			[image: A picture containing text, clipart

Description automatically generated]

DISABILITY EQUALITY SCOTLAND
Member Survey: Taxi Services
Fact Sheet

What issue did we ask our members about?
We were asked by Transport Scotland to undertake a survey of our members concerning disabled people’s use of taxi services. 
The aim of our survey was to find out: how disabled people travel; when they use a taxi; what their experience was like, including booking a taxi, accessibility of taxis and the affordability of taxis. We also wanted to find out how often people use a taxi to get around. 
[bookmark: _Int_G3B1GWkZ]Our survey also sought to understand whether there were differences between different parts of the country and their respective transport links. 

[bookmark: _Int_Bof1gUNZ]We carried out our survey over a 3 week period, with it closing on 29 January 2025. 

What are the key things we found out?
· 37% of disabled people use a taxi at least once a month and 55% of disabled people use a taxi regularly;
· [bookmark: _Int_QPwEwCKG][bookmark: _Int_v4THMoY3]A majority of disabled people book a taxi by calling the company, compared to roughly 1 in 5 who use an app and 12% use an automated booking service; 
· Half of all disabled people think a taxi is not very affordable when travelling and almost a quarter think that using a taxi is not affordable at all;
· [bookmark: _Int_grVWJDwH]When travelling by taxi, 4 in 10 disabled people found the availability of accessible taxis to be good, with 1 in 10 found the availability to be very good.
· [bookmark: _Int_Kf22tQ7D][bookmark: _Int_hwHBaVhE][bookmark: _Int_BMCzGA0r]In terms of driver assistance, members had a net good experience, with 22% saying they had a very good experience and 43% having a good experience. 

What did our members tell us? 

Respondent profile
In establishing a baseline for taxi use, the first step we took was to learn what means disabled people use to travel and any use of aids or equipment to assist them when travelling. 
When considering how disabled people get around: 
· Over 6 in 10 people said that they used a car, which was the most popular option;
· 40% said they use the bus;
· 36% said that they walked;
· 5% used the ferry;
· 5% used the tram and;
· 5% used the subway.  

Furthermore, 3 in 10 disabled people mentioned that they used wheeling as a regular way to get around. Multiple respondents also mentioned that they used their mobility scooter as well. Regarding taxi use, 55% of respondents said they travelled in this way.  

Respondents told us that they used various aids to help them travel:
· Almost half of respondents said they used a wheelchair, or seated mobility device;
· 35% used a cane and;
· 20% said they used other means, including a rollator, walker, or crutches to help them get around due to their impairments. 

A few members also mentioned that they use a portable oxygen tank, 6% said they used a hearing loop and 5% have an assistance dog. 

In terms of locality type:
· Most respondents lived in a city with lots of transport links (29%); 
· 27% said they lived in a town with a few transport links;
· 17% live in a rural area with few transport links;
· 16% live in a town with lots of transport links;
· 7% said they lived in a city with few transport links;
· [bookmark: _Int_hpsroIpW]The remaining 4% told us they live in a rural area with lots of transport links.

How regularly do disabled people use a taxi?
No disabled people used a taxi every day and 18% said they never used a taxi. Most disabled people who responded said they used a taxi less than once per month (37%). Just over 1 in 5 told us they used a taxi at least once every month. 1 in 10 said they travel by taxi 2-3 days a week. Just over 1 in 10 used a taxi once per week. Only 4% used a taxi 4 or 5 days a week. 
 
Booking a taxi
When booking a taxi, a majority said that they called the company on the phone. Just over 1 in 5 said that they used an app, 6% said that they used the company’s website and 12% told us they use an automated booking service. Other ways people told us they get a taxi included hailing one at the taxi rank, or sending an email. 
In terms of booking experience: 
· [bookmark: _Int_jrYU36UM]18% said they had a very good experience;
· [bookmark: _Int_wBvq8vWq]37% of respondents said they had a good experience when booking a taxi;
· 19% said their experience was neither good nor bad;
· [bookmark: _Int_4k16i9VM]Only 10% said they had a very bad experience compared to   

Affordability 
The charges associated when travelling by taxi are set by local authorities, in consultation with the industry in a particular council area. 
In relation to affordability of taxis it was important to have regard to the income of respondents as part of the analysis. That said, we have not directly correlated the income of respondents against how affordable taxis are as a transport option. The table below shows a breakdown of the percentage of respondents based on various income brackets. 

In response to our question about how affordable people felt a taxi was: 
· 21% said it was affordable; 
· 50% of respondents said it was not very affordable;
· 24% said it was not affordable at all;
· Only 6% said it was very affordable with 21% saying it was affordable.

