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ABSTRACT

This dissertation focuses on the effects of technological advancements in the travel sector particularly the taxi industry. It looks at the history of hire and reward which was developed in the 17th century when transport ownership was scarce, through the role of taxis in the Second World War to today’s battle with newcomers to the space in the guise of ride-sharing companies.
I will argue that whilst on the surface, these developments are good for the consumer and the investor, they have a price in terms of the effect on the human elements of the travel process. Through quantitative assessment of customer satisfaction and expectations and qualitative methods involving interviews with technology industry leaders focused on this market, I will debate whether the introduction of technology into the travel sector will ultimately be good or bad for the industry. I will also look at what the future holds for further technological innovation such as self-drive and driverless cars.
The arguments both for and against will be guided by and will use various business frameworks and theories from authored experts as well as exploring the effects of Corporate Social Responsibility on the actions and success of new ventures such as UBER.
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INTRODUCTION

The world has changed drastically in the past 15 to 20 years because of the surge in the sophistication and availability of technology. From early mobile phones which began the era of easy communication to the latest smartphones that allow us to bank online, shop for clothes, food or holidays or keep in touch with our friends, relatives or the ever-increasing number of celebrities. This advancement in technology has been seen most sharply in the areas of social media and e-commerce.
The business community has changes drastically over this period as the advancements in technology mentioned have affected all sizes of businesses from sole traders, through SMEs (Small to Medium Enterprises), all the way to multi-national conglomerates. Every class of business, in every sector has had to rethink how it trades in terms of marketing, pricing and efficiency with numerous high-profile casualties resulting from a lack of understanding of the need to adapt. Examples such as Woolworths, Kodak, HMV and Comet (Jee, 2018) show that a failure to identify new entrants or a threat of substitution can have catastrophic consequences.  
This study will concentrate on one sector that has seen how these advancements in technology have changed the landscape for businesses and consumers, the travel industry and will mainly focus on the private hire and taxi sector. Evidence will be presented through a series of quantitative and qualitative methods to assess how changes have impacted the sector, both positively and negatively. The timeframe in which this impact study will be focused is the past ten years as this has seen the biggest changes within this sector, mainly because the private hire and taxi industry has been relatively slow in adopting new technological advancements. 





Background
The history of the taxi industry began in the early 1600s in London where hackney cabs, named after the London area of Hackney, were horse drawn carriages made available for paid reward. The first non-horse drawn taxi was introduced in the late 1800s and was an electric vehicle. The progression of the industry really accelerated with the introduction of the first engine driven taxis in the early 1900s and some modern-day hire companies which have been running for generations can trace their beginnings back to this part of history (Rathbone, 2018). 
The taxi played a part in both World Wars of the 20th century, famously being used to transport troops to the frontline in the ‘Miracle of the Marne’ in 1914 as well as being ‘commandeered’ by Winston Churchill in 1940 to be used as mobile defence transport: -
“The London taxi was a specially designed vehicle. The driver sat in a little cab, on his left was a platform for luggage, in the back the hood could be folded down. Over the top of the driver was a luggage rack. The Lewis gun was mounted on the luggage rack to fire forward over the driver's head.” (BBC.co.uk, 2014)
Bringing history up to date, a recent innovation in the taxi industry was the launch in 2010 of the revolutionary app UBER (Uber.com, 2018). This has had significant success in recent years being used in over 450 cities around the world and boasting 62 million trips a year. Because of this the taxi industry has had to adapt and develop new ways to compete with these new platforms. 
This sector not only has the lengthy history as detailed but will, as proven by the following report, continue to play an important part in the transportation and travel industries moving forward as it embraces the technological changes and opportunities that arise. 
“Since 2001 minicabs have been subject to some regulation in London and most other local authorities. London minicabs are now licensed by TFL (Transport for London), or LTPH (London Taxis and Private Hire), formerly known as the Public Carriage Office.” (Knight, 2018)
To gain better insight into how these changes have affected the sector, interviews have been conducted with two senior people identified as having a lengthy history within and great insight of technology solutions within the taxi and private hire industry. To further help my research and to help with the information gathered from these interviews I will be conducting a quantitative study in the form of a questionnaire (Appendix 1) that was distributed to the public who are the consumers of the services in the industry. The questionnaire comprised of 20 questions and will have allow a better understanding of the opinions of the average user. The questionnaire was sent out to 50 recipients to ensure the results were free from bias. The information gathered from these will be used to create graphs which will enable a visual representation of the thoughts and feelings of the consumer to be presented. 

















Chapter 1	-	AIMS and OBJECTIVES

The aims and objectives of this study represent a framework to allow it to stay on course and meet its goals. Therefore, a base guide has been devised for where the research is intended to go and covering the main aspects needed to reach an understanding of the subject matter. The premise of the study requires vast amounts of research which range from first-hand experience of the author, the experiences of other consumers which is being collected through the distribution and completion of a questionnaire to interviews with key industry experts and practitioners. The aims and objectives will allow the categorisation of the information for ease of reference as follows: -
1. Review the literature to sales, customers, industry changes (Uber, disruptive technology)
2. Assess and understand why certain companies refuse to change in the taxi sector
3. Develop a framework with recommendations to explain how technology’s influence can change sales, customer perception, and growth in the competitive market. 
4. Develop an insight into the taxi user’s view to ascertain their approach to the change in the industry. 
5. Conduct two interviews and aim to gain an insight into how the industry is changing
6. Use a quantitative study to gain an insight from the view of the consumer
7. Determine if the technological change has had a significant effect on the growth of the industry

The literature review will introduce the components of the paper, much like a jigsaw puzzle; each piece will offer a little, but not it’s fit within the big picture, instead forming the starting points for individual visualisations based on experiential 


phenomena. Only when the final piece of the puzzle, the linchpin, is introduced will we uncover how the pieces come together, hopefully inspiring the reader to offer their own insight or new ways in which organisational or personal engagement can be maximised and utilised. 
A large portion of the information is going to come from a quantitative study and a qualitative study that will comprise of two interviews with people in the industry that have significant knowledge gained over several years that have seen changes both big and small. The quantitative study will be based around a predominantly multiple-choice questionnaire as this will allow the collection of a significant amount of knowledge and data relatively quickly and effectively as the questions are multiple choice it makes it easy for the participant to do quickly therefore not impacting on their time.















