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	London Councils’ TEC Executive Sub- Committee

	

	Social Needs Transport – Update
	Item No:
	06

	Report by: Spencer Palmer                              Job Title: Director, Transport and Mobility

Date: 21 July 2016
Contact Officer: Spencer Palmer
Telephone: 0207 934 9908                        Email: spencer.palmer@londoncouncils.gov.uk

	Summary: 
	This report provides an update of progress with TfL’s Social Needs Transport Review and implications for the Taxicard scheme in particular.

	Recommendations:

	The sub-committee is asked to: 

· Note the update on the progress with Transport for London (TfL) Social Needs Transport Roadmap to integrate and improve social needs transport for elderly and/or mobility impaired Londoners; and
·  To discuss and provide comment on the proposals being developed further before reporting to full TEC meeting for decision later this year.


Background
1. There are a variety of social needs transport services provided in London by boroughs, TfL and other bodies such as charities and the NHS.

2. TEC is responsible for the Taxicard scheme, which provides subsidised kerb to kerb journeys in licensed taxis and private hire vehicles for London residents who have serious mobility or visual impairments. The scheme is jointly funded by Transport for London and the boroughs and managed by London Councils on their behalf.
3. TfL is responsible for Dial-a-Ride, which is a free door to door service for disabled people living or staying in London.
4. On 15 October, TfL presented a report to TEC on TfL’s proposals for Social Needs Transport. The Committee noted the paper and supported boroughs and London Councils working with TfL to develop detailed proposals for greater integration of social needs transport services to deliver customer benefits and financial efficiencies. TEC agreed to the principles of change but stressed the need for full consultation with boroughs and that they would need to see more detail about the benefits before agreeing any changes.  Key areas for detailed development included financial and governance arrangements together with a programme to take the work forward.
Progress Update
5. Since October, TfL has written to boroughs to share their “SNT Roadmap” and has mentioned its proposals at liaison meetings with borough officers. Only 13 boroughs responded to the questionnaire consultation and where boroughs took the opportunity to comment on the proposals, they were supportive of TfL’s plans with comments focused on clarifying points of detail.
6. To help TfL develop a set of proposal that could be recommended to TEC, London Councils officers hosted a workshop with the relevant TfL officers on 3rd May 2016. The meeting involved an open and thorough discussion of the key issues and explored different options for change.
7. TfL has made progress with other proposals outlined in their Roadmap by taking the following steps internally:
· Separating the Dial-a-Ride (DAR) operation into two distinct parts – Assisted Transport Services and Fleet Services. This provides a clear distinction between the commissioning and delivery of DAR services. The Assisted Transport Service will commission services from both the internal fleet operation but also third-party providers and take the lead on future further integration with Taxicard.  

· Reviewing, expanding and re-procuring its Multi-Occupancy Assisted Transport (MOAT) contract to provide DAR services. The MOAT services are currently provided by a number of Community Transport providers, delivering social value across local communities in addition to the services they provide for DAR.  The new MOAT contract will provide operators with greater contractual and financial security and by ensuring social value is a key component of the assessment criteria, thereby help to strengthen the provision of transport services across London;

· Implementing a review of the five mile trip focus criteria in line with recommendations from the London Assembly and feedback from users – this review will need to balance the desire for longer journeys with the demand for more frequent access to trips.
Integrating Taxicard and DAR 
8. A key component of the TfL’s Roadmap is further integration of Taxicard and DAR.  Greater integration could deliver efficiency savings that could be used to reinvest in service provision and deliver a reduction in operating costs, and therefore, funding requirements for TfL and Boroughs.
9. DAR provision is supplemented by the use of a Taxi consolidator contract which provides flexibility to enable the in-house service to be run efficiently.  This consolidator contract is currently delivered by CityFleet; the current contract term ends in October 2017. Taxicard service provision is through a London Councils contract, also with City Fleet, which runs until March 2017 with the possibility to extend until March 2018.  Any decision to extend the contract would have to be made by October 2016.
10. There is clearly an opportunity for joint procurement of these services to not only share procurement cost but to hopefully achieve economies of scale in future service costs by procuring these two similar services together. The tender process also provides the opportunity to market test the combined provision of call centre, booking and scheduling services for both Taxicard and DAR. Such services for Taxicard are currently provided by City Fleet as part of the Taxicard contract but for DAR are provided internally by TfL in-house resource.
11. To allow sufficient time to complete the tender process and any consequential transfer of staff, it will be necessary to extend the existing Taxicard contract with City Fleet until March 2018. Such an extension will be subject to TfL continuing funding at at least current levels. London Councils’ officers continue to lobby TfL for this commitment, which is needed by the October 2016 contract notification deadline.
12. TfL’s report to TEC last October also set out some further components of integration for the short, medium and long term. Appendix A describes progress and further development of these proposals.
	Recommendations:


The sub-committee is asked to:
· Note the update on the progress with Transport for London (TfL) Social Needs Transport Roadmap to integrate and improve social needs transport for elderly and/or mobility impaired Londoners; and
· To discuss and provide comment on the proposals being developed further before reporting to full TEC meeting for decision later this year.

