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[bookmark: _Toc233156451]1. Introduction, Aim and Objectives
Title: The Impact of Safety Perception on Customers’ Intention to Use Taxi Services: A Case Study of Cardiff, United Kingdom.
The taxi and ride-hailing industry has grown significantly over the years, providing consumers with greater convenience and accessibility. But the safety of the passengers has always been a key determinant of whether customers will choose to use these services. Fears about driver behaviour, vehicle condition, personal safety and safety provision can impact on customer confidence and intentions to use the cars. In today's dynamic transportation environment, it is becoming increasingly critical for service providers to be aware and attuned to their safety perception.
The topic is of great importance in business management since customer perceptions have a direct effect on service use, satisfaction, customer loyalty and organisation performance. Safety improvements to taxi operations can boost customer confidence and improve their ability to compete. Safety aspects used in transportation services have been previously discussed in literature, but there is not much research that focuses on the relationship between customers' attitude towards safety perception and intention to use taxi services in Cardiff. Hence, the purpose of this study is to fill this gap and make some practical recommendations for the improvement of services. The study is particularly important with the current challenges facing Cardiff's urban area as it faces an increasing late-night economy, a huge transient student population and restrictions on vehicle licensing from Cardiff Council.
Research Aim
To investigate the impact of safety perception on customers’ intention to use taxi services in Cardiff, United Kingdom.
Research Objectives
· To examine customers’ perceptions of safety when using taxi services in Cardiff.
· To identify the factors influencing customers’ safety perceptions.
· To analyse the relationship between safety perception and customers’ intention to use taxi services.
· To recommend strategies for improving customer confidence and increasing taxi service usage. 
[bookmark: _Toc233156452]2. Literature Review
[bookmark: _Toc233156453]2.1 Theoretical Framework
This study has been developed on the basis of three important theories that explain the relationship between safety perception and customers' intention to use taxi services. Theory of Planned Behaviour (Ajzen, 1991) states that attitudes are significant determinants of behavioural intention and that one of the factors that make up the attitudes of the customers is the perception of safety. The concept of Perceived Risk Theory suggests that the higher perceived risks, the less use of services, and therefore, safety concerns are a significant deterrent. SERVQUAL theory emphasises the importance of assurance and reliability as dimensions of service quality that significantly affect satisfaction and behavioural intention, with safety having a strong effect (Veal, 2017). The theories together account for the relationship between taxi usage intention and safety perception.
[bookmark: _Toc233156454]2.2 Safety Perception and Consumer Behaviour
Safety perception is the passengers' subjective assessment of their own safety and their protection from physical or psychological damage during the use of transportation. Safety is a well-established factor in the literature on consumer behaviour in attitude formation and in behavioural intention (Su et al., 2021). Based on the TPB model, perceived safety level contributes positively to customers' attitude and their intention to use taxi services, with the higher the perceived safety level, the more likely the customers are to form positive attitudes and intentions.
The existing studies of safety, however, are often approached in isolation and not fully linked to perceived risk and service quality. This narrows the view of safety to its role within a set of transport decision-making processes.
[bookmark: _Toc233156455]2.3 Safety in Ride-Hailing and Transport Services
Empirical research always reveals that perceived safety plays a crucial role in the adoption and retention of transport services. Acheampong (2021) identified that security and safety issues are significant issues influencing the choices of users of digital mobility services. The study offers policy guidance but is based on developing countries and is not directly applicable in the UK where regulatory frameworks and safety standards are more advanced. As Acheampong (2021) sets a baseline for mobility security, the results will likely remain dependent on the context of an evolving market, where regulatory oversight is fragmented. As a result, these metrics do not apply to the highly institutionalised nature of Cardiff's transport system, which is subject to tight public safety regulations in the UK and compulsory driver background checks.
Likewise, Su et al. (2021) found that perceived safety is positively related to loyalty intentions for ride-sourcing consumers. The study is well-designed, but it does not study behaviour, but rather loyalty, which leaves this study with a lack of understanding about the relationship between safety and actual behaviour intentions at the point of service adoption or continued use.
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There has been considerable awareness of the link between safety and service quality in transport research. In a study by Nguyen-Phuoc et al. (2021), they determined that perceived safety is a significant influence on customer satisfaction and loyalty in public transportation systems. This is consistent with the SERVQUAL theory, which found assurance to be an important factor in perceived service quality.
The study, however, concentrates on bus services in Vietnam as opposed to taxi services in Cardiff, as these services differ in the way they are regulated, services provided and customer expectations. This reduces the generalizability of the results to the UK taxi sector and emphasises the importance of context-specific research.
[bookmark: _Toc233156457]2.5 Gender and Safety Concerns	
Several recent studies emphasise the impact of gender on perceptions of safety. Hu and Yang (2024) concluded that women passengers of ride-hailing services reported greater safety concerns, notably on issues of harassment and riding behaviour. This means that the perception of safety does not apply equally to all the user groups. But the study is only about the women passengers, which makes it less applicable.
In the same way, Tang et al. (2021) found that two factors, such as operational safety problems and poor monitoring systems, affect customer trust and transport decisions. The authors propose better driver screening and safety features, but they have focused on ride-hailing apps, which is another contextual gap in comparison to traditional taxis.
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The literature indicates that the perception of safety has a significant impact on transport use decisions. There are three main gaps, however, in the literature; most studies are based on data collected from ride-hailing or public transport literature, little of the evidence is from outside the UK, which limits its relevance to the regulated taxi service in Cardiff, and the literature highlights satisfaction and loyalty over behavioural intention. This study aims to fill these gaps by exploring how safety perception affects customers' intentions to use taxi services in Cardiff, based on the quantitative approach and the theory of TPB, perceived risk and SERVQUAL.