Chapter 2	-	LITERATURE REVIEW

Many authors have attempted to define how technology has changed the business environment and it could be one opinion that there has yet to be a definitive way of categorising what technology’s effects have been to date as it is a relatively new concept still in its formative stages. One opinion which states that technology has benefits is: -
“Technology has important effects on business operations. No matter the size of your enterprise, technology has both tangible and intangible benefits that will help you make money and produce the results your customers demand. Technological infrastructure affects the culture, efficiency and relationships of a business.” (Kokemuller, 2017)
What this doesn’t address and which this report will attempt to is what the possible benefits are and whether they outweigh the negative impact of technology on the sector. To do this research has been undertaken in the form of a targeted questionnaire asking a random selection of travel consumers what they think of the advancements in the taxi and private hire industry.
Following on from this, the study will look at aspects of disruptive technology and innovation, defined in the Harvard Business review as: -
“a process whereby a smaller company with fewer resources is able to successfully challenge established incumbent businesses.” (Christensen et al, 2015)
This includes how disruption has confused the market and potentially stunted growth rather than helping. In the Harvard Business Review, Mohammed (2014) argues that the rise of ride-sharing applications such as UBER has resulted in a proportionate decline in traditional taxi firms. This he attributes to UBER being able to circumvent the regulations that bind the established businesses.



Christensen et al (2015) argue against UBER even being a disruptor and cite the definition of a true disruptor as either getting a foothold at the ‘low end’ of a market which has been neglected by existing providers in their pursuit of satisfaction from ‘more important customers’ or gaining their foothold in a ‘new market’ where one does not currently exist. Neither of these scenarios would appear to apply to UBER in the already established private hire industry which may explain, in part, why cities that have welcomed ride-sharing innovation have had changes of mind.
In the most recent edition of Professional Driver, a well-respected trade magazine that talks about multiple aspects of the hire and reward industry, Bursa (2018) talks about how the lack of attention that Boris Johnson paid to the traditional hackney carriage and private hire trade when he was London Mayor coupled with the less than restrictive TFL regulations allowing UBER to enter the city are seriously damaging the taxi industry. This displays a typical human trait when presented with an innovative opportunity such as ride-sharing that people will disregard something that has worked perfectly for years for something new.
In the article Boris Johnson states that he will support technology that encourages taxi sharing and enable electronic hailing, the process of booking transportation using a computer or mobile device. There are two main factors evident of how politics has encouraged technology providers to disrupt the taxi trade; firstly, that regulations are being passed that allow for alternative services to enter the market and threaten the traditional taxi firms and secondly that officials do not appear to be supporting the existing firms due to a severe lack of funding which could be used to set up an app that is widely used. This has been a major problem for the industry in recent years as it could be argued government has funded the new and innovative rather than supporting the existing, known and reliable businesses.
iCabbi (www.icabbi.com) are a leading market provider of cloud-based taxi dispatch software serving the existing, traditional private hire industry. As such, they are a direct competitor to the mobile app providers such as UBER and LYFT. They state that e-commerce has the potential to create additional revenue for the taxi industry and this does not have to signal the end of the established providers. In 2017, total retail e-commerce sales worldwide were predicted to reach $2.29 trillion, and this 

figure is on course to almost double to $4.48 trillion by 2021 (Statista, 2018). The report talks about how this is going to affect the future of all participants and one innovation discussed which is already gaining media coverage is the introduction of driverless taxis (BBC.co.uk). This technology may be coupled with satellite navigation, GPS and smart apps designed to make journeys easier by generating highly accurate real-time traffic data and re-routing drivers (or rather, vehicles) around congestion blackspots. 
The main goal of this paper is to address some of the preceding issues and find out how technological advancements have changed the face of the travel industry focusing on the taxi sector. How has the internet and the development of apps such as UBER and other great technological creations affected this business sector? How has technology affected sales and has the customers perception of the traditional taxi changed for the better or worse?
The taxi industry is one that has not traditionally marketed itself either actively or effectively, nor has it previously embraced or utilised e-commerce. The question of why this is will be explored in this study using research material gained from the quantitative and qualitative methods mentioned above. The potential for technology to professionalise a company in the sector is something that could generate vast amounts of revenue for the business. The barriers to adopting these technologies are often thought to be monetary and this will also be considered. 
In the UK the taxi sector is still showing steady growth. For example, there has been growth to a ratio of almost 4:1 in the amount of taxis in and out of London since the Transport Act (1985) was introduced:
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Figure 1: Graph showing growth of taxi numbers in and outside London between 1071 and 2017

As shown in the graph above the growth of the taxi industry has been steady since the early 1970s in London but has been greater in other areas of the UK as the population grows. This will likely continue to exhibit steady growth in the UK for the next five to ten years as the working population need to move farther afield to secure employment.
	
There are several reasons for this, two of which are: -
1. larger taxi firms are purchasing the smaller ones and increasing their car count therefore increasing their revenue and
2. general growth in the industry. “There was a 23.6% increase in licensed PHVs in England between 2015 and 2017 to 205,500 vehicles, with a 39.3% increase in London and a 14.1% increase in England outside London” (Webarchive.nationalarchives.gov.uk, 2018).
Throughout this research it has been a reoccurring theme that UBER is the biggest threat of substitution facing the taxi trade and if regulations do not change the taxi industry will be under serious threat and will need to drastically change to compete with the new technological platforms such as UBER or LYFT. 


UBER have quickly become dominant in markets such as London and Manchester as these places are full of younger people who are referred to as the ‘screen generation’ (Pickerill, 2015) as well as being areas where vehicle ownership is traditionally lower due to the difficulties in travelling around very congested geography. The success of gaining a foothold in other smaller towns that have a much older demographic could be questioned to the extent that ride-sharing has not actually managed to persuade some local authorities to grant licences to operate. 
Old traditional business investment does not appear to have been at the forefront of the thinking of top government officials such as Boris Johnson during his time as Mayor of London. London has its place in history especially through Victorian times but is also cultivating the image of a prosperous, up and coming, technologically advanced centre for business and that could be one reason why they are keen to introduce new businesses such as UBER as they are more modern than the traditional taxi industry. This makes further developments since the granting of a licence to UBER even more interesting: -
“TfL considers that Uber’s approach and conduct demonstrate a lack of corporate responsibility in relation to a number of issues which have potential public safety and security implications.” (Matters, 2018)
Corporate Social Responsibility (CSR) is designed to measure and protect the social, economic and environmental impact of a businesses operations along with safeguarding human rights. In this case, TfL have expressed concerns over UBER’s practices around obtaining medical certification and Enhanced Disclosure and Barring (DBS) for its drivers as well as how they report serious crime. This clearly points to an issue with CSR rather than the technology. The issues encountered by UBER are further underpinned by the corresponding action taken by their own drivers to gain better working conditions. Farrar and Aslam argued that they were entitled to holiday pay and the minimum wage and were backed not only by CSR law but by human rights organisations (Fredman, 2017). This demonstrates the influence of leading stakeholders in the new technology businesses and that they are not only the company shareholders but also ‘actors’ (Aguilera et al., 2007) such as employees (internal) and government (external).

