Contract for the Provision of an Inter -Trust Taxi Contract 
Document No 3
Service Specification

1. Parties to Contract

The parties to Contract shall include the Contractor and the following NHS Trusts, which together will be described hereinafter as the Trusts:- The Newcastle Upon Tyne Hospitals NHS Foundation Trust and The Northumberland, Tyne & Wear NHS Foundation Trust.
2. Period of Contract 

The Contract period will commence 1st September 2015 and run for 36 months, to expire 31st August 2018. There is an option to extend by a further 24 month period, subject to satisfactory performance of contract KPI’s and agreement of both parties. If a further 24 month period is awarded this may be cancelled with 6 months’ notice should performance of contract not meet expected requirements.
.
3. Provision of Service

The Contractor is required to provide a Taxi service for the conveyance of staff, patients and goods, see Appendix A: Definition and Classification of Goods for examples of goods, for both routine and ad hoc requirements which may require vehicles of variant size and specification. The taxi ‘fleet’ is to meet the requirements outlined in Appendix B: Vehicle Requirements as a minimum.
4. Service Requirement

4.1
Staff


The conveyance of NHS staff to or from a designated collection and designated pick up point only with postcodes provided for all destinations. This may also include a requirement for taxis to wait and return or include multiple destinations within one journey. Taxi usage will include travel both within and outside the Newcastle upon Tyne City Council district boundary.

4.2
Patients


The authorised conveyance of patients to or from the Trusts’ premises to their place of residence both accompanied and unaccompanied with postcodes provided for all destination, or from one NHS site to another as and when required. This may also include a requirement for taxis to wait and return or include multiple destinations within one journey. This will include travel both within and outside the Newcastle upon Tyne City Council district boundary.
4.3
Goods


The authorised conveyance of goods from one location to another with postcodes provided for all destinations on a routine or ad-hoc basis. An example of goods and specific requirements can be found in Appendix A: Definition and Classification of Goods with some goods of high value, or high clinical requirement where time factors are essential in ensuring patients clinical needs are met. Where Medical / Pathological specimens or drugs are conveyed the vehicles driver will be required to provide their name and identification at the designated collection / drop off points. In all instances the Trusts will ensure goods are packaged correctly and can be carried within ADR guidelines. The contractor is responsible for ensuring the vehicle is able to transport good safely and securely.
The contract will incorporate the transportation of up to 2 items of a size determined as small, medium or large with the contractor to determine the category of vehicle required to meet the booking. For quantities greater than this the contractor may levy an additional charge – see Appendix C: Price Schedule.       
5.
Operation of Service

5.1
The services shall be of the quality described and equal in all respects to the specification which forms part of the Contract or is otherwise relevant for the purposes of this Contract. 
5.2
The Trusts will provide the Contractor at the commencement of the contract with details of the duly authorised officer(s) and their contact details and ensure the list of authorising officers is maintained and communicated in a timely manner. No journey shall be made other than in pursuance of a request issued by a duly authorised officer of the Trusts or through the agreed booking systems used by the Trusts. 

5.3
All requests will be recorded electronically and a Journey Reference Number allocated for each journey with the provider able to accept bookings via website interface, mutually agreed software and telephone.

5.4
The Trusts will not accept responsibility for the cost of journeys cancelled or delivered booked outside of the agreed processes or by staff other than Authorised Officers.

5.5 The Contractor shall, in the event of a breakdown or accident of a vehicle allocated for a journey to be undertaken on behalf of the Trusts, supply an equivalent replacement vehicle at no additional cost and as a high priority. If no equivalent replacement vehicle is available at the time the journey is required, the Trusts will be entitled to find alternative solutions and the cost of such journeys will be met by the Contractor.

5.6 The Contractor will be required to provide vehicles to meet the full requirements of the contract and details of vehicle requirements are available in Appendix B: Vehicle Requirements. In addition to this and upon commencement of the contract wheelchair accessible vehicles must be provided to provide to meet requirements for side and read loadings with all accessible vehicles holding EC Certification of Conformity. Where the Contractor is unable to satisfy all requests for wheelchair accessible vehicles, the Contractor may and is expected to sub-contract the work at no additional cost to the Trusts. When such arrangements are used the Contractor must ensure that any sub-contracted vehicles are also in possession of an EC Certificate of Conformity and drivers are trained and knowledgeable in the use of equipment required to transport wheelchair users. At any time when a sub-contracted vehicle is used, the Contractor must notify the Trust making the booking of the sub-contract arrangements and be able to provide copies of relevant insurance certification, licences and EC Certification of Conformity if required by the Trusts.
5.7 All vehicles will be assigned a category, see Appendix B: Vehicle Requirements and in all cases the contractor shall ensure that the correct category of vehicle is assigned to the requirements of the booking. The contractor shall bare the cost where a journey is delivered with a vehicle in a higher category that is necessary to meet the journey requirements. 
5.8 The Contractor is required to be able to accept bookings from the Trusts in a format used by the Trusts, i.e. use of compatible software / web hosting applications for e-booking and shall not limit the Trusts to any specific IT booking systems in order to meet the requirements of the contract. 
5.9 The Contractor is in all cases where advance bookings (i.e. more than 24 hours) have been submitted for journeys ensure that vehicles arrive within 5 minutes of collection time.
5.10 The Contractor shall, as a requirement of the service endeavour to support the Trusts in efficient use of taxis and efforts to minimise costs. The Contractor must be supportive of rationalising journeys and avoidance of duplicated journeys and cooperate with the Trusts to minimise journeys of this type.

6.
Quality of Service
6.1
All vehicles used in conjunction with the contract shall at all times be maintained in a safe roadworthy and clean condition and free from unpleasant odours.
6.2
Drivers employed to carry out the contract shall be at all times clean and smart in appearance, identification and the contractor should have in place and provide to the Trust a uniform policy outlining the Contractor requirements for driver appearance.  In all instances, drivers must have due regard to the safety of their passengers and at all times shall moderate their driving so as not to cause passengers unnecessary distress by travelling at excessive speeds or taking undue risks. Drivers should always take the most direct route from pick-up point to destination and offer explanation and rationale to any passengers if the route they are taking is not the most direct. 