	Income bracket
	Percentage of respondents

	Up to £10,000
	20%

	£10,000 to £19,999
	29%

	£20,000 to £29,999
	12%

	£30,000 to £39,999
	7%

	£40,000 to £59,999
	13%

	£60,000 or above
	2%

	Prefer not to say
	16%


           Table: Respondents' income


Experience when travelling by taxi 
When looking at the experience when travelling by taxi, disabled people broadly have a positive experience. 
In terms of the availability of an accessible vehicle: 
· [bookmark: _Int_hGi60789]1 in 10 found this very good; 
· almost 40% said their experience was good; 
· 21% were neutral; 
· 12% found their experience poor and; 
· [bookmark: _Int_q5Q9KVu8]16% said it was very poor. 

[bookmark: _Int_7sm7dCDp][bookmark: _Int_pltbblgY][bookmark: _Int_pLGGvNKg]When getting picked up or dropped off in a taxi, most respondents said they had a good experience (46%), with a further 12% finding it to be very good. Unfortunately, 22% said their experience was poor with 9% having a very poor experience. 

Sometimes disabled people need assistance from a driver and respondents had an overwhelmingly good net experience: 
· [bookmark: _Int_s0HA2Pcv]22% found the assistance they received was very good;
· 43% said it was good;
· [bookmark: _Int_Z7AwlMK4]3% had a poor or very poor experience and;
· 22% were neutral on the help they received. 

Some 17 respondents mentioned challenges with accessibility. These included: problems with getting into the vehicles themselves and wanting to self-transfer into the taxi rather than using a wheelchair accessible vehicle (WAV) and; not having taxi access to where they needed to get to when being either picked up or dropped off. 

Another issue raised related to the availability of taxis, which were accessible. Two different participants reported that they: had needed to wait for a longer time for the taxi and; had not been able to travel at suitable times. An additional issue was raised whereby drivers were reluctant to pick up wheelchair users both at stations and on the road. 

Six people explicitly mentioned drivers and the variability in approach - which could mean the experience of travelling could differ widely. 
Two people mentioned problems with taxis being reluctant to take their assistance dogs. Nine people talked about problems relating to affordability. 

[bookmark: _Int_MtZ7urVE][bookmark: _Int_LLQPnggX]Reasons given for taxi use included travel to hospital (two people). Whilst a number of people were negative in relation to their experiences of using taxis, seven people used the open text response to express their largely unproblematic or positive experiences.

Some of the quotes from respondents included:

[bookmark: _Int_JaqrmU5u][bookmark: _Int_ewNI68jt]“Unhelpful drivers, bad attitude that makes you feel very uncomfortable and embarrassed for having a disability. There a few that go above and beyond but they are in the minority.”

[bookmark: _Int_rZ9lmK9O][bookmark: _Int_hsbfM2ZM][bookmark: _Int_a8feZCeZ]“I live in Glasgow and all of the Glasgow Taxis fleet are supposedly wheelchair accessible. However in practice I find the standard black cabs in the Glasgow Taxis fleet very inaccessible - the ramps are incredibly steep and narrow, and do not feel safe at all. This is made even more challenging by the new bicycle lanes installed across Glasgow as wheelchair users can no longer be picked up/dropped off kerbside, but instead must use a ramp deployed in the middle of the road - and also wheel in the road to get between the taxi and the nearest dropped kerb…it is not possible to independently enter / exit the vehicle, even as a very independent wheelchair-user, and the assistance from drivers is often not a positive and safe experience.”

[bookmark: _Int_zUz5lvlF]“I am able to transfer out of my wheelchair and into a seat in the taxi and my wheelchair folds and can fit in the boot. The process for booking a wheelchair accessible taxi where the user remains in their wheelchair throughout the journey is much more difficult and should be made a lot easier.”

[bookmark: _Int_SRfs9CPH]“I have to go to Crosshouse Hospital in Kilmarnock for a colonoscopy. I cannot drive there from Ayr where I live because of the anaesthetic which is given during the procedure. A taxi costs £96 return!”
“Drivers said that they wouldn't bother with using the tie-down straps for my wheelchair.”

“It is difficult to book the online. They can make a lot of money by saying “we have to charge for a larger vehicle” and that means we are being charged at a premium rate.”


Further information
For further information on this, or other fact sheets, please contact Disability Equality Scotland on: 
t: 0141 370 0968		e: research@disabilityequlity.scot
	
Who We Are
Disability Equality Scotland (DES) is a member-led, Disabled People’s Organisation (DPO), working towards the inclusion and accessibility of all disabled people across Scotland in all of society. 
Our work is based on a human rights approach, and we share the collective voices of disabled people to inform and influence policymaking decisions. We adhere to the social model of disability and are a proud member of the Independent Living Movement. DES also acts as the umbrella body for the Scottish Access Panel Network.

Disability Equality Scotland
Norton Park, 57 Albion Road, Edinburgh, EH7 5QY			E: research@disabilityequality.scot
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