The quantitative research conducted for this study was undertaken across areas that do and don’t have ride-sharing as an option and this report will review any differences in response based on the geographical location of the respondent.
A second theory that will be considered against the framework of this study is adaptive structuration theory. This will be very useful in gaining an insight into whether the taxi sector, particularly its customers, has or hasn’t adapted the structural workings of businesses to the introduction of technological solutions as discussed. 
Structuration Theory (AST) is a framework developed by DeSanctis and Poole based on the work of Giddens, McPhee and Seibold and explores the concept that technology should bring ‘productivity, efficiency, and satisfaction to individuals and organizations.’ (DeSanctis and Poole, 1994)). The smaller communities that have not yet had the opportunity to experience UBER as a technological or social norm show behaviours that contradict those of their counterparts in areas where the technology is readily available. 
“A typical Uber rider is young (38% of riders are 18–27 years old) and slightly more likely to be a woman (51% are women). Female riders are somewhat younger than males (mean age of men is 34.6 years vs. 33.1 years for women). The vast majority of riders are white (80.5%)” (Kooti, 2015)
In smaller towns where taxis are still the de facto form of transport other than driving one’s self, it can be observed that younger people (the screen generation of above) will happily use traditional taxi firms and show no great desire for access to the technology enjoyed by their counterparts in big cities. However, once technology has been introduced, this cohort quickly adopts the innovation, and this appears to confirm Poole’s theory that once Advanced Information Technologies (AIT) are appropriated, a groups processes will adapt to the new structure.




Chapter 3	-	DISRUPTION

Whilst it has been stated already that UBER may not be an actual disruptor of the taxi industry, it cannot be denied that they, along with other ride-sharing companies, have influenced the sector, regardless of whether they even operate in certain geographical areas. 
There are three main factors to frame the discussion of what has happened in this industry and how the traditional operators can address these areas, and these are FRAGMENTATION, COMPLEXITY and LACK OF INVESTMENT.
Firstly, fragmentation of the taxi sector may be contributing to the downturn for private hire firms. Fragmentation in the context of this argument is that the vast majority of operators are small with over 51% of companies running less than 30 cars: -

		Fleet 2017	Fleet 2016	Chg 17-16	%chg		% of total
Band 1-10	15,821		14,425		1,396		9.68		24.51
Band 11-20	8,216		7,030		1,186		16.87		14.59
Band 21-30	6,846		5,300		1,546		29.17		12.15
Band 31-40	5,240		4,920		320		6.50		9.30
Band 41-50	4,585		4,466		119		2.66		8.14
Band 51-60	3,950		3,820		130		3.40		7.01
Band 61-70	3,465		3,167		298		9.41		6.15
Band 71-80	2,980		3,130		-150		-4.79		5.29
Band 81-90	2,553		2,493		60		2.41		4.53
Band 91-100	2,670		2,610		60		2.30		4.74

Table 1: iCabbi ProDriver 100 table (2017) 



What the industry is seeing, however, is the consolidation of these smaller fleets as they are taken over by the bigger companies who have the reach and scalability to compete with UBER. This consolidation has a knock-on effect of driving the need for better systems and processes in order to control and compete. Proposition three of AST theory states that: -
“new sources of structure emerge as the technology, task, and environmental structures are applied” (DeSanctis and Poole, 1994)
and this applies in this instance.

Complexity is linked to the first point and follows on the theme that the taxi industry in the UK has too many operators with too many options in terms of choice of provider and the solution they provide. This is counter-intuitive to the fact that the hire and reward industry is based on the simple principle that a customer without their own transport and needing to get from point A to point B, gets in a vehicle owned by a provider, is taken to their destination and rewards the provider for the service. In times past, the customer hailed a cab on the street, visited an office or rang a telephone number to arrange the service. The dispatcher used a two-way radio to contact a driver who would attend at the address provided. If there was any flaw in this process, it was when the driver failed to turn up at the pre-agreed time, leaving the customer late or having to make alternative arrangements
What technology has given to counteract such a situation is the ability to track on a mobile device the progress of the driver and to leave feedback on the service provided so others can make a judgement on whether to use the company in the future. Whilst technology can often be viewed as a complex solution, in this instance it simplifies the choice that a consumer must make by making the transaction more transparent through the availability of more information upon which to base the choice.
The introduction of mobile technology, in particular smartphones (otherwise known as PDA’s) has changed the way the industry operates massively as before them there needed to be a trained dispatcher in the office at all times looking at maps and 

taking calls. This was both stressful and time-consuming. Fast forward to the mid-2000s and smartphones were starting to become immensely powerful with even the most basic able to process GPS mapping (Lendino, 2012). This made the job of a taxi driver significantly easier as they no longer needed to memorise the quickest route. 
The final issue is that of the lack of adequate investment into the sector to allow traditional providers to keep pace with organisations like UBER and LYFT. Gavan Walsh, the CEO of taxi dispatch software provider iCabbi stated in an interview conducted with the author of this paper that the established taxi industry needs investment that will allow it to compete with the inward investment enjoyed by UBER which has an abundance of funds to pump into ways of attracting new customers to its service whilst seemingly having no requirement to make a profit.
[image: ]
Figure 2: UBER funding and valuation timeline 2010-2018 (Olsen, 2017)

This lack of investment is resulting in unsatisfied customers who are increasingly turning to ride-sharing as the hire and reward providers of choice. 





[image: ]
Figure 3: Market penetration rate of ride-sharing in the UK (Statista, 2018)

The responsibility for the lack of investment does not rest solely with government as the main reason given by established taxi businesses for not investing in technology to compete is that of cost (Moore, 2018). To some extent, the advent of massive funding as evidenced by UBER being readily available to any technology believed to be disruptive has made the threat of new entrants as designated in the Five Forces framework (Porter, 1979) a real danger. The barriers to entry are now so low in these instances that the only defensive mechanism that established players have is to invest their way out of trouble. In the case of hire and reward that means to invest in technology that can compete with the ride-sharers and help retain existing customers as well as attract new ones. Innovations such as cloud-based dispatch systems, mobile apps for customers and drivers and interactive voice recognition (IVR) telephony have become necessities for the taxi firms in the battle for survival.