6.3
The use of mobile phones by drivers should only be conducted through Bluetooth and only if absolutely necessary, i.e. business only. Personal calls should not be conducted by drivers when passengers are present unless in an emergency. The use of any other IT equipment (e.g. iPad’s etc) whist driving is not acceptable. The use of two-way radios is permissible where necessary.
6.4
Smoking is not permitted at any time either in the vehicles or on land owned by the Trust in line with Trust Policy and this includes use of e-cigarettes.

6.5 Drivers of vehicles undertaking journeys in connection with the contract must not pick up or put down passengers, including patients, at other than the collection and destination points specified by the Authorised Officer / Booking System. Any requests from the passenger to collect, drop-off or deviate from the pre-booked route should be recorded and reported to the Trusts on a monthly basis.

6.6 When undertaking journeys in connection with the contract vehicles shall not at any time pick up other non-contract passengers, fare paying or otherwise on the same journey. Any collection of other passengers at the start or as part of the journey should only be done if booked or in the event of a request from an Authorising Officer / Booking System amendment. 
6.7 When a vehicle is requested to collect a passenger or goods from an unfamiliar area, it is the Contractor’s responsibility to ensure that the driver has adequate information regarding the location before the journey takes place. If necessary the Contractor should supply appropriate maps or street directories. Any instance where in spite of appropriate planning it is not possible to locate the person or goods to be conveyed the driver must report the fact to the Authorising Officer immediately before leaving the area so that new instructions may be given. 


All vehicles should be fitted with or have access to information which supports way-finding in the most effective manner. All drivers should have a broad knowledge of the area to ensure the destination can be reached without the assistance of the passenger.
6.8
In all instances where a vehicle is delayed as a result of accident, traffic or breakdown prior to collection and which is likely to mean delay in arrival of more than 15 minutes, the Contractor should notify the Authorising Officer or passenger of the delay in order to keep the user informed. 
7.
Cancelled Journeys

7.1
The Contractor is able to set charges for cancellation of taxis within the Offer Schedule and in line with the table below. There is a requirement that this is limited to the cost of the first mile only within a radius of 0-1.9 miles of the originating point. In the event a taxi is ordered or in the case of a “Regular Journey” is not cancelled only to find it is not required after dispatch or on arrival at the designated collection point the contractor may set charges for cancellation. If, however the car is not required for reasons attributable to the Contractor i.e. delay in meeting booked request for car where evidence exists this has been followed up, no payment will be made.

7.2
The Contractor must supply cancelled vehicle charges to the full value of the fare at the contracted mileage rate, inclusive of first mile where a vehicle has reached its destination and /or collection point for the vehicle type within each category, see Appendix B: Vehicle Requirements. The contractor shall in all instances advise of the reason journey is cancelled to the Authorising Officer and should not depart until the Authorising Officer has agreed the journey can be cancelled.

7.3
The contractor is to provide details of the cost of cancellation of any vehicle, prior to reaching destination in the mileage bands as demonstrated the table format shown in Figure 1 (Cancellation charges table) against vehicle type within each category. The cancellation charges are to be included within Appendix C: Price Schedule and be applied for each vehicle category as defined within Appendix B: Vehicle Requirements. 
7.4
A taxi may apply cancellation charges only after a period of 5 minutes has elapsed following announced arrival or in the event of arrival at destination the passenger is not available and only following Authorising Officer approval.
	
	Category of Vehicle
	Class A
	Class B
	Class C
	Class D
	Class E

	Charges for
Cancellation*
	

	Before dispatch
	From point
of origin

(including 1st mile)
	
	
	
	
	

	Up to 1.9 miles  
	
	
	
	
	
	

	2 – 5 miles 
	
	
	
	
	
	

	5.1 – 10 miles
	
	
	
	
	
	

	10.1 – 15 miles
	
	
	
	
	
	

	15.1 – 20 miles
	
	
	
	
	
	

	20.1 miles +
	
	
	
	
	
	



(Figure 1 – cancellation charges table)

* Cancellation charges will be miles travelled by vehicle from originating point where vehicle 
accepts booking to location of vehicle at point of cancellation. The charges are to reflect 
mileage of vehicle from originating point of vehicle to location of vehicle at point of 
cancellation. The Trusts reserve the right to request vehicle tracking data to verify start and 
end points of journeys where cancellation charges are applied. Charges are to be inclusive of 
first mile rate.  

8.
Confidentiality

8.1
Contractors are reminded of the absolute necessity for maintaining in strict confidence any information or knowledge which may come into their possession relating to the NHS, any of its staff and/or patients under this contract. It is the Contractor’s responsibility to ensure that their employees who may be engaged on any part of the Contract are fully informed and aware of this clause. All drivers employed or operating services as part of this contact will be required to complete and sign Appendix E: Non-Trust Staff Confidentiality Agreement. The Contractor should retain the original of this agreement and be able to provide to Trusts on request.
8.2
Please refer to all requirements of confidentiality in line with information within the NHS Terms and Conditions for the Supply of Services (copy available on request) and in line with Trust Policies (copies available on request). The Contractor will be expected to achieve compliance for data handling through the NHS 
Connecting for Health Information Governance Toolkit.

9.
Journey Authorisation

9.1
The Contractor must act on and accept all journeys booked through any agreed online booking platforms where the following information is available:


a)
 Date of journey


b) Time of journey


c) Booking Reference


d) Name of person / contact booking is for


e) Clear instructions of journey start and end points (including any stops en-route)

9.2
The Contractor must in all cases accept bookings verbally only if a high priority or in the event of a failure of electronic booking systems. All verbal bookings should be recorded and verbal instructions from authorised officers followed, and if there is any doubt, must raise the matter of authority after the work had been carried out. The procedure for ordering of taxis will be notified to the successful Contractor by the Trusts.

9.3
No journey should be undertaken without a booking reference on account. 

10.
Complaints

10.1
The Contractor will inform the ‘Authorised Officer’ as soon a practically possible by phone and in writing within 24 hours of being made aware, of any case where in their opinion transport has been or is being provided without proper authority. The Contractor will also bring to the notice of the ‘Authorised Officer’ in writing any complaint which he/they may have become aware in respect of either party to this Contract.

10.2
Any complaints to the Contractor from the Trust regarding service or elements of service being provided will be submitted on Appendix D: Complaints Form, which must be acknowledged in writing within 1 working day of receipt and must be replied to within 10 working days of acknowledged receipt. Failure to reply in writing with response within timescales to the complaint will incur a penalty charge of £20 for each additional working day the response is not received, where all required information has been provided by the Trust to ensure a full response can be provided by the Contractor. 

