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[bookmark: _Toc534974450]1.0 Executive Summary 

This report discusses the important skills required for a taxi driver to hold. It outlines the benefits of those skills for both, the employee (taxi driver) and the employer (taxi firm).


[bookmark: _Toc534974451]2.0 Terms of Reference

This report has been requested by Laura James of University of Wales Trinity Saint Davids. Submitted 11-1-2019


[bookmark: _Toc534974452]3.0 Procedure

To compile this report, maximum effort has been put in. Major resources were used to interpret all findings to simple understandings. Resources that were used at writer’s disposal are academic books, online journals, online UWTSD library and internet (world wide web).


[bookmark: _Toc534974453]4.0 Introduction

This report explains the duties of a taxi driver, the employability skills they require and the benefits of those skills. The aim is to find how interpersonal skills, negotiation skills, time management skills and networking skills help play the role of good employee and employer.
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4.1 Taxi Driver’s Job Description

The duties of a taxi driver (TD) are to pick up customer(s) from point A and transfer them safely to their destination, point B as quickly as possible. Taxis are an important and integral part of a city’s transport system. There are few things required by law in order to become a taxi driver in the UK. They are; the individual in question must hold a full UK driving licence. TD must hold another important document call the CRB (Criminal Records Bureau). This is checked by the Disclosure & Barring Services (DBS) to ensure drivers are safe to work in an environment sometimes involving vulnerable people. This check is necessary as it gives clear view of driver’s convictions/criminal records/history, if any. The depth and seriousness of conviction(s) depends on issue or decline of licence application. Furthermore, drivers must sit and pass all obligatory test/assessments in order to attain taxi licence from the local licencing authority (LLA). Intercommunication skills, negotiation skills and time management skills are tested through oral/written test conducted by the LLA (Cardiff Council, 2018).                                                                                                                                   TD’s are self-employed usually working for a company at the time suites the driver best. It is flexible and working hours are designed by the driver. However, the driver is responsible for filling in tax returns and paying National Insurance contributions.



[bookmark: _Toc534974455]

4.2 Typical duties for a TD may include                                                                                                         

-Taking job requests via radio or on-board computer (private hire). Or simply picking up waving customers from the street (hackney).                                                                                                                                                    -Picking up passengers and delivering them to their destinations.                                                            -Assisting passengers with any luggage or belongings they may have.                                                    -Calculating fares and taking payments.                                                                                                    -Keeping their vehicle safe, clean and roadworthy. There are two main types of taxi a driver can drive. Hackney carriage (known as black cabs) or a private hire vehicle. Drivers can be employed and work for a company or be self-employed (Reed, 2018).

Majority of taxi drivers are self-employed. The role of the employer is controlled by the Local Licensing Authority (LLA) who provide licence for the drivers. The role of the employer may also be provided by the local Taxi Firm (TF) that holds an operating licence issued by LLA (Cardiff Council, 2015).


[bookmark: _Toc534974456]5.0 Findings



[bookmark: _Toc534974457]5.1 What are Employability skills?


Employability skills are those skills necessary for gaining, keeping and being successful in a job. They are the skills and attitudes that enable employees to get along with their colleagues, to make critical decisions, solve problems, develop respect and ultimately become strong ambassadors for the organisation. An individual looking to work in taxi/chauffer industry must acquire good Interpersonal Communication skills, Negotiation skills, Time management skills and good Networking skills.
A simple definition of Communication is the act of transferring information from one person to another. Being able to communicate effectively is the most important of all life skills. It is what enables one to pass information to others as well as to understand the message received.


There are various categories of communication and more than one may occur at any time. The different categories of communication, these are according to Maund, Schriek and Tinkler (2017):

· Spoken/Verbal Communication is the most common ways individual communicate with another. Mediums used to express these include face-to-face consultations/discussions, telephone, radio or television communication. 
· Non-Verbal Communication include body language, gestures, dress sense and smell. Eye contact, posture and para- language; other than speech voice of tone, pitch and speed of speaking.
· Written Communication is another important and most common ways communication takes place. These include letters by mail, jotted notes, e-mails, magazines, books and Internet.
· Visual communication is used to get point across easily. They are non-verbal facial expressions and body language. Alternative visual contact includes informative graphs and charts, maps, logos, animations or virtual communication (Skills you need, 2018).                                                        Other medium used to do this may include video, PowerPoint demonstration, pictures, handouts, flipcharts/digital media, discussions and physical examples.

