people who responded to this section of the survey were generally
satisfied that Moray Council kept them informed about licensing matters. Note
that for this set of 5 questions respondents only had one negative option:
“dissatisfied”. They were not given the option of selecting “very dissatisfied”.
Staff having sufficient knowledge to deal with an enquiry scored highest with
an overall score of 3.5 out of a total of 5, equivalent to 69% (Figure 30), while
licensees’ views being listened to by the Council scored lowest at 3.1 out of 5,
equivalent to 61% (Figure 31).
Relatively few licensees responded “very satisfied” to any of the questions in
this section. There were 3 such responses to the question on the ease of
finding answers to questions on licensing (Figure 28), while there were2
responses of “very satisfied” to the other 4 questions. Generally , the majority
of respondents were “satisfied” with the exception being the response to
satisfaction that the Council listened to licensees’ views. The highest
proportion (41%) were dissatisfied with this aspect of the Council’s
performance (Figure 31).
Dissatisfaction scored between 23% and 33% for the other 4 questions
indicating a sizeable minority of licensees were not happy with the information
on licensing being supplied by Moray Council.
How satisfied were you with the Council's
efforts to keep you informed about licensing?
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Figure 2: Satisfaction with Council's efforts to keep licensees informed about licensing
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Figure 3: Satisfaction with the ability to easily answers to questions about licensing

How satisfied were you thal your views are sought by
the Council on matters that affect you?
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Figure 4: Satisfaction that Moray Council sought views on matters that affect licensees

How satisfied were you the member of stall had
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Figure 5: Satisfaction that staff had sufficient knowledge to deal with an enquiry
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Figure 6: Satisfaction that licensees’ views are listened to by the Council

4.2 For which items do you believe it is important that you receive
information/communications? Please rate the importance of each item on a scale
of 1to 5, where 1 means "not important at all" and where 5 means "very
important”.

4.2.1

422

The application process was almost unanimously selected as the most
important topic that licensees wanted to be kept informed about. Nineteen
people gave this item a maximum score of 5 (very important) with the other 2
respondents scoring this item a 4. The next 4 items (changes to licensing
conditions, changes to licensing law/new requirements, changes to fares and
charges, changes to application processes and changes to licensing policy)
were seen as equally important. Information and communications on taxi
stances was considered a slightly less important item (Figure 32).

For which items do you believe it is important
that you receive information/communications?
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Figure 7: Relative importance of receiving information/communications on particular items

Respondents were asked to provide examples of other topics that they
believed were important to know about. The responses are shown at Table 6
with 3 concerned about taxi ranks/taxi stances and 3 about police checks and
monitoring of regulations. The other 3 comments were of a more general
nature.
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4.3How do you currently receive information about what is going on?

What other topic do you think it is important to | Relative importance

know about?

How taxis actually work!

5

(very important)

More taxi ranks

5

(very important)

Monitoring of, and response to complaints about, . S
unlicensed/un-plated vehicles (very important)
5

Improvement's to taxi stances in Moray

(very important)

VOSA test. If your old MOT runs out but you have a . S
6month taxi test certificate, which say runs out 2 (very important)
months after VOSA MOT, would you be MOT
illegal?

5

Taxi rank policing

(very important)

What's done about un-plated vehicles taxiing?

5

(very important)

The police checks on taxi drivers over the past 5

years I've seen a difference 4
Everything that changes that concerns us as taxi . 5
drivers (very important)

Table 1: Other topics that taxi licensees think is important to know about

Four respondents provided further topics that they considered were important
for licensees to know about (Table 7). The comments about issuing a
newsletter and better face-to-face communications are discussed in more

detail in the paragraphs that follow.

Is there a further topic you think it is important to know Relative
about? importance
Who is on the short list to get the job? 5
(very
important)
There should be a newsletter issued to the trade - by email - 5
to keep people more up-to-date (very
important)
We need better face to face communication with the council
and a discussion platform where everyone's views can be 5
considered a more collaborative arrangement needs to be (very
setup to better represent the trades interests not the important)
council's
Are Taxis licenced by Moray council allowed to use bus 3

lanes in Aberdeen for example?

Table 2: Further topics that taxi licensees feel it is important to know

4.3.1 The most common source of information for taxi operators is the grapevine
(45%) closely followed by Council e-mails, letters and the Moray Council
website (Figure 33). Three respondents stated other but only one provided
details, which was that information on changes was only received when a new




application for a driver or car was submitted and the forms were returned
advising that changes had been made.