10.3
Penalty charges for delay of response to complaints will be withheld from the next available invoice and charges will continue until the complaint is responded to in writing and to the satisfaction of the Trusts Authorised Officer. 
10.4
In order to facilitate the investigation of complaints from service users the Contractor must be able to provide upon request on the Complaints Form or as an appendage written details of each individual journey (which may include tracking system data) or conflict during bookings (which may include recorded telephone call transcripts) a full auditable process to support actions.

10.5
The Contractor must nominate a specific member of staff from his own team to deal specifically with complaints.

10.6
Any instance of reported phone use for personal calls or other IT equipment in use whilst the vehicle is carrying out a journey will be reported to the Contractor and the Trusts will require a report full investigative report.
10.7
In the event the Contractor reports an incident or makes a complaint with regard to any passengers, including staff the Trusts should be informed in writing of the booking reference and provided full details of any incident or complaint to the Authorising Officer. The Trust will acknowledge receipt of complaint within 1 working day and provide a response within 10 working days. The Trusts will investigate any complaint from the Contractor where passenger behaviour or usage of the service is deemed inappropriate or unsuitable.
11.
Transport of Specimens, Bloods, Drugs and Surgical Instruments
11.1
Laboratory specimens will be packed by the sender in accordance with UN Packaging requirements (UN650). The packages should not be opened under any circumstance within the vehicle and in the event of any leakage, the driver should report this to the Authorising Officer and return to the sender or if nearer continue to their destination and report the leakage to the Authorised Officer, who will provide assistance with disinfection. If the vehicle breaks down or is involved in an accident the sending Authorised Officer must be informed without delay. No one should handle the package until advice has been sought from the laboratory. Specimens should be refused if not correctly packaged, the Authorising Officer is to be informed and the journey recorded as cancelled.  
11.2
Blood product for transportation will be packaged by the Transfusion Centre or Trusts in accordance with the latest guidelines. The packages should not be opened within the vehicle. The packages must always be handed to a member of Trust staff at the delivery point and NEVER left unattended at any time. If the vehicle breaks down or is involved in an accident, the sending Authorised Officer must be informed immediately and advice taken from them on how to proceed. In no event should anyone be allowed to touch or open the package until advice has been sought. Blood should be refused if not correctly packaged, the Authorising Officer is to be informed and the journey recorded as cancelled.  

11.3
Drugs will be packaged in a secure, sealed container and labelled appropriately. In most cases, as drugs are controlled collection and delivery will be Pharmacy to Pharmacy and may require signature and name from driver at point of collection and delivery. There may be a requirement for additional Trust paperwork to be completed. The driver should at all times have identification in line with points 4.3 and 6.2. Drugs should be refused if not correctly packaged, the Authorising Officer is to be informed and the journey recorded as cancelled. 

11.4
Surgical Instruments are always packaged in a sterile and secure tray which is triple wrapped in sterile drapes. The tray may be placed in a plastic carrier bag to aid moving and handling but is not essential. Surgical Instruments should be refused if not correctly packaged, the Authorising Officer is to be informed and the journey recorded as cancelled. 

11.5
In the event of any spillage, the Contactor is to specify a minimum ‘soiling charge’ within Appendix C: Price Schedule. 

11.6
The Trusts will apply a minimum charge of £250 in the event of damage, loss or delays which may render the item unusable. A full investigation will be conducted by the Trusts with Contractor cooperation to establish root cause and liability. Further action including consequential loss and termination of contract may ensue.     

12.
Telephones

12.1 The Contractor will be required to provide as part of the contract and where appropriate telephones for use as a ‘Freephone Number’ in areas of the Trusts for use by patients, visitors and staff. The Trusts will provide a list of departments, locations and numbers of phones per location in consideration of any free phone or advertising arrangement. 


The type of telephone and location of telephone will be subject to Trust agreement and the installation of any dedicated phone lines and subsequent line rental is to be met by the Contractor. The Trusts IT Department are to be included in any telephone installation projects and the Trust will support ‘caller ID’ to assist the Contractor where required. 
12.2
The Contractor is to maintain a record of all private bookings made from the free phones and or online booking system. The contractor should specify a percentage or set value which would be credited to the Trust on a monthly basis for any private business accrued through systems based within the Trust and through supported systems.
 

13.
Advertising 

13.1 With the Trusts prior approval, the Contractor may display notices promoting their taxi service in association with each free phone and any Trust payphones. Notices will however be to the standards required by the Trusts so will require prior approval and will be fitted only by Trust Estates personnel where any fixtures or fitting are required. Notices must be maintained in a neat and tidy condition at all times. The Trusts shall have the right to remove any sign or notice that does not meet the standards required by the Trust. Hand written notices will not be accepted under any circumstances.
13.2 The Trusts will endeavour to remove unauthorised notices advertising other taxi services 
which may appear from time to time, but accepts no responsibility for any loss of business 
which may occur from the display of such notices.

13.3 The Contract does not give the Contractor sole rights to advertising taxi services within the Trust, however, the Trusts will not enter into any agreements to produce printed advertising matter directly with other taxi contractors as part of this contract but advertising for taxi services may exist or be negotiated by advertising agencies as part of an agreement to produce displays, brochures leaflets etc.
13.4 The Contractor will be provided opportunity to advertise and participate in Trust promotional activities and will have the opportunity to provide branded materials, subject to Trust approval at the expense of the Contractor. Opportunity will also be available to jointly advertise with the Trust with a requirement from the Contractor to make fair and agreed contribution to costs. 
14.
General

14.1
The service provided under this Contract does not extend to patients’ relatives, the general public, or any other person(s) except when requested by the Trusts’ authorised officer.  Neither does the Contract provide the Contractor with exclusive rights at the Trusts’ premises.

