
 
 

   
 

Appendix B 
 

Tunbridge Wells Hackney Carriage Mystery Shopper 
Survey 
 
 
July 2022 

1.1 Background 

A mystery shopper survey was commissioned as part of the Tunbridge Wells Hackney 
Carriage Unmet Demand Survey.  The mystery shopper survey was undertaken in June 
2022.  The survey consisted of test purchases of licensed vehicle trips.  The test purchases 
included rank hires of hackney carriages and pre-booked hires of private hire vehicles.  The 
hires were undertaken by able bodied passengers, a wheelchair bound passenger and an 
assistance dog user travelling with their dog.  A series of short distance trips were 
undertaken.  Many of the rank-based hires were for trips which were within the minimum fare 
for un-congested traffic conditions. 
 

1.2 Mystery shopper surveys 

A series of test purchases were undertaken over several days the 22nd of June to the 25th 
June.   
 
The test purchases were undertaken at a variety of times of day, to test service during day 
time and evening.  It is important to avoid alerting the trade that a mystery shopping survey is 
being undertaken, in order to sample normal levels of service.  If drivers on a rank spot the 
same person or people undertaking multiple trips over a short period of time, then they may 
wonder why.  If the observation is discussed with other drivers, they may be alerted to a 
potential mystery shopper survey.  In order to mitigate the risk of surveyors being recognised 
or remembered, test purchases are normally spread amongst different ranks.  In Tunbridge 
Wells, there are two ranks in effective operation for the majority of the time.  This feature 
presented some additional logistical challenges   In particular, undertaking wheelchair user 
test purchases was challenging at the ranks.  At times, there were relatively few hackney 
carriages waiting at the ranks and consequently, the chances of the same wheelchair user 
being spotted by other drivers present at earlier hires, was high.   
 

1.3 Wheelchair user test purchases 

The wheelchair user test purchases were each undertaken by a single surveyor, who was 
travelling solo in a wheelchair.  It was intended to use wheelchair accessible vehicles 
wherever possible.  However, during rank based test purchases, there were no wheelchair 
accessible vehicles at the ranks, for extended periods.  Following a period of observation of a 
given rank, if no wheelchair accessible vehicles arrived at the rank, a non wheelchair 
accessible vehicle was used for a test purchase.   
 
For each test purchase, the vehicle licences for other vehicles present at the rank, were 
logged, to mitigate the risk of the surveyor being recognised by nearby drivers if a 
subsequent hire was undertaken soon after.   
 



 

   
 

There were no occasions when a wheelchair accessible Hackney Carriage was present on 
the rank, when a wheelchair user hire was undertaken.  Drivers of both Hackney Carriages 
and private hire vehicles engaged for wheelchair hires, were generally helpful.  Normally, the 
driver would immediately assist with storing the wheelchair which was collapsed for the 
journey.  On one occasion a hackney carriage driver asked if the surveyor could fold up the 
wheelchair herself and put it in the boot. 
 
When private hire companies, or operators listed on the Council’s list of wheelchair 
accessible vehicles were contacted, they didn’t have any wheelchair accessible vehicles 
available for immediate hire.  Some did offer indications of when a suitable vehicles would be 
available, but none of these estimates were less than 30 minutes.  It appeared that if 
journeys were pre-booked in advance, there may be more availability of wheelchair 
accessible vehicles.   
 
For the test purchases, a collapsible wheelchair was used and the wheelchair user was able 
to move out of the chair and into the rear of the licensed vehicle, when required.  However, if 
the wheelchair was not collapsible or the user could not get out of the wheelchair then they 
would have faced significant difficulties with obtaining a wheelchair accessible vehicle for 
immediate hire.   
 
No advance booked hires of wheelchair accessible vehicles were undertaken. 
 
It should be noted that, whilst there were no wheelchair accessible hackney carriages 
available at the ranks, when wheelchair user test purchases were undertaken, wheelchair 
accessible hackney carriages were observed at the ranks at other times.   
 
