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Liverpool City Region Taxi Customer Charter
Every taxi passenger has an expectation of a safe, pleasant and reliable journey. 
This Customer Charter outlines the service you can expect to receive when travelling 
in a taxi in the Liverpool City Region. It takes into account best practice in customer 
charters – outlining safety and service standards for passengers, drivers and 
booking service operators, and the responsibilities of each party in their interactions. 

This document has been written by the Liverpool City Region Taxi Quality 
Partnership comprising representatives from Merseytravel, the six Councils and the 
taxi and private hire operators. The Taxi Quality Partnership aims to work with the 
taxi industry in the Liverpool City Region to create a more flexible, professional, 
responsive and innovative industry that provides better service, choice and safety for 
customers while also supporting the health and wellbeing of taxi drivers.

This Customer Charter is not a set of rules or regulations but rather a set of mutual 
obligations or behaviours and focusses on the interaction between the taxi driver and 
passenger. It aims to complement the licensing conditions set out by each of the six 
Councils. Every driver and passenger has the right to a safe and pleasant journey.

1. YOUR SAFETY

Your safety is a priority. In the Liverpool City Region, taxi drivers will provide 
you with a safe and comfortable journey. Your taxi will be clean and well 
maintained. The driver will be appropriately dressed and they will drive 
carefully obeying all road and traffic laws. 

Information for taxi passengers:

 Wear your seatbelt, check that infants are suitably secured using a suitable 
child seat  (it’s the law, unless you have an exemption certificate) and don’t 
exceed the number of passengers the taxi is permitted to carry

 Don’t ask the driver to carry infants who are unaccompanied by an adult with 
parental responsibility 

 Don’t distract the driver or touch any of the taxi equipment or controls
 Make sure you have the means to pay the displayed fare as you are entering 

into a contract with the taxi or private hire provider once your journey has 
started. It is a legal requirement to pay your fare. If you don’t you may face 
prosecution, financial penalties and gain a criminal record 

 Don’t ask the driver to speed or take risks on the road (including when 
dropping you off at your destination)

 Security cameras operate in taxis in the Liverpool City Region for passenger 
and driver safety

 You can check a taxi driver’s accreditation and other taxi information which 
should be displayed in the vehicle for your convenience  with the relevant 
Council licensing department
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2. YOUR SERVICE

Providing good, consistent customer service is important. All taxi drivers in 
the Liverpool City Region are determined to provide you with a high level of 
service that is professional, courteous, welcoming and responsive.

Information for taxi passengers:

 At the start of the trip indicate where you would like to go, your preferred route 
and how you would like to pay

 Pay your fare and any applicable tolls, fees or charges – drivers can request 
you to pay an estimate of the fare at any time

 You can request a quiet ride or ask to have the music or air conditioning / 
heating adjusted for your comfort and wellbeing

 Don’t eat or drink in the taxi; smoking or consuming any alcohol in the vehicle 
is an offence

 Behave appropriately in the taxi and towards your driver – you can be refused 
travel or have your trip terminated if you or anyone in your travelling party is 
violent, noisy, misbehaving, filthy or offensive

Your taxi driver will show their commitment to good service by:

 Being punctual, helping you with your luggage or other items and (if 
appropriate) getting into or out of the taxi

 Accepting all fares (including short trips) and explaining to you any incurred 
costs e.g. tolls, booking / airport fees, etc.

 Taking you on the most direct route or the route you prefer
 Ensuring that they (and their vehicle) are neat, clean and well presented at all 

times
 Not talking on the phone while driving you to your destination
 All drivers have a live DBS (disclosure & baring service) report so that you 

can feel safe 
 Being knowledgeable about geographic destinations, points of interest, tourist 

attractions and major events in the Liverpool City Region
 Having undergone nationally recognised customer service training which will 

include safeguarding, conflict management, recognising rules and regulations 
etc.  

3. YOUR ACCESSIBILITY

Improving taxi travel for people with mobility issues is a major focus of the 
industry. In the Liverpool City Region, passengers with a wheelchair, 
assistance animals (or with other needs) will be treated with respect and 
dignity and given professional, safe, reliable and comfortable transport.
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Your taxi driver will support your participation in community life by:

 Being punctual and getting you safely and comfortably to your destination
 Taking extra care when assisting you into or out of the vehicle and being 

aware of your personal space
 Driving smoothly and avoiding speed humps, turning sharply or braking 

suddenly 
 Being familiar with assistance animals and allowing these to travel with you 

(their handler) unless they have a medical reason not to. This medical reason 
will come in the form of a displayed exemption certificate 

 Ensure your mobility aids and other equipment or items are safely secured

4. YOUR SHARED RESPONSIBILITIES 

Unsafe or inappropriate behaviour by you or your taxi driver is unacceptable. 
This conduct may put either of you at risk and could offend, harm or result in 
the matter being reported to the police or other actions being taken.