15.
Road Traffic Act 
15.1
The Contractor must ensure that all aspects of current Road Traffic Act Regulations are adhered to at all times. The Contractor must ensure that any accessible vehicles also hold the EC Certification of Conformity.
16.
Licences and Insurance and Duty of Care 

16.1
The Contractor shall be licensed in accordance with Section 55 of the Local Government (Miscellaneous Provisions) Act 1976 and / or any subsequent changes in legislation which is outlined in the governments / local councils pending Taxi Bill, as a licensed operator of private hire vehicles. As such the Contractor must not ply for hire or be hailed down on Trust property and must in all cases be pre-booked. The Trusts work alongside Newcastle City Council Taxi Enforcement to ensure compliance at all times and this partnership approach is provided to also support the Contractor in delivery of the contract.
16.2
All drivers employed or assigned by the Contractor, to drive any vehicle used in the execution of work under the contract shall be licensed in accordance with Section 51 of the Local Government (Miscellaneous Provisions) Act 1976 and / or any subsequent changes in legislation which is outlined in the governments local councils pending Taxi Bill, as a licensed driver of private hire vehicles.

16.3 All vehicles owned and/or operated by the Contractor, which are used to undertake work under the contract, shall be licensed in accordance with Section 48 of the Local Government (Miscellaneous Provisions) Act 1976 and / or any subsequent changes in legislation which is outlined in the governments / local councils pending Taxi Bill. 

16.4 The Contractor shall take out an appropriate Insurance Policy in respect of the service provided under the contract with a minimum public liability insurance cover of £5,000,000. A copy of the insurance certificate is to be provided annually on the anniversary of the contract commencement date along with a summary of all incidents and accidents for the previous 12 months. The Contractor must maintain an updated record of any accidents, incidents or licencing authority queries and be able to provide the Trusts with this information if requested. 
16.5 The Contractor must produce to the Trusts, evidence of licences and insurance prior to the commencement of the Contract and subsequently throughout the contract period as required.

16.6
Failure to maintain an operator’s licence or failure to utilise only licensed drivers and vehicles, and / or failure to produce evidence of such licences as required will be a breach of Contract and will lead to termination of this Contract.

16.7
Failure to maintain the appropriate insurance as required will be a breach of Contract and will lead to termination of this Contract.

16.8
The Contractor is required to ensure and provide evidence where requested that full consideration and compliance is in place to meet Health and Safety Executive (HSE) guidance Driving at Work: Managing Work-related Road Safety.


 http://www.hse.gov.uk/pubns/indg382.pdf 

17.
Communications

17.1
The Contractor will provide, at their own cost a free phone number for the Trusts Authorising Officers (via Receptions to be designated by the Trusts) and the Contractor’s Control Room. This facility maybe provided in conjunction with the Trust’s telephone systems.
17.2
The Contractor can provide an alternative contact telephone number for general enquiries.

17.3 The Contractor is expected to provide a dedicated Contract Manager to liaise with the Trusts lead Authorising Officers with direct telephone number and dedicated email.

17.4 The Contractor will be required to support installation and / or usage of any online booking systems used by the Trusts at no cost to the Trust, enabling journeys to be booked on-line and meet any reasonable costs if the Trusts if there is a need for the Trusts to have any specific hardware, other infrastructure or provide IT Services support. Any Trust online booking systems will not require purchase by the Contractor and as such software interface options between booking systems will be considered and facilitated if agreeable by all parties.
18.
Carbon Footprint and Sustainability
18.1
The Trusts are committed to effective management and reduction of carbon emissions and would therefore require the Contractor to demonstrate any existing carbon offsetting initiatives currently in place. The Trusts would require the Contractor to have in situ a carbon offsetting initiative for the duration of the contract and submission of data to the Trust to demonstrate the commitment.

18.2
The Trusts will require the Contractor to operate a fleet of vehicles to support delivery of the contract which demonstrates a commitment to driving down carbon emissions and improved fuel efficiency. The contractor is to provide a summary of existing CO2 emissions of existing fleet using DEFRA Carbon Factors (http://www.ukconversionfactorscarbonsmart.co.uk/) and based on the following:
	Vehicle Type
	No. of miles per calendar month
	CO2 Emissions per month

	Category A
	30,000
	

	Category B
	12,000
	

	Category C
	15,000
	

	Category D
	10,000
	

	Category E
	5,000
	



(Please note: These figures are for assessment purposes only and are not necessarily indicative of miles per month in delivery of the contract)
18.3
The Contractor is required to provide at the start of the contract a summary of the fleet to include engine size and CO2 emissions of each vehicle with total summary for all vehicles. 
18.4
The Trusts will seek a reduction in the overall average of the Contractor’s fleet CO2 emissions to ensure that 80% of the fleet is to reduce from 140g CO2/km to 100g CO2/km over the duration of the contract. This is an expected annual reduction of 10g CO2/km on 80% of the fleet.
19.
Safety

19.1
Free access to the taxis for the purposes of inspection of the vehicle must be provided for the Trusts representative as and when required.  Any costs incurred for such inspections to be met by the Contractor. Such inspections shall not be taken by the Contractor as being an approval or guarantee of roadworthiness.

19.2
The Contractor will ensure that the taxis used are maintained in a roadworthy condition as required by the appropriate regulations.  The vehicles used should be at least four door, kept in good condition, be kept as clean as possible inside and out, and must be provided with sufficient heating to keep passengers warm in cold weather.  Any member of staff can refuse a vehicle on the grounds of its poor general condition. No payment for that particular journey will be made.

19.3
All vehicles must be identified with the company logo, prominently displayed. Drivers must wear badges which identify the company name and the driver’s name or number, a duplicate of which must be displayed on the dashboard along with drivers taxi licence.
19.4
Only the use of hands-free for the purposes of business or two-way radios is acceptable as a means of communicating and only if necessary.

19.5
Drivers must adhere to speed limits imposed within the hospitals’ grounds and drivers should only use designated parking for taxis where provided. The Contractor must ensure that drivers do not park in areas immediately outside Main Entrances for prolonged periods and should only use areas for parking as designated by the Trusts.
20.
Conduct

20.1
The Contractor must ensure that at all times the drivers meet company dress code and the Contractor is to provide the dress code / Uniform Policy to the Trusts and any subsequent revisions. 
20.2
The Trusts operate a ‘No Smoking’ policy.  Drivers must not smoke, including the use of e-cigarettes whilst on any of the Trusts’ premises.  All vehicles must be no smoking. This includes both the driver and the passenger.

20.3 Drivers must not eat, smoke, drink alcohol or smell of alcohol, or be under the influence of alcohol or drugs whilst on the Trusts’ business. Drivers should at all times, refrain from the use of headphones for the purposes of listening to music and refrain from the use of mobile phones or other peripherals for any other purposes than business whilst operating with passengers. 
20.4 Drivers must at all times display a caring, sympathetic and conscientious attitude towards patients and staff and be familiar with the Trusts Dignity and Respect guidance.
20.5 Drivers must at all times adhere to current road traffic regulations and ensure the safe and comfortable journey of the passenger.
20.6 Drivers must at all times adhere to the current taxi regulations relevant to the licence held.

