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Research Background
Digital transformation has changed taxi customer expectations. Passengers now expect fast booking, live updates, secure payment and reliable support. This poster examines how digital service quality may influence customer satisfaction at TOA Taxis, Birmingham.
Research Aim and Questions
Aim: To investigate how digital service quality influences customer satisfaction at TOA Taxis, Birmingham.
 Focus: reliability, usability, responsiveness, information quality, security and privacy.
Methodology: Secondary Research Process
The study used secondary qualitative research through a structured literature review. No primary data were collected. An interpretivist philosophy and deductive qualitative approach were used, guided by SERVQUAL, E-SERVQUAL, digital service quality and customer journey theory.
Sources were gathered from UWTSD Library, Google Scholar, ScienceDirect, Emerald, SpringerLink, Taylor & Francis and government/industry websites. From 82 identified sources, 24 were included after screening.
Original Value: This research applies digital service quality theory to a traditional regional taxi operator, rather than focusing only on large ride-hailing platforms.
Key Findings / Research Output
	Rank
	Dimension
	Research Output

	1
	Reliability
	Most important: booking, dispatch, arrival tracking and payment must work dependably.

	2
	Usability
	Simple booking, clear navigation and easy payment reduce customer effort.

	3
	Responsiveness
	Fast updates and support reduce dissatisfaction during delays or errors.

	4
	Information quality
	Accurate fare, driver, vehicle and arrival information builds confidence.

	5
	Security/privacy
	Safe payment and data protection support trust.


Discussion
Digital service quality improves satisfaction when it reduces uncertainty across the journey. For TOA Taxis, the app or website must connect with reliable dispatch, driver communication, payment and service recovery.
Recommendations
· Operational reliability: improve booking accuracy, dispatch integration and arrival estimates.
· Customer usability: make the app and website simple, inclusive and easy to navigate.
· Service recovery: provide faster updates and complaint support during delays or failures.
· Data-led improvement: use CRM data to identify repeat problems and improve operations.
· Human support: maintain accessible staff support alongside digital services.
Conclusion
Reliable, usable and responsive digital services are most likely to improve customer satisfaction at TOA Taxis, Birmingham. Digital transformation should therefore focus on the whole customer journey, not technology alone.
BOTTOM LINE: At TOA Taxis, Birmingham, stronger digital service quality means higher customer satisfaction when booking, updates, payment and support are reliable, easy to use and responsive.
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