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DRAFT 
Code of Conduct  

Hackney Carriage and Private Hire Drivers 
 
Hackney Carriage and Private Hire Drivers (referred to in this document as Drivers) are 
in a position of trust in respect of the safety and welfare of their passengers.  The 
Licensing Authority, through its licensing team and committees, have to ensure that all 
Drivers are ‘fit and proper’ to undertake their work as Drivers and that they also act as 
ambassadors for the district.  It is essential that the Council and Drivers work together 
in order to ensure members of the public are treated with dignity and respect, including 
reporting any concerns. 
 
On occasions, drivers may become aware of, or have suspicions that, their passengers 
may be the victim of abuse, neglect or exploitation either sexual or otherwise, or at risk 
of becoming a victim.  In addition, drivers themselves may be accused of misconduct or 
inappropriate behaviour through the misinterpretation of the driver’s actions or 
conversation. 
 
Therefore, Breckland Council is proposing to introduce this Code of Conduct which is 
aimed at providing the best possible service by protecting both passengers and drivers.  
This ensures that concerns, suspicions of abuse, neglect or exploitation can be 
reported appropriately and minimise the risk of misunderstandings.   
 
Drivers are expected to comply with this Code of Conduct.  Failure to do so may result 
in the driver being referred to the Licensing Appeals Committee to explain the 
circumstances surrounding any incident.  In the event of a repeated and/or serious 
failure to comply, drivers can expect that consideration will be given to the suspension 
or revocation of their licence. 
 
It should be noted that the code does not override any obligations that are enshrined in 
legislation, licence conditions or contractual obligations, such as County Council 
contracts. 
 
Drivers should: 

• Act in a professional manner at all times 
• Treat passengers and other road users with respect 
• Keep relationships with passengers on an appropriate, professional basis 
• Respect all individuals – regardless of age, disability, gender, sexual orientation, 

gender reassignment, religion/belief, language spoken, race or ethnicity 
 
And be aware of: 

• Safety and well-being of passengers must be paramount 
• The importance of the use of appropriate language 
• Be aware of the vulnerability of children and adults 
• Be aware of passengers with special needs 
• Any instruction given about the care or first aid requirements of a passenger 
• Personal beliefs and standards, including dress and religion 
• Passengers misreading situations 
• The use of social networking sites such as Facebook and Twitter.  These are 

public websites and therefore passengers conveyed may access a Driver’s site.  
Ensure you use the appropriate privacy settings to avoid passengers viewing your 
social media sites 
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Drivers should never: 
• Become over-friendly or unprofessional in any way with passengers or engage in 

any form of inappropriate relationship, infatuation or show favouritism  
• Inappropriately touch a passenger, unless in an emergency situation, or if 

required to do so because of the additional needs of the passenger 
• Administer medication unless a specific request has been made by the hirer 
• Photograph or video passengers in your care unless used in compliance with data 

protection legislation and any relevant codes of practice issued by the Home 
Office or Information Commissioner’s Office 

• Engage with passengers through social networking sites (such as Facebook and 
Twitter), instant messengers or any other online communication software such as 
mobile phone applications or video games 

• Phone or send text messages to passengers other than directly concerning the 
hiring of your vehicle 

• Swear, make personal/humiliating comments, or tell inappropriate jokes in person 
or by any other means e.g. social media 

• Offer or accept sweets, cigarettes or gifts of any sort 
• Stop anywhere other than the specified pick up/drop off points unless requested 

by the hirer 
• Show passengers videos or pictures on your mobile phone or any other electronic 

device 
 
Safeguarding: 
If a driver has concerns or suspects abuse, neglect or exploitation of a passenger then 
these should not be ignored.  If there are any suspicions or concerns about the way 
someone is being treated it is important to report this.  The safeguarding of children 
and vulnerable adults is everybody’s responsibility.  Remember that your information 
could help a vulnerable child or adult. 
 
If a driver is working under a Norfolk County Council contract then their documents and 
guidance procedures should be followed alongside any training received by the driver. 
 
Otherwise, the following procedures should be complied with in reporting any 
information or suspicions you may have of anyone being subject to abuse, neglect or 
exploitation: 
 
Action to be taken if you have concerns: 

• If your concerns are of an urgent matter or you believe that a crime has been 
committed and there is an immediate risk of danger, telephone the police on 999 
or 112 

 
• If you are suspicious or are concerned that a child or an adult is suffering or is 

likely to suffer significant harm, including any form of mistreatment, abuse, 
neglect or exploitation but it is not of an urgent matter, please call Breckland 
Council Licensing Team on 01362 656876. 

 
• If you would prefer to speak to the police on a non-urgent matter then call them 

on 101 and follow the directions for Norfolk Constabulary. 