21.
Prices

21.1 The prices submitted must be firm for a minimum of 12 months from the commencement of the contract. 
21.2 The contract price may be varied at the end of 12 months from the date of commencement of the contract and after further 12 month periods, provided that not less than (30 days) notice in writing, of the proposed changes shall have been given by the Contractor. The Contractor shall, at the request of the Trust furnish such books, accounts, documents or records and such     information as may be reasonably required to verify the changes in costs incurred by the Contractor. Furthermore any proposed change will be equal to or below the change in Retail Price Index over the 1-year period immediately prior to the proposal.
21.3 The first mile price and price per mile thereafter or the agreed charge for the journey shall be applied as appropriate.  No addition will be allowed for gratuities.
21.4 Any agreed charge for a journey as per the matrix within Appendix C: Price Schedule, which is significantly affected by permanent road closure or changes in road access may be considered as a special circumstance. The Contractor will notify the Trusts’ Contracting Officer within 24 hours of any such closures or changes in road access being known which may vary the agreed tariffs for fixed journeys. Any variation to the journey charge will be by agreement with the Trusts. The Contractor will be notified in writing of any revised journey charges, or amendments to the matrix.
21.5 The Contractor will be required to review the matrix within Appendix C: Price Schedule, on an annual basis and provide due consideration for additions to the matrix based on the previous 12 months activity and to adjust the fixed rates if necessary with agreement.
21.6 The Contractor should in all instances support the Trusts in reducing duplication of journeys through consideration of merging journeys, combining bookings and if choice of route is longer but considered more efficient for time, the passenger should be notified of choice of route. 
22.
Service

22.1 The agreement shall cover the provision of Taxi Services as required by the Trusts. The Trusts participating in the Contract may change pending any future reviews of the status of these Trusts.  The Contractor will be advised in advance of any changes.

22.2 
Details are given in respect of standard journeys between premises for which the Contractor will tender a rate per journey in either direction (see matrix with Appendix C: Price Schedule).  All other journeys will be charged at price for first mile and price per mile thereafter and may include journeys to or from non-Health Authority/Trust premises.  The charge for the journey must be from pick-up point to the put-down point only and be via the safest, efficient and effective route taking into account road works, traffic levels, time of day, etc.
22.3 
Taxis must be fitted with effective communication devices with any contingencies should there be a failure to be advised. Taxis should be fitted with tracking systems to be able to support queries which may arise around journeys, respond to complaints and support route choice if necessary or mileage queries.
22.4 
The Contractor will be required to provide a 24 hour service daily, every day during the Contract period (Sundays and Bank Holidays included), and the service provided must be promptly executed.  Taxis must be available day and night to provide the service to the Trusts as required (to include wheelchair accessible vehicles).
22.5 Taxis are booked for essential Trust business only, and some bookings will involve work which is essential to the well-being and lives of patients.  Consequently, taxis must not be redirected by the Contractor for any reason whatsoever, unless agreed in advance with the Trusts Authorised Officers.
22.6 Taxis will be kept waiting for a period of more than 5 minutes without authority from any of the Authorised Officers. Passengers conveyed are not authorised to request waiting time without them contacting the Authorising Officer to amend the booking. The Trusts will not pay for any waiting time that has not been authorised officially.  
22.7 At the pick-up of a journey, the driver is to present to Reception or designated collection point or notification by phone if contact details provided of arrival, return to the vehicle and commence the meter. Waiting time will commence only after the driver has notified the collection point/passenger/booking point of the taxi’s arrival. If additional waiting time has not been authorised, the taxi should notify the Authorising Officer after a period of five minutes has elapsed and the Authorising Officer will determine if taxi is to be cancelled or waiting time applied. In the event that the Authorising Officer authorises cancellation of the journey, cancellation charges may be applied in line with Point 7 and any additional waiting time charges incurred. 
22.8 For wait and return journeys, a maximum of 5 minutes waiting time is permitted at the interim destination. Thereafter any further waiting time will be charged at 5-minute intervals (subject to the approval of an Authorising Officer) and pending approval to wait or cancel booking.
22.9 Any journey which is requested to exceed the 15 minutes of waiting time is to be booked as two separate journeys. No booking will placed or accepted by the Authorising Officer for a taxi to wait in excess of 15 minutes. A secondary return journey will be booked for any requirement where return is expected to exceed 15 minutes.
22.10 All journeys with fixed price in the matrix with Appendix C: Price Schedule, are exempt from waiting time charges for the first 5 minutes only. 
22.11 All jobs must be issued with a job reference number to support the request for each journey. Any jobs requested without a reference number must be reported to the Authorising Officer.
22.12 It is essential that the Contractor’s staff accept bookings only which are achievable and in all cases full details of the booking are conveyed to drivers of any special requirements, e.g. wheelchair requirements, number of goods, assistance required, etc to ensure that journeys are carried out in accordance with the requirements of this contract.
22.13 Where full journey details and any specialist requirements are not conveyed to the Contractor, cancellation charges can be applied and journey to be rebooked by the Authorising Officer. The Contractor is to maintain and report all incidents of this type on a monthly basis. Similarly where all information has been provided by the Trusts and the Contractor supplies a vehicle not capable of meeting the journey requirements the Trusts will apply cancellation charges matched with Contractor cancellation charges and to be withheld from the next invoice.
22.14 Vehicles must not be used for the transportation of the general public or any other persons or items whilst being used on journeys requested by the Trusts.  Once booked, they must be used for Trust business only.
22.15 Wherever possible, the Contractor shall endeavour to combine journeys from the same site if journey is within 15 minutes so that the Trust shall be liable for one journey only. Wherever journey requests are received by the Contractor which could be easily be combined either by phone or online booking system the Authorising Officer should be notified that the journey is to be combined and booking details amended accordingly to ensure booking reference matches invoiced journey.
22.16 If a person or items are being transported the journey must be direct and only diverted if agreed with the Trusts Authorised Officers or where Point 21.15 can be implemented to improve efficiency and combine bookings.
22.17 On arrival at the pick up/drop off point, the driver is expected where necessary to leave the vehicle to collect/deliver specified items or personnel.
22.18 No unauthorised bookings are to be taken.  Any questionable bookings are to be referred immediately to the Authorised Officer. The Trusts reserve the right not to pay for bookings without a booking reference number.
22.19 Any bookings where the passenger or goods are not available at the designated collection point refer to Point 21.7 for process and cancellation fee will be applied. All instances where this scenario occurs should be recorded as “Car not used” and reason provided. 
22.20 The range of items usually transported, as well as any patient or staff, along with goods of various type and size. Please refer to Appendix A: Definition and Classification of Goods, for details of goods which may be transported.