How do vou currently receive information about what
is going on? Please indicate all that apply.
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Figure 8: How licensees currently receive information

4.4 What single source of information do you depend on most to stay informed about
licensing?

441 Only 16 responses were received for this question with the majority
depending upon letters and e-mails from the Council (60%) to stay informed
about licensing matters (Figure 34). The Moray Council web-site and word of
mouth were the next most popular sources, although due to the small number
of responses (3 for website and 2 for word of mouth) these cannot be taken
as representative of all licensees. The reasons for preferring sources are
given at Table 8. Typically, e-mails are seen as more convenient, although
some people preferred letters. Three comments related to topics of interest
and included costs, fees and general guidance.

Sources of information
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Figure 9: Sources of information most depended upon by licensees



Source of information depended upon
most to stay informed about
licensing?

Reason

Council letters

Do not always have time to go online

Council letter

Letter

Half a chance of getting it

Letter, if they are sent

Guaranteed to get relevant information

Letter

E-mail

Convenience

E-mail

E-mail

E-mail or website

It is easier when you are driving customers
about and you don't have time to "pop in" to
the Council Offices

Website

I can read and understand myself

Website or Taxi newsletter

It's the only way

Word by mouth from other licence holder.

Word of mouth

Other comments

All of it is important to one degree or other

Costs

Costs need to be covered.

General guidance and fees etc

To keep us 'in the loop'

Table 3: Sources of information most depended upon by licensees

4.51n future, how would you prefer to receive information about what is going on?

4.5.1 There was an almost equal split between people wishing to receive e-mails

and those who preferred letters. Only 4 respondents (19%) wished to be

invited to a meeting (Figure 35).
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In future, how would you prefer to receive information
about what is going on'?
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Figure 10: Preferences for receiving information in the future

The main reason for preferring e-mails was the convenience and also the
ability to retain the information. Letters were seen as more formal and
preferred by some for important information. Meetings, including drop-in
clinics, were favoured by a minority as they allowed an exchange of views and
were more personal. Care must be taken when interpreting these responses
due to the limited numbers, but the conclusion that can be drawn is people
have different preferences and the Council needs to be able to respond in a
variety of ways, perhaps considering tailored responses to individuals to meet
their different expectations (Table 9).

Preferences for receiving information

in the future

Reason

A telephone call to a registered
telephone number would be the quickest
way to communicate with me personally

If I am out driving it would come
through on the hands free system,
and enables me to action the
information at that time.

An 'open session' where a member of
staff can be chatted with face-to-face at
Council HQ (eg in the meeting room just
inside the main entrance. It could take
the form of a 'drop-in' clinic, where
members of the trade can voice
concerns/complaints/ideas etc with no
prejudice. | am sure this could take
place once a month

More personal than email etc

Invite me to a meeting

It gives us a chance to have a say

Invite me to a meeting ; More than one
way

Cause they say sent emails in past
but never got them said same about
letters so it's no win

Invite me to a meeting ; Send an e-mail ;

Read emails every day before
starting work

Invite me to a meeting ; Send something
to me in the mail

If the letter is important it should be
sent by mail as emails do go
missing




Preferences for receiving information
in the future

Reason

Send an e-mail

Easiest

Send an e-mail

Work does not always allow time for
meetings

Send an e-mail

Easier

Send an e-mail

| can keep it with me forever

Send an e-mail -

Send an e-mail -

Send Something to me in the ma" |t’S more OfﬁCial tO get a |etter.

Send something to me in the mail Work away from home

Send something to me in the mail Because | prefer to have it on paper

Guaranteed to get relevant

Send something to me in the mail
information

Send something to me in the mail -

Send something to me in the mail -

Send something to me in the mail -

Send something to me in the mail -

Table 4: Preferred methods for receiving information in the future

4.6 What is the most helpful way for us to consult you on an issue?

4.6.1

Following on from the previous question asking for the preferred method of
receiving information in the future, licensees were asked about their preferred
method for consultation on issues in the future. The response was similar to

the previous section with the vast majority preferring e-mails or letters (60%

and 65% respectively). Figure 36 indicates some support for SMS texts,
meeting and use of the website when undertaking consultations in the future.