Wheelchair accessible hackney carriages were occasionally observed leaving the ranks 
empty.  Some of these departures are likely to be in response to a pre-booking for immediate 
hire.  Consequently, it appears that at some times, wheelchair accessible vehicles are 
available for immediate pre-booked hire, whilst at other times, there is a wait time involved in 
obtaining a wheelchair accessible licensed vehicle. 
 

1.4 Assistance dog test purchases  

When test purchases were undertaken from a rank, the Hackney Carriage vehicle license 
number was recorded and used to check whether the same Hackney Carriage was present 
at the rank for subsequent test purchases.  By avoiding undertaking a test purchase when a 
previously sampled Hackney Carriage was present on the rank, close to the first position on 
the rank, the risk of raising suspicion was mitigated.  On occasions when previously 
surveyed Hackney Carriages were further back on the rank, the risk was judged to be low 
and sample purchases undertaken.  The assistance dog test purchases were made on a 
single day, over a period of several hours.  Therefore, in order to mitigate the risk of 
discovery at taxi ranks, some hires were also undertaken with private hire operators.  When 
a private hire booking was made for immediate travel, all but one of the operators were 
informed that the passenger was blind and would require the driver to draw attention to their 
presence upon arrival.  All drivers manged to make their presence known voluntarily and all 
drivers assisted with boarding the assistance dog and passenger.   
 
There were no refusals to carry the assistance dog.  However, some drivers did appear to be 
unhappy about carrying an assistance dog.  All drivers were helpful and provided assistance 
where desired.  Even those who appeared to be unhappy about carrying the dog. 
 



 

   
 

1.5 Solo passenger test purchases 

A series of solo passenger test purchases were made at different times of day.  No late night 
solo passenger test purchases were undertaken.  Journeys were short distance journeys, 
designed to test acceptance of minimum or close to minimum fares, by drivers.  Both 
Hackney Carriage hires from the ranks and pre-booked hires with private hire operators were 
made.  Some pre-booked hires were fulfilled by hackney carriages.  Some of the hackney 
carriages which fulfilled pre-booked hires were also observed at other times, waiting on the 
ranks. 
 
The availability of licensed vehicles for immediate hire through pre-booking varied.  At times, 
such as early afternoon and early evening, availability was low and several operators had to 
be called in order to obtain a hire within less than 30 minutes.  At other times, there was no 
delay.   
 

1.6 Summary of test purchases undertaken 

A total of thirty two test purchases were made.  A common feature to most of the purchases 
was that the driver number was not visible to the passenger.   
 
The majority of hires were conducted as one would hope, with good levels of service.  The 
drivers engaged with the surveyors satisfactorily and checked the location of the destinations 
given, as appropriate.   
 
Whilst there was some apparent disappointment with some drivers who were hired to carry a 
visually impaired passenger with accompanying assistance dog, none of these drivers 
attempted to refuse the hire.  Appropriate assistance was provided in each case. 
 

1.7 Non pre-booked private hire test purchases 

Private hire vehicles may not be hired without pre-booking through an operator.  Throughout 
the test purchase campaign, the surveyors were on the lookout for private hire vehicles 
waiting at the roadside or in car parks.  If situations occurred when a suitable vehicle was 
spotted, it would be approached and the driver asked to take the surveyor to a location within 
Tunbridge Wells, but more than 10 minutes walk away.  There were no private hire vehicles 
seen waiting around.  Indeed, any private hire vehicles observed dropping off passengers 
departed immediately. 
 

1.8 Detailed survey results 

The detailed results for each of the test purchases undertaken are presented in the following 
tables. 
 
 



 
 

   
 

Solo Mystery Shopper Survey Results 



 

   
 

Tunbridge Wells Wheelchair test Solo Mystery Shopper Wheelchair test Solo Mystery Shopper

Surveyor L I L I

Date 22/06/2022 22/06/2022 22/06/2022 22/06/2022

Time of boarding or start waiting 16:58 17:18 17:41 18:03

Origin location Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Vale Road rank Railway Station, Mount Pleasant Road rank

Destination location Sainsbury's Sainsbury's Sainsbury's Sussex arms pub

Rank hire or Flag down? Rank hire Rank hire Rank hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted?