22.21 Some good and passengers may require physical or mechanical assistance in completing the journey.  The Contractor must conform to the requirements of the Health and Safety at Work Act 1974 in this respect. The Trusts will advise at the time of booking of any likely requirements. The Contractor is to ensure that equipment and vehicle type is available to support requests and where necessary.

22.22 The Trusts will agree designated collection and delivery points at large sites and these designated points will be provided to the Contractor and subject to change with agreement. The Trusts will ensure collection and delivery points are clear and there may be occasions where items are required to be delivered to areas other than designated areas. These occasions will be sporadic and clear information will be provided to explain any variant delivery or collection points by the Authorising Officer at the time of booking. Where an alternative location for collection or drop-off is requested waiting time may be applied in line with Points 21.7 and 21.8.
22.23 The Contractor should ensure that taxis which operate under this contract are able to provide a ‘private’ service to our patients and visitors which meet the high levels of service expected in delivery of the contract. Taxis will be permitted to park in designated parking bays on the Trusts sites to enable fast response to bookings made in line with taxi licencing requirements. Vehicles should be able to take payment from private passengers by debit or credit card and payment should not be demanded in advance and wherever possible indicative costs of the journey provided to the passenger if requested.
22.24 The Contractor must have vehicles available to be able to transport wheelchair users. Where the wheelchair user is able to transfer to a seat, the wheelchair should at all times be stored securely along with any accessories. Waiting time should not be applied for the period of time necessary to load and unload any passenger. The Contractor should provide accessible vehicles suitable to cope with the range of wheelchairs available and vehicles should therefore be side loading, rear loading with a preference for solid ramps and vehicles capable of carrying mobility scooters or electric wheelchairs without the person necessarily being present. Wheelchairs and mobility scooters should in all instances be secured and all accessible vehicles must hold EC Certification of Conformity. The Contractor may refer to Appendix B: Vehicle Requirements, to determine if any variations / additions should be included and agree this with the Trusts prior to commencement of the contract. Drivers must be trained and familiar with the operation of any ramps and be competent and trained in securing of wheelchairs. The Trusts reserve the right to request proof of training / knowledge of drivers in the process / operations of any equipment which supports the transport of wheelchairs.
23.
Response Times
23.1
The Trust will place priority levels against bookings. Vehicles for journeys within the Newcastle area booked for ‘Priority 1’ must arrive at the designated collection point no later than 10 minutes after being booked. An exemption to this requirement is provided to require attendance within 20 minutes during peak traffic periods which are defined as:

· 0730 – 0915 (7.30am – 9.15am)
· 1400 – 1530 (2.00pm – 3.30pm)

· 1600 – 1830 (4.00pm – 6.30pm)
23.2 Vehicles for journeys within the Newcastle area booked one hour or more before the notified departure time and will be defined as Priority 2, must arrive at the designated collection point on time. It is the Contractor’s responsibility to ensure traffic and any other factors which may affect arrival time are considered and vehicles are dispatch in time to meet the required departure / collection time.

23.3 Failure to comply with the response times in 23.1 and 23.2 will be subject to a penalty charge 
equal to that which the Contractor may levy for a waiting time charge for the first 15 minutes. 
Any delay which exceeds 15 minutes will incur a penalty charge of additional waiting time plus 
50% of 
total journey cost. The Contractor will be required to provide a full summary of 
dispatch 
records and vehicle tracking information should the Contractor dispute any such 
penalties. Whilst the Trusts recognise that some delays may be beyond the control of drivers 
and contractors (e.g. Road Traffic Accident) these circumstances will be considered by 
reliability is essential and subsequently reports of all bookings detailing scheduled arrival 
times and actual 
arrival times on a quarterly basis. 
23.4 Penalties for reliability will be calculated and reported upon quarterly and following submission of reports and agreed with the Contractor. Agreed penalties will then be recharged to the Contractor under NHS payment terms.
23.5 The Contractor will be expected to meet the following quality standards based upon the response times defined in 22.1 and 22.2.

· 95% of taxis on time

· 90%  on time or no more than 5 minutes late

The achievement of these quality standards will be monitored and included in contract review discussions. Failure to meet these response times will incur penalties as detailed in Point 22.3.
24.
Invoices

24.1
Invoices for the journeys undertaken by each of the Trusts must be submitted electronically,
 monthly and to an agreed email addresses provided by the Trusts. The Trusts will consider alternative invoicing periods to be agreed with the Contractor if required.
24.2 
All invoices must be supported by the relevant supporting information:

· Journey reference number

· Date of journey

· Time of journey (including am or pm)

· Name of person/s or details of goods carried

· Details of journey, including full address of pick-up point and/or put-down point if the journey is not between Trust premises

· Total Mileage of journey
· Waiting time in excess of 5 minutes, detailing the exact length of the time period and where this took place

· Cost of journey

· Any comments to support excess mileage, explanation of waiting time, variations to routes, etc.
25.
Estimated activity levels

25.1 Taxis are booked in accordance with the needs of the Trusts and, therefore, demand may vary substantially. The following details are based on current activity for the Trust, and are approximate. 
Approximate annual expenditure: 
· Newcastle Upon Tyne Hospitals NHS Foundation Trust - Approximately. £320,000 p.a.


excluding VAT 

· Northumberland, Tyne & Wear NHS Foundation Trust – Approximately £225,000 p.a
· excluding VAT
· Approximate combined number of journeys – 56,000
26.
Monitoring Arrangements and Procedures
26.1
Monitoring is to be seen as the joint responsibility of both the Trusts and the Contractor.  Without co-operation, different and competing goals may emerge, to the detriment of the provision of a satisfactory service.  The objective of both parties is to ensure that the service specified is provided to the minimum standard set out in the contract on each and every occasion.