[bookmark: _Toc233156459]3. Research Methodology 
The Research Onion framework was used to provide a systematic and logically structured research design in this study, as suggested by Saunders et al. (2023). Each onion layer is applied, starting from philosophy to data analysis.
[bookmark: _Toc233156460]3.1 Research Philosophy
This study is based on a positivist research paradigm that assumes that reality is objective, measurable, and independent of the researcher. The positivist approach is appropriate because the research is trying to investigate the correlation between the level of safety perceived and the intention to behave in terms of quantitative variables and statistical tests (Saunders et al., 2023). This method enables the researcher to quantify the customer's perception and reduces the researcher's bias. Interpretivism, on the other hand, emphasises subjective meanings and lived experiences, which are not appropriate for testing relationships or generating generalisable results (Creswell and Creswell, 2023).
[bookmark: _Toc233156461]3.2 Research Approach	
A deductive approach is used, where the study is based on the existing theory, particularly the Theory of Planned Behaviour (Ajzen, 1991), which explains the relationship between attitude and behavioural intentions. This study examines whether there is any relation between safety perception and customers' intention to use taxi services. Deduction is better than induction, because it permits testing the hypothesis by means of known theories, but does not develop a new theory from the qualitative data (Punch and Oancea, 2014).
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The study uses an approach of quantitative survey, which is characterised by the ability to collect numerical data and to analyse the relationship between variables statistically (Bryman and Bell, 2023). Surveys are more reliable and reproducible than other qualitative methods like interviews, and can be used to look at patterns of behaviour in larger populations. 
A cross-sectional time horizon is used in which data is captured at one time, and thus one can identify relationships between variables without longitudinal tracking (Saunders et al., 2023). 
Primary data will be gathered from an online questionnaire with the help of Microsoft Forms, and it will be closed-ended. The survey will assess the following variables: Demographic characteristics, taxi usage patterns, perceived safety, customer trust, and behavioural intention. Microsoft Forms is selected because of its cost-effectiveness, distribution and automated data collection features, and its ability to efficiently access a larger sample than would a traditional face-to-face approach (Naoum, 2019).
[bookmark: _Toc233156463]3.4 Population and Sampling
The target population are people who have had taxi journeys in Cardiff within the last 12 months. Due to time and resource constraints of this study, a sample of 50 participants will be selected so that meaningful statistical analysis can be carried out.
A simple random sampling technique will be applied, in which every member of the target population has an equal chance of being selected (Bryman and Bell, 2023). This helps to minimise selection bias and increase representativeness. Probability sampling is preferred to convenience sampling because convenience sampling has the potential of introducing bias and reducing the generalisability of results.
[bookmark: _Toc233156464]3.5 Data Analysis
The analysis of data will be done by SPSS software. Demographic data and the respondents' perceptions of safety will be summarised by descriptive statistics such as frequencies, percentages, mean, median and mode. Correlation analysis and regression analysis will be part of the inferential statistics. The correlation analysis will be used to determine the level and direction of the correlation between the safety perception and intention to use taxi service, and the regression analysis will be used to explain the predictive role of the safety perception on behavioural intention (Field, 2024; Pallant, 2020). These techniques can be used because they offer objective and measurable evidence of relationships between variables.
[bookmark: _Toc233156465]3.6 Ethical Considerations and Limitations
This study will comply with UWTSD ethical guidelines and UK GDPR regulations. Data will be collected with ethical approval. The participants will be informed in full and agree to informed consent for the study. It will be voluntary, and participants will have the right to refuse to participate or leave at any time. Data will be anonymised, kept securely and only used for academic purposes (Robson and McCartan, 2024).
There are a few limitations to note. The study sample of 50 may not be representative, and the study is limited to Cardiff, making it less representative than it could be. Moreover, data collected from self-reported surveys can also suffer from response bias. Notwithstanding the foregoing restrictions, the study will give useful information to the researcher about the perceptions of safety and its influence on taxi use intention (Bougie and Sekaran, 2020).
[bookmark: _Toc233156466]4. Project Plan and Timeline
The research project will be conducted in an eleven-week period to allow for a defined and logical development of the project from the beginning to the end. The timeline is presented in the Appendix: Gantt Chart. The first phase (Weeks 1-2) involves narrowing the study topic, forming research questions and objectives, and beginning to explore the literature that may be relevant to the topic to develop theoretical foundations (Murray, 2023).
For Weeks 3-4, the research methodology will be formulated, with the need for a positivist philosophy and deductive approach, and a quantitative survey design (Muijs, 2010). The questionnaire will also be designed in this phase using MS Forms, and ethical approval will be prepared and submitted. Weeks 5–6 will be dedicated to obtaining ethical approval and completing arrangements for data collection.
Primary data will be gathered and structured in weeks 7–8, with data cleaning and preparation for analysis to follow (Grey, 2021). Weeks 9-10 will focus on the analysis of data using SPSS, with both descriptive and inferential statistics, such as correlation and regression analysis. The last week (Week 11) will be dedicated to interpretation of findings, cross-reference to literature, final proofreading, and submission.
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Conclusion
This study examines the relationship between the level of safety perception and customers' intention to use taxi services in Cardiff, which is not addressed in the literature. The study takes a positivist approach, a deductive approach and uses a quantitative approach, this approach allows the study to have objective measurement of behavioural relationships from data obtained from a survey and analysed using SPSS. Based on TPB theory, perceived risk theory, and SERVQUAL theory, it has academic significance as it contributes to the understanding of taxi passenger decision-making, and practical significance as it provides insights for enhancing taxi safety and service quality.
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