What is the most helpful way for us to consult
youU on an issue?
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Figure 11: Most helpful way for Moray Council to consult on licensing
issues




4.7 Internet, social media and e-mails

4.7.1

4.7.2

The next set of questions was designed to help understand the licensees’
views on electronic means of communication, such as social media, websites
and e-mails. Figure 37 illustrates that the majority of respondents used e-
mails (85%) and texts (70%), while a much lower proportion (45%) used
social media (including facebook). Twitter and LinkedIn were only used by 3
of the 20 respondents to this question. A relatively large minority (38%) stated
that they would follow a dedicated Moray Council Licensing facebook page or
twitter account (Figure 38).

Do vou use any of the following:-
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Figure 12: Electronic media used by licensees
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Figure 13: Would licensees follow a dedicated Licensing facebook page or twitter account?

Visits to the Moray Council’'s website are relatively infrequent, with no-one
stating they look at the site daily. 35% visited monthly and the same
proportion even less frequently, while a quarter of respondents never visited
the site (Figure 39a). Visitors to the licensing pages on the Moray Council’s
website were even less frequent with 57% stating they only looked at the site
rarely and 24% had never visited the licencing pages (Figure 39b).
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Figure 14a: Frequency of visiting Moray Council's website Figure 39b: Frequency of visiting Licensing pages

Only 5 people answered the question on which content they used on the
website. From such a small sample it is not possible to generalise and identify
trends, but 2 commnts concerned fee information and costs. A summary of
the responses is at Table 10, which suggest less than total enthusaism for the
licensing information on the Council webiste and the licensing pages.

Content used Value
Checking any new promise is going Not much
Costs Valuable if it was updated regularly
Fee information as the councils own It's all we have

employees now refer us to the website
to find out costs

Licensing but only when | need to It's ok

Not stated Very valuable

Table 5: Content used on Moray Council websites and the perceived
value

The question on what would make the website more useful was answered by
13 people who mostly wanted the site to provide a way to contact staff (62%)
and wanted the information to be updated more often (also 62%). Two people
wanted the site to be updated to be more user-friendly and there was a single
request for a new page and FAQs to be included (Figure 40).

Three of the respondents identified the additional information they would wish
to be provided on the site:

e Ability to make complaints

e Any new changes or new points of contact

e | would like to have found that plates were now changed to Ashgrove
instead of having to ask "where's my plates?"




What would make the website more useful to you?
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Figure 15: What would make the website more useful to you?

4.7.6 There were 3 suggestions on improving the Licensing web pages:

e The layout is awful and difficult to navigate
e Have an anonymous tip off line for unlicensed/over-charging operators
e Make sure websites work correctly

In addition there was a general observation:
e Only drivers that have never been in trouble with the police

4.8 Tellmescotland portal — if you have used it did you find it useful?

4.8.1 Of the 5 people who had used the Tellmescotland portal®> only one found it
useful (Figure 41). If this response rate is representative of the level of
awareness amongst licensees generally then more work is required to make
the site better known.

If you have used Tellmescotland portal
did you find it useful?
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Figure 16: Usefulness of Tellmescotland portal

4.9 Public Access part of the Licensing System

2 https://www.tellmescotland.gov.uk



4.9.1 Accessed from the Council's web pages, this enables applicants to track the

progress of their application online. In addition the web page enables the
public to view the Statutory Public Registers for information about licences
being processed so that they can comment on them, and also enables the
public to access information on licences that have been granted. Eight people
only were aware of this web page (44% of responses) and 6 skipped the
question indicating a low level of awareness. However, of those who had used
it half (4 respondents) found it useful (Figures 42a and 42b).
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Figure 17a: Awareness of Public Access part of
Licensing System

4.10 Responses to e-mails
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Figure 42b: Was it useful?

4.10.1 The next set of questions concerned e-mails sent by the Licensing Service to

find out more about how they were received by licensees. It was heartening to
see that no-one who responded deleted Council e-mails without opening them
(Figure 43). Almost half the respondents (43%) did not receive e-mails and
the same proportion read their e-mails in full (9 respondents). Three people
skimmed their e-mails to find out what was important. Six respondents (29%)
felt that Licensing Services did not send e-mails frequently enough (Figure
44), while 5 people thought the frequency was about right (24%). The majority
of respondents (55%) were happy with the content of e-mails, or had no
strong opinion (Figure 45).

