
 

 BBT AGENDA: 09-14-06 
ITEM: 3

 TO: BUILDING BETTER FROM: James R. Helmer  
  TRANSPORTATION COMMITTEE  William F. Sherry 
    Robert L. Davis 
     
SUBJECT:    TAXICAB SERVICE MODEL DATE: 09-06-06 
  STATUS REPORT 
              
Approved                   Date 

 
 
RECOMMENDATION 
 
1. Accept the Taxicab Service Model Status Report. 
 
2. Direct staff to report back to the Building Better Transportation Committee (BBT) at its 

December 2006 meeting regarding the following: 
 

a. One-year evaluation of the Taxicab Service Model 
b. Status of the Taxi San Jose Transition 
c. Status on the Service Model Year Two Operational Plan 

 
 
BACKGROUND 
 
On September 7, 2005, the new Taxicab Service Model was initiated.  Taxi San José (TSJ) began 
providing On-Demand Ground Transportation Dispatch Services at Mineta San Jose 
International Airport to all 14 San José taxicab companies, and to individual drivers with 
Airport-issued permits affiliated with the 14 companies.  Various other service model elements, 
including customer service training for drivers, have also been implemented over the past year. 
 
On June 6, 2006, City staff provided the Building Better Transportation Committee (BBT) with 
an update on the Service Model, including approval of the Methodology to Adjust Taxicab 
Rates, and a status report regarding the operation of Taxi San José’s Ground Transportation 
Dispatch Services.  Staff was directed to report back to the BBT Committee regarding the status 
of the Taxicab Service Model, as part of the Fall BBT Workplan.  This report, in addition to a 
follow up report suggested for December 2006, will meet the Committee direction. 
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ANALYSIS 
 
Airport Activities and Taxi San José Update 
 
The Taxicab Service Model completes one year of operation on September 7, 2006.  Staff, along 
with Taxi San José, and the taxicab companies and drivers, has continued to work diligently on 
the various implementation items associated with the new service model.  The new dispatch 
service has provided a coordinated, more professional presence at the curbsides that is providing 
a more informed choice to passengers, while more effectively maintaining equitable operations 
between the involved ground transportation industries.  Reporting of data by TSJ and the taxi 
companies has resulted in more accurate information regarding taxi and door-to-door shuttle trips 
provided to the City and the drivers.  
 
Airport staff continues to meet regularly with TSJ to oversee service provision and address 
performance issues.  As a result of these discussions and mutual interest to address ongoing 
issues, TSJ has continued to make changes in their structure and day-to-day operations.  As staff 
has previously reported, TSJ now maintains a direct role in the employment and management of 
all dispatch service employees, and has taken responsibility for the contractual requirements of 
employee retention and living wages.  City staff will continue to monitor service levels to ensure 
compliance with the goals of the Taxicab Service Model. 
 
In addition to weekly operational meetings, City staff has worked with Taxi San José staff on a 
monthly basis to present activity and service information to the Taxicab Advisory Team (TAT) 
to ensure a broad understanding of overall operations and activities.  City staff and Taxi San José 
continue to work on issues identified as part of the improvement process that include on and off 
airport taxicab service, marketing and advertising, and taxicab permitting modifications.  
 
Staff reported at the June BBT Committee meeting that it would conduct a formal assessment of 
TSJ operations in September 2006, following the one-year anniversary of service.   The 
assessment is underway, and will determine if the changes implemented by TSJ have adequately 
addressed industry concerns, improved performance, and delivered the service levels required in 
the contract.  In addition, City staff has begun an evaluation of the Taxicab Service Model and its 
impacts on customer service, driver trip activity, and off-airport taxicab operations.  It should be 
noted that current rate structures have remained in place, including the scheduled increase of 
$18,312 annually to TSJ for the second year of the two-year contract.  
 
