CPS2016-0633
ATTACHMENT 4

2016 Leger — Satisfaction with Taxi Services Survey Summary

Summary of Survey Results

Taxi Usage

»  Within the past year, Caigarians have used the foiiowing

[0]

u
ranked order): Payment and Value
» Taxi drivers (ease of communication, driving safely,
driver’'s knowledge, courteousness, helpfulness, » Some (21%, identical to 2015) taxi users report that they
professional appearance, taking the most economical have experienced issues with the debit/credit machine
route) and/or with the driver not having correct change for their
> Dispatchers (ability to speak with them in a timely payment (16%, slight increase from 10% in 2015).
manner, dispatchers explaining the expected wait time » Overall, 63% of taxi users are satisfied with the value for
for the taxi to arrive) money they received from their taxi rides this past year, a
»> Value for money, and experiences during the ride, slight decrease from 2015. Some price-sensitivity is
(especially with condition/maintenance, time it took to evident, as taxi users are highly satisfied (85%) with the
arrive, music/radio) overall taxi services they received, but less satisfied with

the value for money they received (83%).
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Summary of Survey Results Continued

nsistent with previou
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at The City of Caigary, directionai decri

Satisfaction with compiaint-resoiution is at
2014 levels.

%, a return to

»  Attitudes towards taxi services in Caigary remain consistent
. . . with previous years with some directional increases in
» The reader should note that the results regarding complaints a regment ratji'n s for the following:
are based on very small sample sizes. 9 g 9
»  Taxidrivers should be allowed to charge customers a fee
for any damage customers do to the taxi
» | am aware of how taxi services are regulated in Calgary
»  There are enough taxis in Calgary to adequately serve
citizens
» I'would like more information about how taxi services
operate in Calgary
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Strategic Observations

Code Q calls — all of
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due to lack of need (e.g. unemployment).

Ihough taxi usage has C‘EClInEﬂ in the iast year and the Trequency among taxi users

) of lower fares is not vet

7
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among current users, the improvement of these booking facilities remain important.

Context

o ivarns Tramaenart Carvicaaae (1 TQ Aancaanad | Aasaar 14

> Livery Transport Services (LTS) engaged Leger to
conduct the annual satisfaction with taxi services
survey.

» The initial benchmark survey was conducted in
2014 following which informed the design of the
survey.

» LTS aims to track citizen usage and satisfaction
with taxi services in Calgary and embarked on the
first tracking wave in June 2015 and another in
2016.

» Since 2014, the industry has evolved, including the
growth of car sharing services, introduction (and
removal) of ride sharing companies, economic
pressures and changes in taxi regulations could
have significant influence on citizen perceptions.

This report represents the findings from the 2016
telephone survey with 600 Calgarians and
includes comparisons to the data collected in
2015 and 2014.

. Identlfv taxi service usage among Calgarians

= |dentify and assess the methods to obtain taxi
services

=  Assess satisfaction with dispatch and drivers

= Evaluate the experiences during the ride

= Measure overall satisfaction

= Evaluate payment options

= Assess awareness of the bumper sticker and

complaints

= Measure awareness of passenger and driver
rights

= Evaluate attitudes towards taxi services in
Calgary
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Methodology:
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