In general, when you receive an e-mail from us
do you usually:
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Figure 18: How licensees respond to e-mails



In your opinion, do you receive e-mail from us.
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Figure 19: Opinion on frequency of e-mails

In your opinion, are the messages contained in
g-mails from us generally:
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Figure 20: Opinion on the contents of e-mails

4.11 Trade Association

4.11.1 Licensees were asked whether they were members of a Trade Association.
Seven people did not answer the question, but all of the remaining 17 advised
that they were not members. There was a strong consensus among this group
that Trade meetings should take place, with 14 of the 17 (79%) being in
favour (Figure 46). However, what was less clear was the format and content
of such meetings. Five respondents provided their views (or provided partial
responses), which have been collected together at Table 11. There is no
common consensus, but Licensing Services will be able to bear these
comments in mind when they consider setting up Trade meetings.
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Figure 21: Should Trade meetings take place?

How
should What should
suc_:h Where? When? the_trade Who should
meetings meetings be attend?
be set about?
up?
Before Garden shed | - THE TRADE!!! | Anyone with
committee | for all the DuH!M an interest
meetings good that
would be
done or
listened to
Open Onein Zone | Couple of | Issues affecting | The Moray
forum one and one | times a the trade might Council
in Zone 2 year be a start
Twice a Elgin Monday | Trade specific All members
year or questions should be
Tuesday invited
- - - - License plate
holders
Set up Any venue Evenings | New things to do | Representative
through with licensing from council
Moray and any matters | licensing and
Council arising with taxi | taxi operators
companies or or public who
taxi individuals have matters
on taxi business | arising about
taxis

Table 6: Views on the formant and content of Trade meetings

4.11.2 Most people (9 out of 16 responses) had no preference on the frequency of
Trade meetings, while 6 (37.5%) felt they should be held regularly and one
person wanted them only to be held for specific issues (Figure 47). The
Licensing Committee are considering holding two meetings with the trade per
year: one in Elgin and one in other areas on a rota basis. Selected committee
members would attend supported by Council officers. The views of licensees



do not appear to contradict this proposal, although there was one dissenter
and one person suggested 3 meetings per year (Table 12). Eighteen people
responded to the question on whether they would attend Trade meetings.

Should these meetings be:
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Figure 22: Frequency of Trade meetings

Views on the proposal to hold 2 Trade meetings per
year

Been done before and a complete waste of time.

Cooperative discussions can only be good for the trade

No preference
OK

Sounds like a good idea.

We would like to see 3 meetings per year

Yes a good idea
Table 7: Views on the proposals to hold 2 Trade meetings per year

4.11.3 Despite the high percentage of people who felt Trade meetings should take

place (Figure 46) only half of respondents would attend them (Figure 48). The
reasons for non-attendance are given at Table 13, although if the meeting
arrangements could be designed to cater for these particular concerns.



4.12

4.12.1 This set of 4 questions were designed to find out what licensed taxi drivers
and operators thought about communications from the Licensing Service and
what improvements could be made. Responses to these questions were very
limited, but they are included here (Table 14) so that any changes in the way
the Licensing Services communicates with licensees takes heed of these

Would you attend these meetings?

L]

Ir5 15 L Al Al ] alk

Figure 23: Would licensees attend Trade meetings?

Reasons for not attending Trade
meetings

If taking place in the evening business is
too busy during the day for time for
lengthy meetings

| am not invited

Possibly attend

Only part time driver

Unless away on business

Table 8: Reasons for not attending Trade meetings

Effective Communication

points.

How can the Licensing Service ensure that information is
communicated effectively?

Each Taxi operator should receive an email/letter of telephone
call to advise of a meeting. He/she would then pass this
information to their respective drivers so they can attend the
meeting.

E-mail

E-mails

SMS text msgs

In public domain

Notification received and read emails

Recorded delivery letters

Send information to individuals and their office companies

You can’t or won’t




How can we ensure that we get your views on future
consultations?

By attending at meetings or formal letter survey. You should not
be afraid to express your opinions if you have a complaint or
suggestion for improvements

E-mail

Ensure asked more than once

Recorded delivery letters

Send information direct to above and if free to attend will do so

| know you don't care

You can’t or won’t

Do you have any suggestions/improvement ideas for
communication?

Going back to a Taxi newsletter would be a positive step

All the communication tools are in place

No point. no one has ever listened before

No

Are you aware of examples of good practice in relation to the
issues raised in this survey?

No

No

No

None

Yes

Yes

Table 9: Comments from licensees on communication and consultations

4.12.2 The final question asked respondents to provide comments on any points not

covered by the survey. Five comments were received and are included in
Table 15. One was a suggestion to set-up an email to be used for anonymous
tip-offs, while another suggested greater input from taxi drivers themselves.