Albert Mehrabian (1981) claims the largest way a person receives messages is through visual communication. (Diagram 5.1) 







[bookmark: _Toc534974458]Diagram 5.1 Communications result table
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[bookmark: _Toc534974460]5.2 Employability Skills required for a taxi driver. 

[bookmark: _Hlk534749859]One of the most important skills an employee (TD) and the employer (TF) is required to have is Interpersonal communication skills. This is essential for this job as it requires a variety of skills to overcome any obstacle in employment. Interpersonal communication skills are fundamental to get your point across clearly and concisely to the listener/audience. (Diagram 5.2) Both the employee and employer benefit from these skills as they help improve oneself and their customer relations. Other benefit in having good communication skills is it reduces mistakes and misunderstandings. Good communications lead to a good job satisfaction. Every individual has their own communications level. Individuals come from different walks of life. All are equipped with their own differences and the skills they carry differs. Some may bring cultural skills which they put forward in their employment. Above all having people skills are crucial. These include active listening, expressing one-self well, good judgement, alertness and having patience.



[bookmark: _Toc534974461]Diagram 5.2 Model of communication
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[bookmark: _Toc534974462]5.2.1 Language and Literature Skills

[bookmark: _Hlk534938959]All drivers must have satisfactory/good language and literature skills. An individual must have adequate if not excellent verbal, written communication skills. These skills not only help the TD but are very important in getting point across. Good literature skills will enable the driver to be fluent and clear in communication. In this industry, the ability to speak and understand several languages is helpful, but not required (Study.com, 2018). Knowledge and awareness of local geography and map-reading skills are extremely important and essential for both TD and TF. These skills are tested during assessment tests by the LLA (Cardiff Council, 2015). 
The LLA monitors taxi licence holders from time to time making sure they comply with the rules and regulation of roads/traffic acts. This is carried out annually at the time of renewal of licence. Any new convictions must be reported without delay by driver/firm holding a valid licence. Depending on the nature of conviction, the licence may be suspended or revoked by LLA. The driver requires to read all literature provided by the LLA in order to comply to rules and regulations (Cardiff council, 2015).




[bookmark: _Toc534974463]5.2.2 Maths Skills

Basic maths skills are crucial due to TD’s responsibility to handle customer fares. Knowledge of basic maths is important as driver is required to charge/give right change back to customers. This skill is equally important for the company management team as they need to collect weekly radio money, pay bills on time, pay for any repairs to vehicles, licencing, plating, book keeping, business tax returns and any other business expenses. 

[bookmark: _Toc534974464]
5.2.3 Observation Skills

[bookmark: _Hlk534939337]Knowledge and awareness of local geography and map-reading skills are extremely important and essential for both TD and TF. These skills are tested during assessment tests by the LLA (Cardiff Council, 2015), (Vale of Glamorgan, 2018).                                                                                                                                 It is highly desirable for drivers to increase their knowledge of the surroundings for ease of work and awareness of different routes in case of any diversions. These skills help save journey time. 


[bookmark: _Toc534974465]
5.2.4 Listening Skills

Active listening is the key to accurately understand what another person is saying. Effective listeners first understand the perspective of the speaker before making judgement. This advanced developmental skill requires listeners to attempt to ‘get in the shoes’ of the speaker and see issues through their eyes before responding (Maund, 2017). 
Driver is expected to listen carefully to the customer’s requests, for surrounding sounds/noise and any radio transmissions. Sounds could include emergency vehicles on the road; police, ambulance, fire engines. Listening out can avoid accidents/incidents.











[bookmark: _Toc534974466]5.2.5 Judgement and Awareness Skills

Drivers must have patience. It is also very important as they accommodate different types of people. Drivers are required to maintain peace and calm in difficult situations. This in its self is a skill and may help avoid any hassle. Staying alert is as important as listening well. This skill will benefit the driver to understand and handle any situation well. In this industry, customers come from different walks of life. It pays to be good listener and having patience. The driver’s patience is constantly tested. Service provider (driver) must make judgement about passengers from their intercommunication skills they display. All judgements require observation. The driver will need to ask themselves the following questions before a making any judgment. How passengers behave; what their body language says; Do they display any threats? The mood they are in; will they pay for fares; can they be trusted? And are they happy with service provided to them? 

Being on the road requires constant focus on all your surroundings. The advantages of staying alert are employee learns to multitask and avoid hazardous situation. Being kind and empathetic towards customers is important and is also known as pairing statement. (Maund, 2017). 