Chapter 4	-	INDUSTRY CULTURE

This section will discuss the industry culture and how this has led to further technological growth. Human history has many examples of the desire to push boundaries and discover new places and ways to do things. Whether it is the invention of the wheel, Columbus discovering the Americas or man’s missions to the moon, a collective drive and belief systems underpin them all.
Alvesson (1993) said that
“How people in a company think, feel, value, and act is guided by ideas, meanings, and belief of a cultural (socially shared) nature.”  
and the taxi industry is no different. The advancements in vehicles, satellite availability for GPS tracking, internet access coupled with a growing population have only furthered the need for innovation, progression and challenging of the old ways of offering hire for reward.
Richard Moore, CEO of Exel Technology Group (Exeltechnologygroup.co.uk) puts forward an opinion that although these technological advancements have enabled the taxi industry to become far more efficient over the past 15 years enabling the industry to grow, the culture of those who run taxi companies is identical to how it was twenty years ago. This may have something to do with the human resistance to any change. Jumma (2016) states that: -
“society tends to reject new technologies when they substitute for, rather than augment, our humanity.”
This may explain why the culture of business owners from the established firms has been slow to change. The advances in technology that the industry has witnessed often have a cost to the human element of the process. IVR telephony systems dismiss the need for human call answerers, internet and cloud-based dispatch systems mean that a dispatcher no longer needs to speak to a driver to allocate a job and, perhaps most worryingly for these people, the threat in the future of driverless cars. General Motors have stated publicly that they will run a fleet of self-

drive taxis by 2019 (Campbell, 2017) and while this may be overly ambitious in terms of timeframes, it indicates the direction of travel for technology within the industry. This would appear to lead to an inevitable conclusion of customer interaction with a taxi firm having zero human input. 
However, regardless of cultural resistance to change, the majority of companies have had to adopt some form of technological solution. From the research undertaken it is evident that technology has permeated even the smallest of operations with 5 car companies running websites, car phones and some form of the latest dispatch systems. 
Taxi drivers have often had, maybe unfairly, a reputation for be rude and surly with no manners. They have been accused of poor timekeeping and running dirty or old vehicles.  This is increasingly not the case for the modern-day taxi business as the culture has been forced to change by the introduction of driver ratings where a customer can leave a rating on the friendliness, attitude and punctuality of the driver. Poor ratings will have a direct impact on the driver’s ability to make a living thus forcing him to be customer focused.

[image: ]
Figure 4: Screenshot of Driver Profile including customer rating from UBER (2018)


In Africa the culture has been forced to shift as less people are using taxis because they do not feel comfortable. The South African Taxi Council (SANTACO) has taken it upon themselves, therefore, to train drivers to be far more courteous in hopes of reviving the decline of usage in the community.
“We have to develop leadership, we must service commuters more efficiently, the industry must change its culture of dealing with issues.” (Miming, 2011)
The industry culture hasn’t changed for the past 15 years as stated before but with new technology and shifting social norms, companies are beginning to embrace the changes required.

















Chapter 5	-	METHODOLOGY

Research methodology covers processes and methods used to gather information and opinions to guide and inform the statements and opinions contained in a report. They usually consist of three distinct elements: -
· Interviews
· Questionnaires
· Focus groups. 
In this study there are two of the methods which are better suited for the needs of the study. Therefore, the methodology chosen to drive this report will be interviews with two senior businessmen from technology companies as well as a questionnaire handed out to a random selection of consumers. The reason for this approach is that it will gain a wide view from people who have first-hand experience of receiving the services in the industry as well as a detailed view from people who are relevant to the industry with many years of experience and exposure to both pre and post technology taxi provision. The information gathered from these findings will be used to make visual representations and presented in a number of graphs and tables.
The interview element of the research involved in this report was conducted with two people who have extensive knowledge and significant positions in the industry. Firstly, Richard Moore, the Chief Executive Officer (CEO), and major shareholder of Exel Technology Group Ltd (ETGL) which is a business that has developed, sold and supported taxi dispatch software in the UK for over 20 years followed by Gavan Walsh, the CEO of iCabbi, another software business based in Dublin who were founded in 2010 and offer a direct alternative to UBER to a global customer base. The conversations with both revolved around how technology has and continues to change the taxi industry.
Richard Moore has been in the industry for a significant amount of years and because of this is able to offer extensive knowledge of how technology has affected the industry in the past and gather an understanding of where it is going. Richard’s business was founded in 1998 and initially sold server-based software, hosted on 

machines located in a dispatch office. By his own admission, he failed to see the advent of cloud-based solutions as being the way to take the business and suffered several years of decline until in 2015 he began to concentrate of this form of technology as well as offering comprehensive 24/7 first line support to his users.
Gavin Walsh was a much later entrant to the software market, starting iCabbi in 2010. However, unlike Richard Moore, he based his solution in the cloud. His success is the complete opposite of ETGL, with take up of the new technology being slow at first as taxi firms displayed a reluctance to adopt a new way of working. However, after a few years of trading, sales began to pick up and iCabbi are now one of the leading providers of dispatch software in the UK, EIRE and North America with over 60,000 active private hire software licences in use.

The main reasons that a questionnaire was chosen as a second mode of data gathering rather than focus groups were simply that of logistics and time. It was deemed far easier to distribute a questionnaire with 20 questions to 50 people than to organise a number of focus groups to engage with the same number of individuals.
 










Chapter 6	-	RESEARCH APPROACH and METHODS

There are countless research approaches that can be employed, but the overriding issue on the selection of research methods is in the who, what and why of the research subject and objectives sought. Research approaches commonly fall in to two main categories of evaluation: 
1. Can questions be answered with a yes/no, or follow an analytical construct? or
2. Is there a phenomenon being observed that can be given meaning? 
These categories form the basis of quantitative and qualitative research methods and are either used individually, or together in a ‘mixed methods’ approach. The manner in which the methods are used, and the construct of the theoretical rationale toward the research aims forms the overall methodology. 
For the research undertaken in this case the mixed method approach was followed as it was believed to offer both Quantitative and Qualitative information and this was identified as crucial if a true and full picture was to be painted. By conducting two interviews with industry experts more in-depth detail about the industry will be gained from a business perspective including what these industry leaders think the future holds. The questionnaire will offer a broad perspective of what the general consumer thinks. By combining both we will be able to identify any similarities or differences in thoughts.
Combining a phenomenological approach (Aspers, 2004) with the quantitative and qualitative study allows an insight of the real experiences of the participants and interpret their individual experiences and feelings to develop a rounder idea of what the situation is. This will become evident in the analysis of the quantitative questionnaire responses.