Any other comment you would like to make about the
Licensing Service not covered in the survey?

Anonymous tip off email address

Come to the rank and ask taxi drivers, they will explain what
works let them have say

If there is staff sickness or holidays causing backlogs, would it be
wiser to increase staff levels to cope with the workload??

IT'S A JOKE

Think the pricing of renewals for our badges is horrendous
compared to other districts, very poor service on council side but
if we fail there's no options , not sympathetic to drivers who been
in trade many, many years

Table 10: Other comments about the Licensing Service not covered in

the survey



Appendix A: — Copy of the Survey Questions

Moray Councll Licensing Service - TaxisiPrivaiz Hire

Customer Satisfaction and Communications Survey

We are carrying oul a Customer Safisiaction Survey and & Suncey on Commisnd cation
preferences (o help us understand how we can bEtber Serve Dur Cusbnmers.

For the Tirst part of this swrvey we would ke you 1o answer a lew gquestions abaul your recent
experiences with The Moray Council Licensing Senvics

It should only take 5 minules o complete and all responses will be kepl completely anonymous,
50 pleass be as open and frank as possible.

For each staternen] you read. plaase tick the box (hat best deseribves how satishied or dissatished
you were with the service that you received from us

You will then be asked Lo complete the second part of the survey, which may Lake a little bit
langer, and involves answering a lew quesions aboul your prefermed method for communicating
with the Council.

A comments box is provided al the end ol ihe survey lor you o leedlack any issues you fesl
haven'l been adequately covered in the main survey
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A How saEslied are you weth the wiy (he Boensing staf did Meir gh?
k: Wy Aakafied
Secafied
I Nivshar sanstion nor cissarshed
| Crssatisliod
| ary dissadchied

| Do knorsanad soplicabis

A Wha would wil 2ay about Tow the licenssng stall did Mheir jobe?

* 5. How satsfied or dissalisied wee you

Mo cancherd Dion’t kmdred noc
Wiery Sadsfad Sooefied nod enpcisfied Dosasshed oy dssarsiod  sopScabie

That Foensing saft keen

youl nfoemad s J | | L
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Wi T ORI
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That Foensing ST did

witial My S Mgy A ) J | L
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wilth e oWl Sensiee = . . . e s
T ypoit recehand.

B. 11 would be of assistance if you could provide detals of he standard of service received, pamiculary if
yiou ware desailied




= T_ Il you atended a commilles meéaing w saislied or dissatisfied were you with..

hinithier satisfnd
Wiy saassfei Sadished i dissa stied Diissaristiod Wy dissarkslied
he adminraban
m__h'li = o o, - S
CORTITITID Iredling
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B Ded you heve ary proflems dealing with the: Licensang Senvice?

[ s

]

B Y WA WA [hil maiine oF e profiem?

9 How sassfied or dissatisfed were you with the way tis problem was handled?
Snshid
| Wi satisfiod nor chssaiisfed

(7 Dissatsted

(7 Wy dssadsied

Dot kndradnat sopécabis

100, Wil could heve heen done Detiern, il armdhing ?

11, An msee suroundng insretionsiguidance lor sddng a @ oF vehsce 1o the fleet was raised in &
previous survey. s & resull of thes we reviewed and updated the guidance and onlfine nlormaton. Do
yimu fel this has improved meters?




12, Mew legisiation means that we will shorly be inpoducing & new male of Clvic Licensing Standands
Cifficer and the costs of this post will need (0 be met kom leensing lees. This oficer will ot &8 & souc
of indormation and guidance Tor the rade, Superdss conglisnce with llcandsing conditions, and desd with

disapreements end Espules. Do you have any comments abaol this of sugestions?

S Moray Council Licensing Service - Taxis/Private Hire

Customer Satisfaction and Communications Survey

IeLriay

Thank you for completing the first part of this surey. We would now ask you lo complete the
final part of the survey which will assist our current review of communications with the
laxilprivate hire trade and other stakeholbders.

As part of this we wanl to find cut how we can improve communications, progress relalionships
and ensure that future consultation activity reaches and engages everyone thal it should. We
wiould like 1o strergthen your involverment in the consudtation process, and your feedback will
help 1o inform wihat we do.

