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Suggested questions for private hire operator controllers and licensed 
drivers to ask when receiving a booking or request to hire 
 
 
Question Notes of explanation 

 
a) How many people are intending to 

travel, and are you all from the same 
household? 

 
b) What is the purpose of your journey 

today? 
 
c) Do you or any members of the 

travelling group have COVID-19 virus 
or symptoms of the virus? 

 

This is so that you can establish whether your 
vehicle is suitable for the number of people in the 
group. You should not be mixing passengers from 
different households 
 
This is a very standard question that is asked at 
any time, but at the present time it is important 
because it will allow you to establish if social 
distancing measures are possible. If a protection 
screen is being used in the vehicle inform the hirer 
of this and how many people can be carried. 
 

Do you, or any people in your travelling 
party, have any access or assistance 
requirements (such as needing a WAV or 
needing support to enter or exit the 
vehicle)?   
 

Note the wording of this question – it asks for 
‘access or assistance requirements’. These are 
very broad words and this means that customers 
will be able to think broadly about their 
requirements which could include anything from 
needing a WAV to a customer with a visual 
impairment needing assistance putting their 
seatbelt on and so forth. Knowing this information 
will allow you to prepare properly. 
 

a) Will you have any luggage? 
 
b) Are you able to lift any luggage into 

the vehicle boot area yourself without 
assistance? 

 

If customers are able to do this, then that is fine. If 
they are not, then you should ensure you are able 
to wash hands thoroughly or use sanitiser before 
and after touching luggage. Only consider wearing 
gloves if you can safely remove, bag and dispose of 
after each use. 
 

Will you be able to pay by contactless 
method? 

Some customers may wish to pay by cash in which 
case you can be prepared for handling this by 
washing your hands thoroughly or using hand 
sanitiser. 
 
Consider getting contactless/card payment 
facilities. 
 

 
 
Some Useful Tips 
 
Good Communication 
 
Communication is more important than ever in these times – for everyone. It is important that you 
set out clear expectations and information. Confirm that you clean your vehicle before and after 
each passenger and that you pay particular attention to door handles, seatbelt buckles etc. with 
suitable disinfectant products - this will help put your customers at ease. You can also confirm that 



 
 

 

customers are asked to sit in the back of the vehicle as far away from the driver as possible, no 
front seat passengers, to maintain social distancing – again, this will help put your customers at 
ease. As a general principle, the more you can verbally communicate what you are doing and what 
is happening, the better for the customer.  
 
Assistance 
 
When assisting a person who has a mobility impairment or a visual impairment this can often 
involve physical contact, such as a blind person taking your arm so that you can guide them to and 
from the vehicle, helping a passenger locate the seatbelt and buckle, handling a wheelchair etc.  
You should provide the assistance that each customer needs, but don’t assume that all 
passengers will want the physical contact to be guided in these times – ask them for their 
preference and where a customer does require assistance consider steps to protect yourself such 
as a face covering,  communicate what you are doing and why. You may want to advise the 
customer to wear a face covering as an added precaution. 