If the September assessment shows that the agreed upon service levels have been achieved, TSJ 
may propose a revised rate structure to further enhance their long-term service quality and 
stability.  Staff will require TSJ to provide a detailed description and verification of need, as well 
as verification of a completed communication plan and broad support of both taxicab and shuttle 
drivers, and the affected companies.  City Council approval would be required for any TSJ rate 
structure change from the original contract.  
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However, should the assessment show that the expected service levels have not been achieved, 
City staff will prepare and present an action plan that will propose a modification in dispatch 
service operations.  The action plan would be presented at the December BBT Committee 
meeting with an expectation of adoption and implementation in the first half of 2007. 
  
Customer Service Training 
 
One of the goals of the new Taxicab Service Model has been to improve service by requiring all 
taxicab drivers to complete a Customer Service Training program that focuses on important 
service elements of the taxicab industry.  City staff has worked diligently with Taxicab 
Companies and San José Evergreen College to ensure curriculums meet or exceed the format 
approved by the City.  
 
At present, a total of 382 of 487 permitted drivers have completed the customer service-training 
curriculum.  Airport staff will be issuing letters of non-compliance to the companies of 
individual Airport permitted drivers who have not yet completed the training, that may include 
liquidated damages passed on to the Airport-permitted drivers.  In addition, DOT staff is 
discussing with the Police Department the possibility of modifying City taxicab permits to 
ensure that completion of customer service training is a requirement of all taxicab permits. 
 
Customer Service Surveys 
 
City staff has been working with the Taxi Advisory Team (TAT) to refine a customer service 
survey, in an effort to determine the more practical effects of the Taxicab Service Model on 
travelers to and from San Jose Mineta International Airport, as well as other origins and 
destinations throughout San José.  The TAT has worked with staff to create a Draft survey 
document that also includes the Taxicab Bill of Rights as well as a complete listing of taxi 
services in San Jose (Attachment A).  The survey will be distributed during the month of 
September and staff will provide a report on the survey results at the December BBT meeting.   
 
Methodology to Adjust Taxicab Rates 
 
The City Council approved the methodology in June 2006.  Following that approval the item was 
agendized for discussion with the Taxicab Advisory Team.  After discussion and further outreach 
to the broader taxicab industry, it was evident to staff that support does not exist in the taxicab 
industry to pursue or research the need for a rate adjustment at this time.  Staff will continue to 
monitor the data points identified in the methodology to be prepared to respond to any changes.  
 
Taxicab Advisory Team Workplan   
 
The Taxicab Advisory Team continues to update its workplan for 2006.  Future topics include:  
 

• Industry Advertising and Alternative Revenue Sources 
• Installation of Informational Pouches in Taxicab Vehicles 
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• Leaseability/Transferability of Taxicab Airport Access Permits 
• Supply Controls and Demand Management (CAPS) 
• City of San José Regulatory Costs and Taxicab Industry Fees 

 
Staff will report on TAT Workplan progress at subsequent BBT Committee meetings. 
 
 
PUBLIC OUTREACH 
 
Staff has presented to and sought feedback regarding major elements of this report to the Taxicab 
Advisory Team (TAT).   
 
 
COORDINATION 
 
This report has been developed by the Departments of Transportation, Airport, and Police, and 
coordinated with the City Attorney’s Office. 
 
 
 
 
James R. Helmer   William F. Sherry, A.A.E.  Robert L. Davis  
Director of Transportation  Director of Aviation    Chief of Police 
 
 
Attachment 



GENERAL INFORMATION & 
CUSTOMER SERVICE SURVEY 

 
WINTER/SPRING 2006 

 

Taxi 
San Jose  

 
TAXICAB BILL OF RIGHTS 

 
As a passenger in a San Jose Taxicab 

you have the right to:
 

Go To Any Destination 
of your choice. 

 
Most direct route 

or the route of your choice. 
 

A Safe and Courteous Driver 
who obeys all traffic laws. 

 
A Knowledgeable Driver 

who speaks English and knows 
city geography. 

 
A Comfortable Climate 

air-conditioning or heat on request. 
 

Your Choice of Music or Silence 
If available, you may request a radio station. 

 
A Clean Taxicab 

Smoke and scent free air. 
Clean interior, exterior and trunk. 

 
Working Seatbelts 
for all passengers. 

 
Tip for Excellent Service 

or decline to tip for poor service. 
 

Be Accompanied by a Service Animal 
if you are disabled. 