Wi would like your feedback win a shirl survey - please share your views and help us improve
BUr communicaton with you

A cormments box is provided at the end of the survey for you o fesdback any issuss you feel
haven'l been adequately covered in sither survey.



Moray Council Licensing Service - TaxislPrivaie Hire

Customer Satisiaction and Communications Survey

Questions - Overall Impressions

13. In general how satisfied ae you...
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Moray Council Licensing Sarnvice - Taxis/Privaie Hire

Customer Safisfaction and Communications Survey

Questions - Communication information

14, For which fems oo you beleve I S imponant Be you reosive infomamondcommunicaions?

Pleass fate the imponance of each tem on & scale of 1 0o 5, where L means nol imporant & all* and
wheie 5 Ieans "very imponant”,

1 {nit imporan = femry
o ) 2 3 4 impormaL s

AppEcafon process
flarmes, gaidance. s,

Changes m appkcatian
Changes 1 Beensng
Cranges m EEnang
Changes 1 fares and

Changes 1o Boeraing
AT e M miENeS

15, What other topic do you thenk & is impotant 1o kiow about?

16, Please rate ow importanl @ is Sal veu koo aboul this wogic on a scale of 10 5, wihere L means
“nol impodtant at &85 and wihere 5 means “very imporant’,

L o Imprriant o ally 2 3 F 5 fvary Impoeant;

17. 1 thisre & furthes Lopie you tink £ i importsnt 1o know about?

18, Please rale how impotant i is hal you know aboul this ogic on a scale of 1 o 5, where L means
“nal imponant af a8 and wiswre 5 means “very imporant.

1 imor mipnorae e all ] 5 4 5 fverny impomani}



Moray Council Licensing Service - Taxis/Private Hire

iCustomer Satisfaction and Communications Survey

Questions - Communication types

19, Henw e you estently receive information aout what is geng on? Please indicale sl tha apply.
D G B

[] Trace assacascn
[[] Commet metsim
[] Counct Benbook
[ councs Twizar

[[] counci semee

[[] conet ema

D Counct i rassag
[] councs st

[ ] communiy Counch
[] Local Asea Fonm
[[] meiimescesana porm
(] meda

[] Aatthe above

D hone of The ahiws

[] cmar jplease specty)

20, What single souros of information di you depend on moss 1o Sy infermed about icensing?

21, Whiat |5 wour reason lor this sowoe?




22, i husne, how wioukd jﬁu#ﬂ&' b iederes FOrmATnG M[“ﬂiﬁﬁl’*bﬂ? Plagis mdicate all
shat apply.

[[] mtte me 15 2 maentng

[ ] send an e-mas

[] Send somesting m me in the mal
[[] omine

D Crir [phease sodcily)

|

23, Why this method?

24, Do you ese a0y of the Tolkowing: -

[ eme

[ Tesr messagng fmem & mobla dmice

[[] raesbook or ot sociad nemaridng sie

[[] twmar

[ Linkeatin

25 Wiould you lolkew & dedicated Moray Councll Liosnsing facebiobk fame of bails soooim?

I b H

Mo



26. What is the most helphd way for 1S 10 Consull you on an issue?

|:|Lutn-

] smesma

[] weiain

[] Poess

[[] novsiomarisafies
(] Mnesog

[ o sy

D O {pitase sl

27, Why this method?

"4 Moray Council Licensing Service - Taxis/Private Hire

Customer Satisfaction and Communications Survey

FEELMLAY

Website

The Moray Council has its own website and part of this is dedicated (o taxilprivate-hire
licensing. Currernthy this is the main locabon Tor informabion,

28, How aften do you v the Councils websita?
Dasy
\Ahkiy
Marehky
Ry

Faerwir

[}



20, How alten do you visi e Counel's website Licensing pages?
Daty
i WhnakTy

31, How vahsahle do you lind it?

32, What woild make the websie more weseful bo i ?

[[] updase the intormation more ches

[] undate so s marn wner-triandy

[] Fs

[ owsa

[[] Provite more inkemation (pisase specity requind Infimasios beiow o G24)
[ ] Provide a sy o conter st

[[] oemer (phease specityy

33, 1 you licked "Provide more information” in Se prevous question pleace indicane wha! son ol

niarmation you wiold ke o see,

34, Do you have any suggeations lor impovements o changes thal could be made 10 the Licensing

webh pages?