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?

If a Private Hire, was a meter fitted?

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes Yes

Tarrif No. 1 1 1 1

Fare shown at start of journey £4.00 £4.00 £4.00 £4.00

Extras on meter? No No No No

Fare shown on arrival at the destination £6.00 £4.60 £5.00 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes Yes

What was the fare charged? £6.00 £4.60 £5.00 £4.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good None required Poor Good

Assessment of the level of helpfulness of driver Good Good Poor Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed Yes No No No

Was the vehicle licence plate clearly displayed Yes Yes No Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes Yes

Was a taxi fares table visible No No No No

Other comments

The driver asked if it was ok to go the back 

way, to Sainsbury's, to avoid the traffic.  The 

traffic leading to Vale Road was stationary.  

Travelled via Grove Hill Road.  Wheelchair 

was collapsed and placed in the boot, by 

the driver.  The driver got the wheelchair 

ready for use after arrival.

Top of fare table sticking out of glove box, 

but not clearly visible.  Driver initially not 

very helpful with assistance to a wheelchair 

user.  Driver asked the user if she could fold 

up the wheelchair and place in the boot.  

However, the driver was persuaded to take 

the wheelchari and place it in the boot.  The 

wheelchair was brought out of the boot 

again by the driver, following arrival.  



 

   
 

Tunbridge Wells Wheelchair test Wheelchair test Solo Mystery Shopper Solo Mystery Shopper

Surveyor L L I L

Date 22/06/2022 22/06/2022 22/06/2022 22/06/2022

Time of boarding or start waiting 19:57 20:08 20:17 20:26

Origin location
1 Beech Street Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Vale Road rank

Destination location Pitcher & Piano Sussex arms pub Bills restaurant Bills restaurant

Rank hire or Flag down? Private hire Rank hire Rank hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted? 5 minutes

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?
6 minutes

If a Private Hire, was a meter fitted? No

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes

Tarrif No. 1 1 1

Fare shown at start of journey £4.00 £4.00 £4.00

Extras on meter? No No No

Fare shown on arrival at the destination £4.00 4 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes

What was the fare charged? £5.00 £4.00 £4.00 £4.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes 

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed No No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes Yes

Was a taxi fares table visible No No No No

Other comments

Driver put the wheelchair in the boot.  No 

issues.

Driver put the wheelchair in the boot.  No 

issues.

Driver pointed out that it was only a 5 

minute walk to Bills.  However, was 

persuaded to take the fare.  Driver stated 

"cash only" before setting off.  Driver was 

happy to take the fare, just trying to be 

helpful in stating that the restaurant was a 

short walk away.  



 

   
 

Tunbridge Wells Assistance dog test purchase Assistance Dog Test Purchase Assistance Dog Test Purchase Assistance Dog Test Purchase

Surveyor A A A A

Date 23/06/2022 23/06/2022 23/06/2022 23/06/2022

Time of boarding or start waiting 13:25 13:52 14:31 15:00

Origin location
Railway Station, Mount Pleasant Road rank Great Courtlands Railway Station, Vale Road rank Broomhill Bank School

Destination location Great Courtlands Bills Restaurant Broomhill Bank School Upper Grosvenor Road

Rank hire or Flag down? Rank hire Private hire Rank hire Private hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes

Yes, but could not be used (previously 

present for an earlier hire).

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted? 5 minutes

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?
20 minutes

If a Private Hire, was a meter fitted?

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 2

Was meter started only when the vehicle was ready to 

set off and not before?
Yes

Tarrif No.

Fare shown at start of journey

Extras on meter?

Fare shown on arrival at the destination

Was the meter stopped on arrival at the destination?

What was the fare charged? £9.00 £8.80 £8.80 £14.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes

Was the driver’s badge clearly displayed No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes

Was a taxi fares table visible

Other comments

No issues with taking an assistance dog.  

Driver was seen cleaning the car, round the 

corner from the drop off point.

No issues with carrying the assitance dog.  