Mutual obligations and behaviours of taxi passengers and drivers:

 Treat each other with respect and dignity
 Comply with the law
 Don’t engage in any discriminatory behaviour 

Passenger Rights and Responsibilities:
Taxi customers in the Liverpool City Region have a right to:

 A driver who is licenced and accredited
 See the taxi driver’s photo identification on display
 Travel a short distance – it is an offence for drivers to refuse a passenger 

based on a short fare
 Choose the preferred route
 See the metered fare
 Travel in a clean and well maintained taxi
 Having the air conditioning or radio adjusted
 Request that the driver not talk on the phone if this happens during your trip
 Be accompanied by an assistance animal 
 Request reasonable assistance getting into or out of the taxi (if required) and 

with the loading / unloading of luggage and other personal items
 Refuse a multiple hiring
 Pay via an electronic payment terminal using a valid credit / debit card (as 

displayed in the taxi) or via a contactless payment
 Be given a receipt or tax invoice for their trip
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Taxi customers in the Liverpool City Region have a responsibility to:

 Pay the correct fare, including any tolls or authorised fees
 Wear a seat belt
 Not distract the driver or touch any of the taxi equipment or controls
 Not request the driver to exceed the number of passengers permitted to be 

carried in the taxi
 Recognise that there will be financial consequences if you soil the taxi in any 

way. Vomiting etc.   
 Not eat or drink in the taxi; smoking or consuming any alcohol in the vehicle is 

an offence
 Behave appropriately in the taxi – your trip can be terminated if you are 

violent, noisy, misbehaving, filthy or offensive

Driver Rights and Responsibilities:
Taxi drivers in the Liverpool City Region have a right to:

 Ask for proof of ability to pay or request a deposit up to the estimated fare (at 
any time)

 Refuse to take passengers or terminate a hiring if they are violent, noisy, 
misbehaving, filthy or offensive

Taxi drivers in the Liverpool City Region have a responsibility to:

 Be punctual, courteous, welcoming and helpful at all times
 Know and obey the road rules and traffic laws
 Not refuse a fare (other than for the reasons outlined above)
 Know the major routes and destinations
 Understand, read and speak English adequately to an acceptable standard  
 Take the most direct and practical route
 Be neat, clean, tidy and well presented at all times 
 Provide the passenger with a receipt or tax invoice when requested
 Not refuse to take a passenger with an assistance animal except where they 

have a medical reason not to (medical exception certificate will be displayed)
 Securely restrain approved wheelchairs or safely store mobility aids and other 

equipment and luggage
 Assist passengers where reasonable and be understanding of people with a 

disability or mobility difficulties

Feedback, Complaints and Further Information:
For further information about the Liverpool City Region Taxi Customer Charter 
please contact any of the six Councils and their licensing departments.

To provide feedback or make a complaint about taxi services in the Liverpool City 
Region please contact the taxi operator you travelled with or if further assistance is 
required then contact the relevant Council licensing department.
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LIVERPOOL CITY COUNCIL

Licensing and Regulatory Services
Liverpool City Council
Municipal Buildings
Dale Street
Liverpool, L2 2DH
Tel: 0151 233 3015
Website: http://liverpool.gov.uk/business/licences-and-permits/business-and-street-
trading-licences/taxi-licences/ 

SEFTON COUNCIL

Trading Standards & Licensing 
Sefton Council
Ist Floor, Magdalen House
30 Trinity Road
Bootle L20 3NJ
Tel: 0345 140 0845
Website: http://www.sefton.gov.uk/business/licensing-registration/taxi-licensing.aspx 

KNOWSLEY COUNCIL

Licensing Section
Knowsley Council
2nd Floor, Yorkon Building
Archway Road
Huyton, L36 9FB
Telephone: 0151 443 2300
Email: licensing@knowsley.gov.uk
Website: http://www.knowsley.gov.uk/business/apply-for-a-licence/business-and-
street-trading/taxi-and-private-hire-driver-licences 

ST HELENS COUNCIL

Taxi Licensing 
St Helens Council
Contact centre
Wesley House
Corporation Street
St. Helens WA10 1HF
Tel: 01744 676770
Email: taxilicensing@sthelens.gov.uk 
Website: https://www.sthelens.gov.uk/business/licensing/taxis/ 

http://liverpool.gov.uk/business/licences-and-permits/business-and-street-trading-licences/taxi-licences/
http://liverpool.gov.uk/business/licences-and-permits/business-and-street-trading-licences/taxi-licences/
http://www.sefton.gov.uk/business/licensing-registration/taxi-licensing.aspx
mailto:licensing@knowsley.gov.uk
http://www.knowsley.gov.uk/business/apply-for-a-licence/business-and-street-trading/taxi-and-private-hire-driver-licences
http://www.knowsley.gov.uk/business/apply-for-a-licence/business-and-street-trading/taxi-and-private-hire-driver-licences
mailto:taxilicensing@sthelens.gov.uk
https://www.sthelens.gov.uk/business/licensing/taxis/
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WIRRAL COUNCIL 

Taxi Licensing 
Wirral Council
Cheshire Lines Building
Canning Street
Birkenhead, Wirral
CH41 1ND
Tel: 0151 691 8043
Email: licensing@wirral.gov.uk
Website: http://www.wirral.gov.uk/business/licences-and-permits/taxi-and-private-
hire 

HALTON BOROUGH COUNCIL

Taxi Licensing 
Halton Borough Council 
4th Floor, Municipal Building
Kingsway, Widnes WA8 7QF
Tel: 0303 333 4300
Email: Legalservices@halton.gov.uk
Website: http://www4.halton.gov.uk/Pages/business/Licences/Taxis.aspx 

MERSEYTRAVEL

Merseytravel
PO Box 1976
Liverpool
L69 3HN
Tel: 0151 227 5181  
Website: www.merseytravel.gov.uk 

mailto:licensing@wirral.gov.uk
http://www.wirral.gov.uk/business/licences-and-permits/taxi-and-private-hire
http://www.wirral.gov.uk/business/licences-and-permits/taxi-and-private-hire
mailto:Legalservices@halton.gov.uk
http://www4.halton.gov.uk/Pages/business/Licences/Taxis.aspx
http://www.merseytravel.gov.uk/