Quantitative study:
The pre-planning of primary research was intended to meet the masses meaning that a questionnaire was to be utilised to construct a general, yet targeted overview of the subject matter. The prevalence of social media platforms for interactions was a clear route to be considered for the engagement. With the nature of the subject and the desired respondents, the SMP of choice needed to be of a professional calibre groups and individuals. For this LinkedIn (www.linkedin.com, 2018) or Facebook (www.facebook.com, 2018) would be the perfect places to collect the data for the quantitative study, the former as it is predominantly used by business people and the latter as a more personal platform. This would allow for the collection of data from a diverse cross-section of the general public.
The purpose of choosing to pursue a quantitative study is that the information can be categorised into visual graphs making the information more presentable to individuals. The quantitative study will comprise of twenty questions split into three main categories: -
1.	General 
2.	Personal 
3.	Thoughts
The reason for having the study structured in this way is so that the respondents will be able to focus on a section each time and the questions will flow and be related as opposed to having twenty random questions which may confuse responses. The questions asked were as follows: -
1.     How often do you use a taxi service?
2.     What type of service did you use last?
3.     What was the cost of the journey?
4.     What tip (if any) do you give?
5.     What is the average cost of your journey?
6.     How did you arrange the service?
7.     Please rate the quality of the service you received at the time of arranging.
8.     Please rate the quality of the service you received at the time of the journey.
9.     Please rate the value for money you received from the service.
10.   Was your driver…
11.   Do you think that the level of service has changed in the last 10 years?
12.   If your answer is Yes to the previous questions, is that due to……
13.   Has the taxi industry improved or deteriorated because of Technology?
14.   Have you used Uber to arrange a taxi?
15.   How did the service compare to a ‘traditional’ taxi company?
16.   What makes Uber an attractive alternative to ‘traditional’ taxi companies?
17.   Would you use a ‘driverless’ taxi?
18.   What is your preferred mode of travel when not driving?
19.   If you need transportation and cannot drive yourself, would you rather use…
The twentieth question was to ask if the respondent had anything they wanted to add that was not contained in the previous nineteen questions.
Quantitative analysis:
The quantitative study will return a significant amount of information which, while asked in a structured manner, may be difficult to interpret. Therefore, it will be presented in a format that is far easier to read including spreadsheets which will allow the figures to be visualised. A far more detailed analysis will be later in the “Analysis of finding” section.










Qualitative study:
The Massachusetts Institute of Technology (MIT) categorises a quantitative study as:-
“the examination, analysis and interpretation of observations for the purpose of discovering underlying meanings and patterns of relationships, including classifications of types of phenomena and entities, in a manner that does not involve mathematical models.” (Babbie, 1983)
The purpose of conducting interviews with targeted individuals is because the ones chosen should have specialist insight into the area of study. For example, in this report on the changes of technology in the taxi industry it would be in the interest of the study to interview someone with insight into the effects of change. This would mean identifying individuals who are expert either by academic study or length of time in the industry. The interviews undertaken consisted of six core questions designed to get the interviewee to answer not only the specific question but to elaborate as they so wished. Further, the interviewer had compiled a series of prompts to guide and continue the dialogue in an overall direction yet not adding any bias to the outcome. 
The core questions or points covered were: 
1: Background information (company history)

2: What significant changes have you had to make in the last 5 years due to technological change?

3: What advantages/disadvantages have you seen with these technological changes?

4: In your opinion what represents the biggest threat to your business?

5: How do you plan to overcome that threat?

6: What type of growth have you seen in the sector that is attributable to the introduction of smart phones and other hardware?




The first interview conducted was with Gavan Walsh, the CEO and founder of iCabbi (www.icabbi.com) who set up his business over eight years ago and who runs it with a passion driven by his desire to see the industry professionalised and made more efficient. As the CEO of ICabbi he has access to information that normal individuals cannot gain access to and this was deemed valuable to the report. The interview, and any subsequent ones, was to follow a semi-structured approach (SSI) as this is used for gathering qualitative information in specific situations from small samples (Laforest, 2009). Also: -

“The semi-structured interview allows the moderator to interfere in the respondent speech in order to direct him or her to the desired topic” (Iconaru, 2012) 

or to entice deeper meaning out of the responses. SSI’s are the most common form of qualitative research methods in a mixed-method approach and can form the basis of quantitative data as the text derived from the interviews can be assigned numerical value or can work alongside independent quantitative data from the likes of a questionnaire as per this study.

The second qualitative interview was with Richard Moore who has over 20 years’ experience as a result of starting his own taxi dispatch software company selling Mercury software, a server-based solution. Operating under the Exel Technology Group banner, Richard’s company also sells and supports hardware such as smartphones, monitors, and telephone systems as well as offering 24/7 technical support to taxi firms. As the CEO, Richard has unparalleled knowledge of the industry and is able to make observations and have opinions based on over two decades of exposure. He was a part of the process in which technology was introduced to the industry and how it has affected the industry in a positive and negative way. He spoke about how the business started properly in 1998 and how the introduction of technology in the industry has changed the efficiency whilst at the same time struggling to get a foothold due to resistance to change from the taxi firm proprietors. 

Qualitative analysis:
Qualitative research and interviews go hand in hand as interviews by their very nature collect qualitative data. The information collected for this study will be extensive and remembering every detail will be very difficult. Because of this accurate recording and collecting the data is vital so as to not miss anything important. This is a crucial aspect to collecting qualitative data and whilst rather time consuming is absolutely necessary. Bailey (2008) states that transcribing of the interview by a third party or assistant is preferable only if the note taker is suitably qualified. For the purposes of this study, the interviews were recorded and reviewed on numerous occasions to extract knowledge and meaning. Bailey warns that when following this path, recordings can be difficult to understand due to many reasons such as sound quality or the accent of the interviewee. Whilst this was a small issue with one interview where the interviewee was of Southern Irish extraction, the researcher had the luxury of being able to stay in contact and seek clarification where needed.













Chapter 7	-	ETHICAL CONSIDERATIONS

With any study undertaken, it is imperative that the impact upon participants is limited, and their rights are not contravened in any way. With both quantitative and qualitative research relating to lived experience this becomes a greater concern as airing personal thoughts or information can have a detrimental impact on the individuals and their respective organisations. Therefore, the quantitative study will be conducted anonymously, and the only personal information gathered will be the age and sex of the respondent. The only requirement for the quantitative study is that the participant has the potential to have used a taxi service before. 
The qualitative study will be one that does have a certain amount of information about the individual, but precautions will be taken to protect that data, for example a voice recording of the conversation will be taken so that there can be no conflict of opinion on what was said. The voice recording will be kept on a USB device with the permission of the interviewees and will be stored to comply with the Data Protection Act 1998 (Gov.UK, 1998). At the completion of the report writing and submission, these recordings will be destroyed. The interviewees have provided written agreement to participate in the research in the form of emails to the report author. 