Financial Implications
There are no financial implications to the approach set out in this report, as long as TfL agree to continue funding at the current level up until the potential contract extension date of March 2018.
Legal Implications
There are no legal implications at this stage.
Equalities Implications
There are no equalities implications of the report. 

List of Appendices to This Report:
Appendix A – Further Components for Integration
Appendix A – Further Components for Social Needs Transport Integration

Short Term:

	TfL’s SNT Review Proposal
	Consideration
	Proposed way forward

	Single customer complaints and feedback process
	Customer complaints and feedback are currently directed to and dealt with quickly by either the contractor responsible for the particular service or the relevant TFL/London Councils team. Channelling complaints about different services and service providers through a single route (and then forwarding them on) whilst it may add some delay and cost, it could provide benefits to service governance and management information. A single complaints and feedback service could only work with fuller integration of the booking and scheduling of the services.
	Ensure complaints and feedback procedures for both schemes are consistent and transparent to service providers and customers.

Consider a single process with fuller integration of the services.

	Single set of eligibility criteria 
	The principle of this is desirable but Boroughs currently have some discretion on non-automatic qualifying criteria.
	Work towards common criteria for all across both schemes.

	Single membership process.
	A single application process for both schemes would be better for customers and could reduce costs, particularly if moved mainly online. Some boroughs already have a shared form and process for multiple benefits such as Blue badge and Taxicard.
	Develop a single application process with a single or common form.

	Review Dial-a-Ride’s Multi-Occupancy Accessible Transport (MOAT) contracts, in place with six community transport providers and re-let them in a form that would incentivise contractors to invest in the vehicles, drivers and training.
	The tender process is already underway by TfL.
	Complete implementation during early 2017.

	TfL will start to diversify the use of the Dial-a-Ride fleet, contracting out to other service commissioners who also have a need for the fleet’s specialist vehicles and trained drivers. This would improve the overall efficiency of the fleet and start to integrate the services TfL provides with those in the education and health sectors.
	Agreed. Perhaps Dial-a-Ride Vehicles could be subcontracted to be used for Taxicard journeys and more likely for other borough social needs transport services.
	TfL to continue to explore and progress options.


Medium Term:

	TfL’s SNT Review Proposal
	Consideration
	Proposed way forward

	A single booking process for customers. Initially this could mean a single phone number, with calls connected through to the relevant call centre, but the fundamental step will be to move to an integrated booking centre providing an integrated service. 
	A single number routed through to separate call centres could cause confusion, delay and cost. Taxicard currently handles bookings through a single call centre run by the contractor and also through an online portal and phone app. A single booking process could only work with fuller integration of the booking and scheduling of the services.
	Consider whether integration of the booking centres could deliver customer improvements and cost savings. Market test joint procurement of the booking and scheduling services as part of the Taxicard re-tender.

	Trial a local decentralised booking process.
	There have been trials of this in the past, most notably in Newham which finished in 2015. 
	The focus at this stage should be to work a more efficient centralised booking service rather than a more fragmented one. This will facilitate a better development of efficiency synergies and recognises that demand for both DaR and Taxicard journeys is not confined to local borough boundaries/activities but reflects the general public usage of mainstream passenger transport services. 

	The taxi and private hire industry already provides significant transport services to both Dial-a-Ride and Taxicard. In partnership with London Councils and boroughs, TfL will develop a new contracting framework, letting a series of contracts either directly to Private Hire Operators or through taxi consolidation firms, which will meet specified training requirements. 
	There is scope to join up procurement activity and achieve efficiencies in doing so. TfL’s taxi consolidator and LC’s Taxicard contract could be combined or at least procured jointly as separate lots. The nature of the black taxi and phv industry is changing rapidly. Procurement needs to recognise the challenges and opportunities this may provide and to ensure that new contracts are future proofed. 
	LC and TfL will work together to jointly tender to meet the requirements of Taxicard and the Taxicard consolidator.  




Long Term:

	TfL’s SNT Review Proposal
	Consideration
	Proposed way forward

	Seek to expand the role of the integrated operation to secure more cooperation and coordination with other providers across London, with the aim of commissioning provision from the most appropriate and cost-effective providers. Customers would get the service that best delivers their needs provided in the more cost effective manner.
	Demand for social needs transport (statutory and non- statutory) has daily peak and off peak profiles as is widely experienced on mainstream public transport. Further integration of wider services however could deliver benefits and efficiencies for Boroughs. 
	Continue to consider further integration of services and consider what role TEC and TfL may play in the governance of a more integrated approach.
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