26.2
Monitoring is not simply an extension of quality assurance or quality control.  It is a continuous process of checking performance against specification and highlighting shortcomings in the specified requirements at an early stage.  It demands specific and detailed familiarisation with all the terms, conditions, specifications and provisions of the contract.  The monitoring system will provide a means of early detection of unsatisfactory performance, work not completed or work performed to a standard higher than that specified.

26.3
In addition to assessing the standard of service provided by the Contractor, the monitoring officer will focus attention on areas where changes may be needed to improve standards.

26.4
It is essential that all aspects of the Contract are monitored.  To facilitate the monitoring process, the Contractor’s records relating to vehicle procurement, servicing, MOT’s, training, occupational health, daily attendance records, staff allocation, etc, must be freely available at all times to the monitoring officer.
26.5
Monitoring will be carried out by the Trusts’ Authorised officer(s) or a person(s) nominated for the purpose by the Trusts’ Authorised officer(s) who will have detailed knowledge of the specification, an understanding of the user needs and routines, together with sufficient knowledge to make decisions of any necessary changes. 

26.6
Monitoring will be in place to ensure at all times that the routes, vehicle selections, mileage, and transport of items match the booking placed to ensure that the final value of the journey matches the price scheduled costs accordingly. The Trusts will establish agreed Key Performance Indicators (KPI’s) with the Contractor which is to be submitted by the Contractor to the Trusts on a quarterly basis and will include the following information as a minimum:
· 
Total number of journeys during reporting period by vehicle classification and in total

· 
Total number of miles completed during reporting period by vehicle classification and in total 

· 
Total number of chargeable waiting time minutes by vehicle classification and in total

· 
Total number of cancellations after journey booking

· 
Total number of car not used by vehicle classification and in total 

· 
Total CO2 emissions from all vehicles during reporting period

· 
Total number of goods carried and classifications

· 
Total number of patients carried

· 
Total number of staff bookings

· 
Response time performance – Point 23

· 
No of complaints received and responded to 

· 
Any investigations against the provider from Taxi Licencing or Enforcement to be declared

· 
Total number of private journeys acquired through free phones located in the Trust or online booking system 

· 
Total value of private journeys acquired through free phones located in the Trust or online booking system

· 
Summary of any performance issues in respect of the contract as a result of Trust failures

· 
Summary of any performance issues in respect of the contract as a result of Contractor failures

· 
The Contractor is to advise of any ‘trends’ in the use of taxi usage and work with the Trusts to propose any alternatives which may contribute to improvements in service or financial savings to the Trusts.

26.7
In addition to the submission of a quarterly report the Trusts will submit to the Contractor, within a minimum of 10 working days prior to review meetings a snap shot of a maximum of 30 randomly selected journeys from invoices to price check invoiced amount against contract pricing terms for the journey to include vehicle classification and any other aspects of the journey which may impact on the overall final invoiced amount. The Contractor verification is to accompany the quarterly monitoring report.

26.8
The monitoring system may consist of random sampling investigations of customer complaints; random vehicle inspections; service user questionnaires; random selection of taxis and travel by taxis and a check of all documentation required to be produced by the contractor, as considered appropriate for this contract, and as determined by the Trusts’ Authorised Officer.  
26.9
There will be a requirement for bi-monthly contract meetings in the first 6 months of the contract and quarterly contract meetings for the remaining contract period. The Contractor must be available to attend as required by the Authorised Officer or nominated representative of the Trusts and must provide quarterly monitoring report as detailed in Point 26.6 in advance of the meetings. 
26.10
Details and any findings which raise queries from the quarterly monitoring report will be communicated to the Contractor as soon as practicable following the inspection and may be discussed further at review meetings.
26.11
Should the Trusts Authorised Officer be advised of any journey performed to an unacceptable standard raised through the complaints process, these complaints will be investigated in line with Point 10. Any lessons to be learned from complaints or trends will be conveyed to the contractor to improve service delivery. Similarly, should the Contractor be advised of any unacceptable standards or have complaints from drivers with regard to the Trusts processes or staff, these should be notified prior to the meeting and may be discussed further.

27.
Policies and Procedures

27.1
The Contractor will be expected to comply with the Trusts’ Procedures in so far as they are applicable to the work undertaken by the Contractor on the Trusts’ premises.  The Trusts will as soon as is reasonably practical, provide to the successful Contractor, copies of all relevant policies, rules, procedures or standards.  The Trusts will throughout the contract period ensure that any changes in such documents made from time to time are brought to the attention of the Contractor.

28.
Risk Management
28.1
The Contractor must give a commitment to train their drivers and ensure they adhere to the procedures and protocols detailed in the specification.
28.2
The Contractor must give a commitment to support environmental impacts of vehicle use and consider Smart Driver Training or other initiatives aimed to improve vehicle economy and driving standards wherever necessary and through their own monitoring processes. The Trust may as part of the Monitoring Arrangements and Procedures request evidence that internal monitoring processes are in place to support this commitment.


28.2  The Contractor must report any accidents, incidents or spillage.

28.3 The Contractor must provide a copy of their safety policy and any risk assessments, safe systems of work, drivers instructions, safety rules or similar and processes in place to demonstrate ongoing vehicle licence, insurance and vehicle maintenance checks are prevalent.
29.
Innovation

29.1
The Contractor may suggest innovations or other aspects which may bring about added value to the contract operationally or financially. Innovations may be in vehicle management, booking processes, marketing, service delivery or any feature which would be considered a benefit to the service or its users.
29.2
The Contractor may approach the Trusts at any point throughout the contract to propose innovations but any approvals for such innovations will be through the Trusts Authorised Officers or through appropriate Trust management structure where necessary.

29.3
Any innovations which may require the support of Trusts IT Departments, or provision of Trust support to implement, or may have a financial impact on the Trusts will be considered and may require the Contractor to meet additional costs, subject to agreement from all parties.
Appendix A: Definition and Classification of Goods 

The following list is not exhaustive but categorises Goods for the purpose of aiding the pricing schedule and managing vehicle selection at time of booking.