Chapter 8	-	ANALYSIS of FINDINGS

“Taxi services is a large and growing market in the UK. Latest figures show that there are around 70,000 licensed taxis in Britain and 140,000 people driving them. Since the mid-1980s the number of licensed taxis has increased at double the rate in England and Wales outside of London than in London.” (OFT, 2002)
These statistics show that in 2002 the taxi industry was growing at a steady rate with significant licences for people to operate a taxi issued. Compare this to the next quote 15 years later and this growth has accelerated to record levels. This would appear to confirm that these figures clearly demonstrate how the impact of technology on the sector has had a direct effect on the number of licenses that have been issued.
“Total licensed vehicle numbers increased by 16% to 281,000 since 2015, the highest number since comparable records were first collected in 2005. This was driven by the 23.6% increase in licensed private hire vehicles between 2015 and 2017.” (DTI, 2017)
This section will use the information gathered through the research methods mentioned and present them in a variety of formats to test and challenge the assumptions made above on whether technology is affecting the taxi industry. Comments and recommendations on how the industry can embrace or resist change will made. 

Quantitative analysis:
The quantitative analysis that took place was, as already advised, in the form of a questionnaire comprising of 20 questions comprising predominantly of multiple choice with a small number of requiring comment. Participation was completely anonymous so as to allow the respondents to speak far more freely without any concerns for potential breach of confidentiality. The only personal data collected was 

the sex of the participants and their age to allow consideration to any variances according to these demographic measurements. In total there were 50 questionnaires sent out as this was considered to be a large enough number, allowing for non-responses, to return a workable sample size. The method of delivery was either by handing out personally or by sending electronically to participants using LinkedIn and Facebook. Although the identity of who was being sent the questionnaire was known at the time of dispatch, confidentiality was maintained as mentioned by anonymising the responses.
The actual number of responses received was 37 which, although small, nevertheless gave some interesting insight. Responses by sex were: -

	
	Male
	Female

	Number of respondents
	20
	17

	% of respondents
	54.05%
	45.95%



Visual representations will be used for presentation purposes in this section to allow the reader to easily interpret the data collected with a full set of results in the appendices section (Appendices 2&3).








[bookmark: _Hlk512512506]The responses received to the first question, “How often do you use a taxi service?” were 100% with the split between male and female being as above: -
[image: ]
Figure 5: Pie chart of survey responses to question “How often do you use a taxi service?”

What was immediately evident was that no one segment was dominant with the divide in the usage regularity of the users ranging from 16.21% regularly using hire and reward 27% never using the services. 
[bookmark: _Hlk512512547]The second question was “What type of service did you use last?” which now had a sample size of 27 excluding those that answered “Never” above: -
[image: ]
Figure 6: Bar chart of survey responses to question “What type of service did you use last?”

In this question, it became evident that private hire taxis were the largest provider of hire and reward but significantly, UBER, a ride-sharing company with only a short history, were almost as popular. Analysis of the gender of respondents to this question showed an equal split of 5 female and 5 male users of UBER suggesting no gender bias. However, the split for private hire usage was 8:3 in favour of females. This difference in usage could be due to UBER not actively marketing to a specific gender type instead targeting all ages and nationalities thus returning a more even spread of users. 
Wood & Li (2005) reported that uptake of technology was far higher in males than females and Rodgers & Harris (2003) stated that males were far more likely to shop online. This does not appear to have remained the case over the intervening years and is backed up by data from WISE, a campaign for gender balance in core science, technology, engineering and mathematics (STEM) subjects, which shows a year on year increase in female graduates of over 2000 in 2016/17 (Wisecampaign.org.uk, 2018).
Question 3, “What was the cost of the journey?” had a response rate of 15 or 55.5% in the £11-20 band, although it must be pointed out that it is not possible to put an absolute value on the average fare paid as only bands were used. However, question 5, “What is the average cost of your journey?” does help our understanding as 26 of the 27 respondents stated that it fell below £20.
The questionnaire moves on at number 6 “How did you arrange the service?” to begin gathering data around consumer behaviours and how technology has affected decisions and actions: -
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Figure 7: Pie chart of survey responses to question “How did you arrange the service?”

What stands out in this set of results are two things. Firstly, that there are two equally dominant methods of booking a taxi; by telephone, which is to be expected as it has been a main method since the telephone was invented but more interestingly given the subject matter of this paper, by mobile app. More than 1 in 3 bookings takes place using a smartphone which suggests that technology has taken a firm grip of the travel sector and leaves the traditional taxi operators little option but to embrace this changing landscape. The second point of interest, however, challenges this assumption as bookings made through the web, the other major technological advancement of recent times, were zero. Whilst outside the scope of the questions asked, one possible reason may be that a large number of taxis are booked on a spur of the moment basis, either by flagging down in the street or through a mobile app. The mobile app is a device that is designed, unlike a full website, to cover a single required action making it a quicker and more convenient method than loading a full website.
Questions 7, 8 and 9 attempted to gain some understanding of the relationship between the quality of the service received at the time of arranging, during the journey and the perceived value for money of the service received. 


At the time of arranging, the highest number of respondents chose 3 (average) as the level of service with slightly more going for 4 & 5 (above average) than for 1 & 2 (below average). 
Scores for the satisfaction level at the time of the journey, which would reflect the customer happiness with the driver, vehicle and journey itself, whilst following the same peak of responses in the average category, shows a slight increase in the less than happy customers and a corresponding decrease in the above average responses. It may be legitimate to assume that these dips in satisfaction do not reflect on the technology that has brought the traveller to the vehicle unless there was a failure of the technology such as GPS tracking malfunctioning. However, this cannot be precisely noted due to the lack of clarity in the question.
Value for money is defined by the Department of Finance (2010) as 
“the most advantageous combination of cost, quality and sustainability to meet customer requirements”
The scores for value for money are lower with over 70% saying this was average or poorer. This is to be expected and is not peculiar to the taxi industry as the consumer invariably want better value for money and weigh cost heavier than quality or sustainability.
[image: ]
Figure 8: Quality, service & value of journey graph

Post survey, it has been identified that there is a flaw in the collection of data for question 7 as it does not indicate how the booking was made and judgement cannot therefore be made on the relative merits of the options taken in question 6.
Following on from the previous question which casts doubt on the value for money, question 11 “Do you think that the level of service has changed in the last 10 years?” delivers a clear message that the sample group believe that levels of service have improved in the last 10 years with two thirds saying that it had. The idea that service had improved but that value for money was not achieved indicates one of two things; either that the statement above regarding always wanting better is correct or that service 10 years ago was vastly worse. If it is the latter, then the quantitative research needs to identify why it has improved.
Question 12 addresses this and in response again 66.6% indicated that this improvement was as because of technology although it must be noted that over 33% also felt that human behaviours had contributed. The transparency of human service delivery that was discussed in the Industry Culture section and shown in Figure 4 means that poor behaviours are no longer tolerated by the paying customer. 
Question 13 “Has the taxi industry improved or deteriorated because of Technology?” offers the clearest indication yet of the public opinion on technological advancements in the hire and reward sector with nearly 78% of respondents saying that it had improved. In the under 30s category that endorsement raises to 100% showing the total adoption of new technology in the “screen generation”.