[bookmark: _Toc534974467]5.2.6 IT and Technology Skills

Having knowledge of information technology is a major advantage for the employee as well as the employer. Technology is at the heart of all organisations. Maund (2017) suggests technology can significantly improve team efficiency and improve productivity. 
It is essential to have this skill, it will enable driver to work efficiently and have ease of access to pick up and drop off addresses. Journey details will be displayed on a data head provided by TF. With newer mobile systems drivers can log on and access the system from anywhere even when on break to accept/reject and bid for fares. Having skills to use such devise will make the driver no longer car bound as it was few years ago.
The TF has a greater role to play as they monitor several vehicles on the road at the same time. The ability to use IT skills efficiently will help achieve their business goals. Using high tech equipment, jobs can be easily and rapidly dispatched. It is an efficient way of controlling job distribution as well as the drivers on the road. Although radio transmission is still widely used, companies are using technology such as mobile phones with company apps to dispatch jobs. Radios are still a good way for the TD to communicate with the job dispatcher to ask necessary questions such as fare prices, directions and/or special requirements from the customer. Being able to use such devise is not only convenient for the driver but it is also safe for both the driver and the customer. 
[bookmark: _Hlk533850742]Another useful tech is GPS (Global Positioning System) which uses satellite to orbit earth to send information to GPS receivers on ground. This information helps determine one’s location. It benefits both the employer and employee as a digital map can be seen, accessed and followed. This will show exact location of vehicle with accurate measurements and tracking position at all time. This will allow journeys to be tracked for the routes used and the duration of fare time/date recorded, making the journeys safer. 

[bookmark: _Toc534974468]5.2.7 Negotiation Skills

Negotiation is to reach an agreement to participate in an activity that will result in mutual benefits. Negotiation skills in this industry is as important as communication skills. Preparation is responsible for 90% of negotiating success (Wins, 2017).
It requires the employee to plan and prepare oneself for difficult situations. Driver should have the ability to think clearly and rapidly under pressure. The ability to express thoughts verbally and should have the ability to persuade others. Have a good judgement of situation. They need to be able to make good decisions and to analyse the problem in the interests of both parties. 
Example of a situation could be difficult customer not willing to pay a set fare. The driver will then have to negotiate a price with the customer where the driver does not lose out in their income and the customer is also happy. For the driver to be able to negotiate well with customers, the listening skill is highly required. Another example may be the driver will discuss the route and fee before the journey in order to avoid any conflict or confusion later with the customer. Occasionally drivers will have to deal with drunk, distressed or aggressive passengers. In all cases the driver must show patience.  Emotion is another skill driver’s must be able to control. Allowing emotions to take control can worsen the situation. Instead analyse the problem and the situation then make judgement according to the circumstances (Crimson Business Ltd, 2015).      


[bookmark: _Toc534974469]5.2.8 Networking Skills

Networking skills is when individual/company/organisation interacts with others to exchange information and develop professional or personal contacts. The skills required for networking is negotiating/bargaining. Business networking is a really good way to expand one’s knowledge, experiences and learn from the success of others. It’s an effective way to make new clients and tell others about your business. 
Taxi drivers are on the road all the time, meeting a wide range of people. All with different personalities and backgrounds. It is a perfect environment to network. Many if not all opportunities are there to network with others. A strong and active business network has advantages which can make a business grow and flourish.                                                               
Good networking results in opportunities. It can improve future and career prospects. Most important type of networking is face to face visual contact with others. It is important to start small and local. All taxi drivers will benefit from networking with local businesses such as retail outlets, food outlets, local places of businesses and the trade customers they carry. General meet and greet with retail staff will not only build confidence for the driver but also the local people. TD may make few new friends and broaden their networking circles. There is nothing greater than word of mouth networking. Drivers exchanging business cards with local businesses will benefit both the employee as well as the employer. Writing down details and date of last meeting will provide a recall system which the driver/firm can use at their disposal. This will help bring in new customers (Duncan, 2016).                                                                                                                                    The TF will benefit highly from networking with professional bodies/organisations. For example, local newspaper, placing an advertisement where customers get a discount when they use the service. 

Taxi firm holding/attending professional association events, conferences community related causes will help local businesses to attend and explore new endeavour. This will benefit both parties and will see a growth in network strategies. The employer gets to know local/regular customers and receive good rating for service provided

Other advantages are the firm may build on existing contacts and radiate outwards. Some benefits are existing customers will spread the word of mouth. Taxi drivers/firm may exchange information with local businesses and tradesmen. The firm may come to negotiations with local businesses where both parties help each other promoting their businesses. For example, if when asked by a customer for restaurant recommendations, the driver may propose a certain restaurant. The restaurant may in return use the taxi firm for their customers, providing mutual benefit. 