Pre-booked hire fulfilled by a hackney 

carriage.

Whilst hackney carriages were available at 

the rank, one of those present was also 

present during a prior assistance dog hire.  

So waited until no prevously present 

vehicles were at the rank.  No issues with 

carrying assistance dog.

The fare was quoted at the time of booking.  

When the cost was queried, the person 

taking the booking stated that it was 

because it was during school run time, so 

the cost was higher.  The driver seemed 

unhappy about taking an assistance dog, 

but didn’t say anything.  



 

   
 

Tunbridge Wells Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper

Surveyor L I L L

Date 23/06/2022 23/06/2022 23/06/2022 23/06/2022

Time of boarding or start waiting 17:06 17:32 17:47 18:07

Origin location Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Pizza Express

Destination location Sussex Arms pub Sussex Arms pub Sussex Arms pub Pitcher & Piano

Rank hire or Flag down? Rank hire Rank hire Rank hire Private hire

If rank hire, was a Hackney Carriage immediately 

available?
No Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?
4 minutes

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted? 10 to 15 minutes

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?
16 minutes

If a Private Hire, was a meter fitted? Yes

If a Private Hire, with a meter, was the meter used? No

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes

Tarrif No. 1 1 1

Fare shown at start of journey £4.00 £4.00 £4.00

Extras on meter? No No No

Fare shown on arrival at the destination £4.80 £4.00 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes

What was the fare charged? £4.80 £4.00 £4.00 £5.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Car slightly dirty

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed
Badge hanging from mirror but facing away No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes No

Was a taxi fares table visible No No No No

Other comments Friendly, chatty driver. Taxi meter present but not switched on.  



 

   
 

Tunbridge Wells Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper

Surveyor I L I L

Date 23/06/2022 23/06/2022 23/06/2022 23/06/2022

Time of boarding or start waiting 18:13 18:38 20:24 20:21

Origin location Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Hotel Du Vin Railway Station, Mount Pleasant Road rank

Destination location Summervale Road Summervale Road Pantiles Sussex Arms pub

Rank hire or Flag down? Rank hire Rank hire Private hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted? No time quoted

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?
8 minutes

If a Private Hire, was a meter fitted? No  

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes

Tarrif No. 1 1 1

Fare shown at start of journey £4.00 £4.00 £4.00

Extras on meter? No No No

Fare shown on arrival at the destination £4.80 £4.80 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes

What was the fare charged? £4.80 £4.80 £5.00 £4.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed No No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes

Was a taxi fares table visible No No No

Other comments

Fare shown on driver's phone app at the 

start of the hire as £5.  This remained the 

same at destination and £5 was charged.  



 

   
 

Tunbridge Wells Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper

Surveyor L I L I

Date 23/06/2022 23/06/2022 23/06/2022 23/06/2022

Time of boarding or start waiting 20:36 20:53 20:57 21:18

Origin location Pizza Express Railway Station, Mount Pleasant Road rank Hotel Du Vin Railway Station, Mount Pleasant Road rank

Destination location Hotel Du Vin Summervale Road Sussex Arms pub Summervale Road

Rank hire or Flag down? Private hire Rank hire Private hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted? No time quoted 15 minutes

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?
6 minutes 10 minutes

If a Private Hire, was a meter fitted? No

If a Private Hire, with a meter, was the meter used? Private hire

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes

Tarrif No. 1 1

Fare shown at start of journey £4.00 £4.00

Extras on meter? No No

Fare shown on arrival at the destination 4.8 £4.80

Was the meter stopped on arrival at the destination? Yes Yes

What was the fare charged? £5.00 £4.80 £5.00 £4.80

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Could do with a clean inside. Good

Was the driver clean and tidy in appearance Yes Yes Casually dressed. Yes

Was the driver’s badge clearly displayed No No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes

Was a taxi fares table visible No No

Other comments Friendly driver.

Licensed vehicle plate was H325 on a green 

background.  The licensing authority could 

not be seen before the vehicle drove off.  