Moray Councll Licensing Senvice - Texis/Private Hire

Customer Satisfaction and Communications Survey

(] | ¥ |__IJ..|II_JIF'

Tellmescotland portal

Tellmescotland is a national portal that has been developed as an allernative way for
iocal authorities and other public bodies 1o share information via the internet. Moray
Council has been using this partal since 2010 for liquor icensing notices. There is scope
10 use it for general information/consultaioninotices.

35, M you have used i did you od it usshul?
hat =}
Rt

o st Mo, wiir ihd o ren o e

Moray Councll Licensing Service - Taxis/Private Hire

Customer Satisiaction and Communications Survey

Public Access part of Licensing System

Accessed from the Council’s web pages, this enables applicants 0 track the progress of
their application online. In additan the web page enables the public io view the Statutory
Public Registers for information about licences being processed so that they can
commeent an them, and also emables the pubht 1 access information on licences that
have beeen granted.

36, e you awane of s web pape?
Y



27, M yoris Neaivee wsed 1 did you find It wsehul?

s

M

1Py aewened Mo, whal did you mol Bl sbout It

Moray Councill Licensing Service - Taxis/Privaie Hire

Customer Satisfaction and Communications Survey

E-mail

38, In gereral whean yiu reorive an e-mail rom us do you ususy:
{ | Readifinta

Sikdmn o Bnd oUt whar's imporms

Decide whisar (s worth ossning based on the sibes ins

Dhixse i s (DT Cppnii g

Tl 00 0T PECEAE @-misdl

39, I your oginien, do yo receie e-mail om us:
Mot Focuenty encogh
AN appEnmriLe Smodng
| T Irequiently
Coo T s

Dy meat radcadus

40, I your oginion, are the messages conl&ned in e-mads rom us genedally;
Toeo shao® or el clyimdbied ancisgh
Ahout rigit
oo kg or deaabind

| Wostong opson

Dl MiDE P



ey
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Customer Satisfaction and Commumicstions Survey

FEHH LY

Trade Association

41, Ane you a member of & Trade Associalion?
s

Pari:

YR W D ESD P NAME BN Soniact SRS o e Thde Associagion]

Trade Meetings

42, Shoukd Trade meetings ke place?

Yirs

Pail

43 How shewld sueh mestings be sst up?

44 Where shiuld the mestings take place?

45, When should the meetings take place?




46, Wha should the rade meetngs De shour?

47, Whith Shoukd arend?

48, Shauld these meetings be;
hiid reguiany?
of justfor spacilic Enues as whin they oriso

N DPEARTENCR

49. The Licensing Commilt2e are considering holding twa meetings with the tade per yesar one in igin
arud o ioother areas on a roe basis Selecied commines members would anend suppaoned by
Counti alficers.

"Wilal are your vews on this propossi?

50, Wiould you anend 1hase mesings’?

s

11+

F no phoesn ghaa your TRssons:

Moray Councll Licensing Service - TaxisPrivate Hire

Customer Satisfaction and Communications Survey

Questions - final thoughts



51. How can we engure (hst infoimation & commumnicatesd eflectively?

52. Hinw can we ensure thal we gel yous views on fubure consultations?

53, Do you have any supgesionsimpiovenent kess lar communicaion?

54, Ane you aéwang of exampies of pood pracios in rekason 10 e gsues resed in ihis survey?

Morey Council Licensing Service - TaxisiPrivate Hire

Customer Satisfaction and Communications Survey

55. Finally, & these any other comment you would Be to make about the Licensing Serdos nol covered
i e survey?

5. e you willing o be coracted regasding your respansesT I 20 please provide your contact details.
s

[2T]

Maray Councll Licensing Sarvice - Texis/Private Hire

Customer Satisfaction and Communications Survay
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57. Please enber woul conlsc] detads

oo | |

Fhizeret: Fiusrtibetr

Moray Councill Licensing Service - Taxis/Private Hire

Customer Satisiaction and Communications Survey

Thal ks o sunsys noe compkeae. Thark wou For vour e, Voo panicicaion i impomiant nad groasy apdreeciansd.

A) infrmetnon pecinssd abodf Crmmumicosons will i & dreft TasPrivaes Hine CommunioaSons Simiegy o be por omeeed for
S Lensing Commities's consideradon and for imens corsulmton. The Smamgy wil maka © oeie going foremrd, wisen and hios
i el COMEMIUEECAER: W WL AN CETY CUIT DGR en eI o

Ptz nore Ak "Dhoras” S SAETEE pYILT NESOONSES 0N MR M SLTE.