[bookmark: _Toc534974470]5.2.9 Time Management Skills

Taxi industry is one of many industries which require strict time maintenance for its success. As the industries main object is to transport people and manage jobs within specific time period, the driver must manage time with ease allowing travelling time from and to a destination. Some passengers may be following strict schedule therefore need to be on time to a certain place.  For example, a passenger must catch a flight on time. It is then the driver’s duty to get the passengers to the airport in time for their flight given the customer booked the taxi in advance. The driver should be aware of alternative routes should there be traffic of any sort on the road, to avoid any inconveniences. The employer displays time management skills at the time of booking, allowing travelling time to the airport.  
[bookmark: _Hlk534756366]Successful Time management is about using time judiciously.  Stephen R. Covey (1989) has highlighted the significance of time management as ‘Put First Things First’ which is one of the habits in his book, The 7 Habits of Highly Effective People. 
As most taxi drivers are self-employed, they work according to their own time schedule. To overcome procrastination and boredom, TD needs to build a work schedule according to peak and off-peak periods in the day/night. They may avoid high traffic times; take regular comfort breaks; work during higher tariff periods and/or unsociable hours when there may be less colleagues on the road. Time management Matrix can help achieve this. (Diagram 5.3) 
Setting smart goals is another important skill for time management. Goals can be set at weekly/monthly/annually bases. Such goals can be to earn certain income within a set time. The driver may put in more/less hours to meet the target. Every week/month target may be different. To help schedule these goals, driver may keep a diary in paper/electronic form. This can also be used to set reminders for important appointments/meetings/school runs/events or advanced bookings.
Being on the road for too long will affect individual’s attention and focus. Therefore, it is wise to build strategies to work in shifts consisting of 2-3 hours at a time. 
SMART is a useful way to analyse one’s performance to check if target was met and how to improve. Smart goals can also be used to set company targets, analyse and reflect on the outcomes. A diary is a very important tool which can be used to schedule things. Such things for the TF maybe desk operator shift; driver shifts; repairs; meetings; book keeping; accounts and bookings. A strategy to staying on top of things and eliminating procrastination. Rescheduling may be done if targets are not met (RAO, M.S., 2014). 



[bookmark: _Toc534974471]Diagram 5.3 Time Matrix
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[bookmark: _Toc534974472]6.0 Conclusion  

Research shows more than one type of skills are required by the employee (TD) to fulfil their role with a positive outcome to the industry. The most important skills TD should hold are having good verbal communication skills. Observation skills to make correct judgment. The ability to control a situation and express themselves in a calm manner thus being assertive and coming to positive negotiations with others. 
Every personal has their own communication levels. Individuals come from different walks of life. All are equipped with their own differences and skills they carry will differ from person to person. Some will have more skills than others. Some may bring cultural skills which they put forward in their employment. Above all having people skills are crucial. These are being good at listening. Fluent verbal speech, non-verbal skills such as positive and friendly body language and well appearance all play important role in the success. They help tackle most barriers of communications. Positive attitude of TD gives the receiver (customer) sense of ease travelling in the vehicle. TD must stay alert at all time on road for safety. Time management skills are equally, if not more important as this industry demands and thrives on punctuality of the employees. Good time keeping may increase popularity as well as earn good name for the business (employer-TF).
[bookmark: _Hlk534751644]All the intercommunication skills listed in this report are necessary as they go hand in hand with a person’s ability to display their skills. They employer benefits from attaining these skills as they are vital to run a business. These skills will help the employer and employee working well together and causing lesser misunderstandings, proving prosperous growth. Both TD and TF must stay positive and give 100% effort for the success for both the industry and individuals.

All the skills outlined benefits both the employee and the employer. Both may achieve good name and positive business. Employers should be open to any complaints/suggestion from customer/driver/local council. This will benefit the firm and improve in services they provide. These can be in a form of a short survey/feedback. Employers holding these skills will demonstrate they can help improve customer/employee satisfaction which will lead to business improvement and even expansion.
customer service skills, alertness and observation are other skill highly important to this trade. Among these 








[bookmark: _Toc534974473]7.0 Recommendation


Individual’s lacking skills may use action plan/set targets to achieve skills using SMART goals (Morgan, 2017).                                               
In addition, time Management Matrix is a simple and effective tool which can be used to manage time, prioritising tasks and eliminating procrastination (Stephen R. Covey, 1989)
Constantly developing skills will improve time management and negotiating skills which will increase one’s experiences. All experiences can be self-analysed using Kolb’s test (1984) to reflect and ponder how to improve if similar experience was carried out again.
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