 

   
 

Tunbridge Wells Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper

Surveyor L L L L

Date 23/06/2022 25/06/2022 25/06/2022 25/06/2022

Time of boarding or start waiting 21:24 13:01 13:47 14:19

Origin location Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank

Destination location Summervale Road Sussex Arms pub Sussex Arms pub Sussex Arms pub

Rank hire or Flag down? Rank hire Rank hire Rank hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted?

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?

If a Private Hire, was a meter fitted?

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes Yes

Tarrif No. 1 1 1 1

Fare shown at start of journey £4.00 4 £4.00 £4.00

Extras on meter? No No No No

Fare shown on arrival at the destination £4.80 £4.00 £4.00 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes Yes

What was the fare charged? £4.80 £4.00 £4.00 £4.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed No No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes Yes

Was a taxi fares table visible No No No No

Other comments  



 

   
 

Tunbridge Wells Solo Mystery Shopper Solo Mystery Shopper Solo Mystery Shopper Wheelchair user test

Surveyor L L I L

Date 25/06/2022 25/06/2022 25/06/2022 25/06/2022

Time of boarding or start waiting 15:13 15:46 17:18 17:33

Origin location
Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank Railway Station, Mount Pleasant Road rank

Destination location Sussex Arms pub Sussex Arms pub Sussex Arms pub Sussex Arms pub

Rank hire or Flag down? Rank hire Rank hire Rank hire Rank hire

If rank hire, was a Hackney Carriage immediately 

available?
Yes Yes Yes Yes

If rank hire and no Hackneys immediately available, how 

long did the surveyor wait?

If flagged, when did the surveyor start trying to flag down 

a Hackney Carriage

If flagged, when did the surveyor stop trying to flag down 

a Hackney Carriage, either to give up or because one was 

hired.

If Private Hire, how long a wait was quoted?

If Private hire, how long a wait was actually experienced 

before the vehicle arrived?

If a Private Hire, was a meter fitted?

If a Private Hire, with a meter, was the meter used?

Licensed Vehicles Plate No. REDACTED REDACTED REDACTED REDACTED

Driver Badge No. REDACTED REDACTED REDACTED REDACTED

Number of passengers 1 1 1 1

Was meter started only when the vehicle was ready to 

set off and not before?
Yes Yes Yes Yes

Tarrif No. 1 1 1 1

Fare shown at start of journey £4.00 £4.00 £4.00 £4.00

Extras on meter? No No No No

Fare shown on arrival at the destination £4.00 £4.00 £4.00 £4.00

Was the meter stopped on arrival at the destination? Yes Yes Yes Yes

What was the fare charged? £4.00 £4.00 £4.00 £4.00

Did the driver repeat or confirm the destination Yes Yes Yes Yes

Did driver communicate in a way traveller could 

understand
Yes Yes Yes Yes

How good was the driver’s general level of 

communication (spoken English)
Good Good Good Good

Politeness of driver Good Good Good Good

What level of assistance was the assessor given when 

boarding & alighting the taxi (wheelchair, luggage, 

shopping etc)

Good Good Good Good

Assessment of the level of helpfulness of driver Good Good Good Good

Did the customer feel safe during the journey (if not why 

not?)
Yes Yes Yes Yes

Did the customer feel comfortable during the journey (if 

not why not?)
Yes Yes Yes Yes

Ease of boarding and alighting from the vehicle Good Good Good Good

Describe the driver’s standard of driving (eg considerate 

to other road users, appropriate speed etc)
Good Good Good Good

Cleanliness of taxi (general condition inside and outside 

– did the vehicle smell of cigarette smoke etc)
Good Good Good Good

Was the driver clean and tidy in appearance Yes Yes Yes Yes

Was the driver’s badge clearly displayed No No No No

Was the vehicle licence plate clearly displayed Yes Yes Yes Yes

Did the driver use mobile phone during journey (other 

than hands free)
No No No No

Was the taxi meter properly illuminated and clearly 

visible
Yes Yes Yes Yes

Was a taxi fares table visible No No No No

Other comments

Driver was helpful, opened door and put 

wheelchair in the boot.  