Of the 27 people asked if they had “used Uber to arrange a taxi?” 15 said yes and 12 said no, a 55:45 split. Again, this number rises in the under 30s to 85:15.
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Figures 9/10: Pie charts comparing responses in full sample and under 30s to the question “Have you used Uber to arrange a taxi?

[bookmark: _Hlk512956040]The next question “How did the service compare to a ‘traditional’ taxi company?” returned a result which indicated that just over 50% (8 of 15) thought the service was better with 33% rating it as the same. Why the slight majority preferred ride-sharing may well be answered in the next question “What makes Uber an attractive alternative to ‘traditional’ taxi companies?” with 60% putting the preference down to the availability of a mobile app. 
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Figure 11: Pie chart signifying question “What makes Uber an attractive alternative to ‘traditional’ taxi companies?”



The research then moved onto a question that seems to be shaping future thinking on both the hire and reward industry as well as transport in general, “Would you use a ‘driverless’ taxi?”.  According to a 2016 survey by Kelley Blue Book (KBB.com, 2016), a car valuation and research firm, only 9% of those aged 51-64 (Baby Boomers) said they felt confident enough to travel in a fully driverless vehicle, compared with 38% of those aged 12-15 (Young Generation Z).

[image: ]
Figure 12: Number of respondents expressing a positive, neutral or negative preference to the use of driverless cars

The interesting observations from this chart are that there are an equal number of respondents whose feelings on driverless cars are strong for or against. The split by age shows that 100% of the ‘definitely nots’ were over the age of 50 which appears to bear out the independent survey carried out by Kelley Blue Book. 






Qualitative Analysis:
The report will now move onto two interviews conducted which whilst qualitative in structure help our understanding of the preceding quantitative research.
Gavan Walsh – CEO, iCabbi
Gavan Walsh gave a great insight into the taxi industry as, although someone who has a vested interest in advancing technology in the sector, his observations and comments show that there are real threats to the longevity of the traditional providers.
He spoke about how the industry is fragmented with a huge number of small (1-50 cars) companies and how this fragmentation is not making it easy to compete with the emerging threat from ride-sharing businesses. One of the ways that the established providers are fighting back is through increasing consolidation of the market with larger businesses acquiring smaller business thus enabling them to still achieve growth. Consolidation allows bigger businesses to achieve economies of scale in terms of infrastructure, downsizing back-office functions and making all vehicles operate on a common software platform. Also, this increase in technology which is exposing the smaller businesses to vulnerability due to the introduction of UBER and LYFT is conversely offering opportunity to larger businesses by increasing their geographical reach through acquisition.   
Gavan believes that even with this simplification through consolidation and acquisition they still have the problem that the taxi industry is very complex when compared to UBER where the driver only needs a phone and a car. Also, whereas ride-sharing in the USA is unregulated, the traditional taxi industry is. Although all these problems could be helped with investment it is a further issue that people are not investing in traditional taxi businesses because the speed and rate of return is slow whereas were they to invest in new and innovative technology such as UBER or LYFT the potential is immense. This is why, as discussed previously, UBER have been able to attract such enormous funding for such a new business. 


A recent study conducted by a leading global business information company discusses increased competition coupled with declining revenues in the industry: -

“The industry has faced challenging operating conditions over the past five years due to increased competition and volatile demand. Industry revenue is forecast to decrease at a compound annual rate of 1.4% over the five years through 2017-18 to reach £8.9 billion.” (Ibisworld.co.uk, 2017)
Gavan stated his opinion that the taxi industry in the USA will be overrun by UBER and LYFT within the next five years and will struggle to survive but at the same time offers some hope for the UK market, believing it will continue to have a surge in growth before plateauing. It will then, more than likely begin to reverse growth as a result of UBER unless they embrace the new technology involving driverless cars. Gavan had a firm belief that driverless cars are the “next big thing” and it is possible for traditional taxis to finally compete with UBER on a level playing field as all parties start from the same position with success being down to who will adapt the quickest. Deans et al. (2002) describe the Consolidation Curve as having 4 key stages: -
1. Opening
2. Scale
3. Focus
4. Balance and Alliance
Whereas it could be viewed that the taxi industry is currently positioned in the Scale phase (emergence of major players, acquisitions and empire forming) the advent of driverless cars will force all stakeholders back to the Opening phase of first mover advantage, developing barriers to entry and building scale.





[image: ]
Figure 13: Consolidation Curve ((Deans, Kroeger and Zeisel, 2002)

One possible issue that Gavan foresees with this trajectory is whether the public will embrace the new technology or will be slow to adopt it due to safety concerns. Voyage, the owners of a large retirement complex in Florida with 125,000 residents have stated their intentions to cut costs by having a driverless taxi service available to residents (Thomas, 2018) yet the research already presented would suggest that this age demographic may not be proactive in using the services on offer.   
If this is an advancement that the older generation may struggle to get used to, it is something that businesses might not have to worry about as the younger generation will be much more willing adopters.

Richard Moore – Founder and Owner, Exel Technology Group Ltd. 
Richard Moore was a good second interview subject as his experience stretches much further back than Gavan Walsh, having first developed his own taxi dispatch solution in the late 1990’s.
He spoke about how, before the invention of a software based, basic communication system, the processes used by taxi firms was driven heavily by human interaction. Richard’s opinion was that unless the operative was financially or emotionally 

invested in the business, customer service could be very poor with people in rooms answering phones, using two-way radios to find out where drivers were and trying to keep track of a fleet. This was a very pressurised environment for the employee and goes some way to explain the poor service. This further consolidates the results of the quantitative research which highlighted that a majority felt technology had improved the industry (question 13). 
Richard had a clear idea of when the hire and reward industry made the leap forward as a result of technology and this was the introduction of smartphones (PDAs) which gave full internet access in a hand-held device. This allowed the tracking and dispatching of drivers remotely to a job as well offering GPS satellite navigation which made journeys quicker and less affected by adverse traffic conditions. Richard’s business, unlike many others in the taxi dispatch software industry, positioned itself to provide not only the software but a full one stop shop solution for a taxi business (Appendix 4), thus minimising the risk to trading that Gavan Walsh voiced concerns about through the threat of substitution and new entrants. As previously mentioned, ETGL recognises that the end game of minimal human involvement in the whole process is achieved through the use of end to end technology: -
· IVR telephony with automatic answering and number recognition meaning the customer is identified immediately
· Dispatch software connected to the telephone system automatically allocating a job
· Driverless cars with no issues of sickness, minimum wage expectations or benefits
· Automatic payment on account or by contactless technology
In fact, the only human element of the transaction moving forward may well be the presence of the customer. 