	Item
	Approximate Size

L–Length, W-Width, H- Height
	Classification

	Blood
	L40cm x W40cm x D40cm
	Small 

	Clinic Notes (boxed)
	L30cm x W30cm x D30cm
	Small

	Fluids
	L40cm – W40xm – D40cm
	Small

	Specimens
	L30cm x W20cm x D30cm
	Small

	
	
	

	Home Ventilation Equipment
	L40cm x W40cm x D30cm
	Medium

	Patient Belongings
	L40cm x W40cm x D30cm
	Medium

	Surgical Equipment 
	L50cm x W40cm x D20cm
	Medium

	
	
	

	Clinic Notes (cased)
	L80cm x W50cm x D40cm
	Large

	Commode
	L50cm x W50cm x D80cm
	Large

	Drip Stands
	L120cm x W40cm x D30cm
	Large

	Folding Wheelchair
	L90cm x W90cm x D40cm
	Large

	Inflatable Mattress (rolled)
	L180cm x W120cm x D50cm
	Large

	Zimmer Frames
	L100cm x W60cm x D40cm
	Large

	Storage Boxes
	L60cm x W40cm x D30cm
	Large


Definitions of the goods can be considered as follows:

· Small is approximately the size of a cardboard box of between A4 and A3 size
· Medium is approximately the size of a small travel case (e.g. hand luggage on a flight)

· Large is approximately the size of a large travel case

In all instances where goods are heavy this will be notified at the point of booking
Appendix B: Vehicle Requirements
The Trust has determined that vehicles should be assigned to a category in order to achieve a clear structure for pricing and a clear system for vehicle requirements at the point of booking. In some cases when transporting goods or wheelchairs, any booking systems will consider that only specific classification of vehicle should be used.

The Contractor is to provide the vehicle classification requested and where no such vehicle is available the Contractor is required to assign the next vehicle in larger classification to the journey but the journey is to be priced at the vehicle requested rate as provided in Appendix C: Price Schedule.

The Contractor shall as a minimum be able to provide the following vehicles for the purpose of delivery of this contract:

	Vehicle Classification
	Type of Vehicle Example
	Maximum Passengers
	Maximum Goods

	Class A
	Saloon
	4
	6 x small

4  x medium

2 x large

	Class B
	Estate
	4
	12 x small
8 x medium

3 x large

	Class C
	Wheel Chair Accessible Vehicle / Small MPV
	4
2 + wheelchair
	6 x small
4 x medium

2 x large

	Class D
	MPV
	6
3 + wheelchair
	12 x small

8 x medium

4 x large

	Class E
	Large MPV
	7

4 + wheelchair
	12 x small
8 x medium

4 x large

	Class F
	Minibus
	14
6 x wheelchair (2)
	20 x small
12 x medium

8 x large


The vehicles listed in the table above are subject to final agreement and the Trusts recognise the passenger and goods numbers are variable. The Contractor is to provide or have access to all of the Class vehicles as listed and meet Carbon and Sustainability measures as outlined in Point 18. 

The classification of vehicles and maximum carrying capacity is necessary to reduce the utilisation of vehicles which do not meet the needs of the booking, e.g. Class A or B vehicle to carry a wheelchair bound passenger.  
Appendix C – Price Schedule
The prices provided within this section are to be applied by vehicle classification (see Vehicle specifications, Appendix B) and will be subject to annual review and inflationary uplifts in line with NHS Terms.
	No.
	Item Information
	Price Schedule

	
	
	Class A
	Class B
	Class C
	Class D
	Class E
	Class F

	1.
	Minimum Fare / Price for first mile
	
	
	
	
	
	

	2.
	Price per mile (2 miles onwards)
	
	
	
	
	
	

	3.
	*Waiting time (5 minute intervals)
	
	
	
	
	
	

	4.
	Soiling Charge
	
	
	
	
	
	

	5.
	Goods Charge (per item in excess of first 2)
	
	
	
	
	
	


Please indicate charges for taxi cancellation charges below:
	
	Category of Vehicle
	Class A
	Class B
	Class C
	Class D
	Class E

	Charges for
Cancellation*
	

	Before dispatch
	From point
of origin

(including 1st mile)
	
	
	
	
	

	Up to 1.9 miles  
	
	
	
	
	
	

	2 – 5 miles 
	
	
	
	
	
	

	5.1 – 10 miles
	
	
	
	
	
	

	10.1 – 15 miles
	
	
	
	
	
	

	15.1 – 20 miles
	
	
	
	
	
	

	20.1 miles +
	
	
	
	
	
	


Please indicate any other charges which may be applicable below:
	No.
	Item Information
	Price

	1.
	Administration Charge
	

	2.
	Baby Seat Provision (if item is requested)
	

	3.
	Passenger Assistant (if item is requested)
	

	4.
	Lifting Equipment (e.g. hoist, hydraulic trolley if requested)
	


Matrix
Part A
	
	RVI
	CAV
	FH
	SNH
	BTS
	WGT
	BP
	CFL
	QE
	STG
	HEX
	NTG
	PR
	WAN
	MAN
	ALN
	MOL
	MNK

	RVI
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	CAV
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	FH
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	SNH
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	BTS
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	WGT
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	BP
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	CFL
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	QE
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	STG
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	HEX
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	NTG
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	PR
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	WAN
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	MAN
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	ALN
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	MOL
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	MNK
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Matrix

Part B
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	

	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	
	


Matrix Definitions
RVI

Royal Victoria Infirmary, NE1 4LP

CAV

Campus for Ageing and Vitality (formerly Newcastle General Hospital, NE4 

FH

Freeman Hospital, NE7 7DN

Appendix D – Complaints Form
	TAXI SERVICE COMPLAINT FORM



	Name of Complainant:
	

	Organisation:
	

	Date of Event:
	

	Time of Event:
	

	Booking Reference No:
	

	

	Complaint Regarding:

(Please X who or what was impacted)
	
	Patient

	
	
	Staff

	
	
	Taxi driver

	
	
	Equipment

	
	
	Medical Records

	
	
	Driving Standards

	
	
	Punctuality

	

	Please provide full details of the complaint in the box below, providing any supporting information as an appendix and continue on second sheet if necessary:

	

	DATIX Reference (if applicable):
	

	Details of any witnesses:
	

	

	Contact Number:
	

	Contact Address:
	

	
	

	
	


Appendix E – Confidential Document
Appendix F – List of Contacts, Roles and Responsibilities

Appendix G – definition and Claissification of Goods

· mail (case notes, x-rays, CT scan films, medical records);

· specimens;

· medical equipment;




· goods from pharmacy;

· insulated food boxes

( Crown copyright, NHS Purchasing and Supply Agency 
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