Chapter 9	-	CONCLUSION

This report started with a challenge to uncover “The effect of technological change on the travel sector focusing on the taxi industry” with the aims and objectives to use research to decide if 
a) there had been any changes due to technology and 
b) if these changes were positive or negative. 
The study pledged to use both quantitative and qualitative methods to gain a full understanding of the drivers to adopt new technology. 
Information and data was collected on the taxi industry and confirms that it is one that has had steady growth over a long period from the 1600s to very recently. However, this growth has slowed as a result of private vehicle ownership and is now under considerable pressure with the emergence of ride-sharing business who have a model which cuts out a number of steps in the process and has less regulation than the traditional providers.  
The report looked at three problems with the industry
· fragmentation
· complexity and
· lack of investment
and settled on an opinion that the last point is a major issue exacerbated by enormous sums being invested in companies such as UBER. Spending showed improvement in the early years of the 21st century: -
“UK residents spent over £2 billion on taxis in 2000 on average, consumers spent £7.54 per taxi ride in London in 1999 compared with £3.49 for the rest of Britain. The average cost per mile was greater in London - £1.68 compared with £1.26” (nationalarchives.gov.uk, 2002)

The graph below shows how actual and projected spend in the taxi industry from 2008 to 2020.
[image: ]
Figure 14: Expenditure in the taxi industry 2008-2020
As you can see, taxi expenditure growth has slowed dramatically in the last 3 years and is projected to grow only modestly thereafter.
Among the recommendations made from the information gathered through this study would be: -
· Create investment opportunities by demonstrating an appetite to embrace technology
· Create an e-hail service that still uses traditional services but can compete with UBER
· Concentrate on the next ten years in the taxi sector as there will be significant change to note
· Prepare for future technological innovations around driverless cars
The final recommendation is that the industry is changing towards the self-drive market and if businesses can get in the ground floor this market is going to very competitive because of governmental regulation and potential investment in a market that is shifting in that direction at a pace far quicker than it was 3 years ago.
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TAXI CONSUMER QUESTIONNAIRE   The effect of technological change on the travel  sector focusing on the taxi industry   We would like to understand your personal experiences of  the taxi and private hire industry, so we welcome your  comments. Please fill out  this questionnaire and return.  Thank you.   1.   How often do you use a taxi service?      Regularly      Occasionally      Infrequently      Never   2.   What type of service did you use last?      Private Hire      Chauffeur      Hackney carriage      Uber      Other (please s pecify) ……………………………………   3.   What was the cost of the journey?      Under £10      £10 - £20      £21 - £30      £31 - £50      Over £50   4.   What tip (if any) do you give?      No tip      Under 10%      11% - 20%      Over 20%   5.   What is the average cost of your journey?      Under £10      £10 - £20      £21 - £30      £31 - £50      Over £50       6.   How did you arrange the service?      Hailed in the street      Visited office      Telephone      Website      Mobile App      Other (please specify) …………………………………… ………………………   7.   Please rate the quality of the service you received at the  time of arranging.      1      2      3      4      5  

Disappointing  Exceptional  

8.   Please rate the quality of the service you received at the  time of the  journey.      1      2      3      4      5  

Disappointing  Exceptional  

9.   Please rate the value for money you received from the  service.      1      2      3      4      5  

Disappointing  Exceptional  

10.   Was your driver…   Courteous?      Yes |     No   Informative?      Yes |     No   Prompt and efficient?      Yes |     No   11.   Do you think that the level of service has changed in the  last 10 years?      Yes  –   Improved      Yes  –   Declined      No change      Not sure     12.   If your answer is Yes to the previous questions, is that  due to……      Human behaviour      Technology      Other (please specify) …………………………… …………………………..    
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1.     How often do you use a taxi service? Regularly Frequently Occasionally Never

6 8 13 10 37

2.     What type of service did you use last? Private Hire Chauffeur Hackney Uber Other

11 1 5 10 0 27

3.     What was the cost of the journey? Under £10 £11-£20 £21-£30 £31-£50 Over £50

9 15 2 1 27

4.     What tip (if any) do you give? No tip Under 10% 11%-20% Over 20%

18 8 1 27

5.     What is the average cost of your journey? Under £10 £11-£20 £21-£30 £31-£50 Over £50

12 14 1 27

6.     How did you arrange the service? Hailed  Office Telephone Website Mobile app Other

5 1 10 0 11 27

7.     Please rate the quality of the service you received at the time of arranging. 1 2 3 4 5

1 3 12 5 6 27

8.     Please rate the quality of the service you received at the time of the journey. 1 2 3 4 5

3 5 10 4 5 27

9.     Please rate the value for money you received from the service. 1 2 3 4 5

5 7 7 4 4 27

10.     Was your driver… Courteous Informative Prompt/Efficient

15 7 23

11.     Do you think that the level of service has changed in the last 10 years? Improved Declined  No change Not sure

18 5 3 1 27

12.     If your answer is Yes to the previous questions, is that due to…… Human behaviour Technology Other

10 20 0 30

13.     Has the taxi industry improved or deteriorated because of Technology? Improved Same Deteriorated

21 5 1 27

14.     Have you used Uber to arrange a taxi? Yes No

55% 45% 27

15.     How did the service compare to a ‘traditional’ taxi company? Better Worse No difference

8 2 5 15

16.     What makes Uber an attractive alternative to ‘traditional’ taxi companies? Cost Availability Vehicles Drivers Mobile app Other

4 2 9 15

17.     Would you use a ‘driverless’ taxi? Definitely Probably Not sure Probably not Definitely not

3 11 7 3 3 27

18.     What is your preferred mode of travel when not driving? Bus Train Taxi Other

6 9 4 8 27

19.     If you need transportation and cannot drive yourself, would you rather use… Public transport Private transport Travel with friend/relative

4 4 19 27
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