 
Pay by Credit Card or Cash 

 
Carry reasonable amounts of Luggage 

which will be loaded and unloaded to curb. 
 

Have the Door Opened for You 
on your request. 

 
The Driver has rights  

that you should respect:
 

Behave in a Civil Manner 
For safety reasons, please do not distract the driver. 

 
Refrain from Drinking or Eating 

Without permission from the driver. 
 

Pay the Fare Posted on the Meter 
accompanied by a receipt. when requested 

 
Drop-off in a Safe Area 

 as determined by the driver. 
 

Any other concerns relating to the 
driver's or passenger’s safety  

will be determined by the driver. 
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W
elcom

e to San Jose
In our continuing effort to provide the best possible service, please take a 
m

om
ent to fill out this card and drop it in any m

ailbox.  Thank Y
ou. 

Please tell us about your ride: 
 

 
 

0-5 m
in. 

  6-15 m
in.     over 15 m

in. 
H

ow
 long w

as your w
ait:    

       □ 
         □ 

            □ 
  

 
 

E
xcellent       G

ood          Fair        P
oor 

D
river C

ourteousness and 
Professionalism

       
       □ 

         □                 □            □ 
D

riving A
bility and Safety 

       □ 
         □ 

            □            □ 
K

now
ledge of R

oute and 
       □ 

         □ 
            □            □ 

D
estination 

Vehicle C
om

fort/C
leanliness       □ 

         □ 
            □            □ 

M
ethod of Paym

ent A
ccepted          Y

es  □          N
o  □ 

 
D

id driver assist w
ith luggage 

    □ 
       □    

 P
lease provide your nam

e and address: 
 _______________________________________________________ 
N

am
e / E

-M
ail 

 _______________________________________________________ 
A

ddress 
 _______________________________________________________ 
C

ity, S
tate, Zip 

 _______________________________________________________ 
Telephone 
 

 
 

Taxicab 
 Service Comments 

Taxicab D
rivers First N

am
e: ____________________ 

 Taxicab N
um

ber:______________________________ 
 C

om
pany:____________________________________ 

 Please provide below
  additional inform

ation or  any 
other Suggestions or C

om
m

ents: 
_____________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 
 __________________________________________________ 

 

 
The following companies are licensed 

to do business in San Jose: 
 

Alpha Cab Company 
(408) 295-9500 

---------- 
California Cab  
(800) 631-1555 

---------- 
City Cab 

(408) 945-8500                                  
---------- 

Executive Cab Company 
(408) 271-9901 

---------- 
American Taxi 
(408) 941-9900                                  

---------- 
Milpitas Cab Company 

(408) 945-8500 
---------- 

National Cab 
(408) 436-0999 

---------- 
Net Cab Company 

(408) 941-9900 
---------- 

Rainbow Cab Company 
(408) 271-9900 

---------- 
Golden Star Cab Company 

(408) 945-8500 
---------- 

Silicon Valley Checker Cab Company 
(408) 293-1234 

---------- 
United Cab Company 

(408) 971-1111 
---------- 

U.S.A. Express Cab 
(408) 441-6300 

---------- 
Yellow Cab Company 

(408) 293-1234 
Why licensed cabs?  Licensed cabs provide 
drivers with full background checks, Vehicle 
Inspections and Insurance, a thorough driver 
training & safety program, thorough testing, 24-
hour radio dispatch, and excellence in customer 
service. 

 

TAXICAB COMPANIES 
 
 
 
 
 
 

 
Welcome to San Jose! 

 
Taxicab Services 

Our Taxicabs are here to serve 
your transportation needs.  Taxicabs 

are available at the Airport at designated 
stands at Terminals A and C, 
at major hotels Downtown and  

Taxicab stands throughout Downtown.   
 

Drivers are required to take passengers 
to any destination. 

 
Rates 

Rates in San Jose are standard, no matter 
which taxicab company you take;  

the rate is also the same no matter  
how many passengers take the cab.   

Each cab has posted rates and a  
“Bill of Rights” inside the passenger cab. 

 
Passengers with disabilities or over 65 

years of age receive a 15% discount off the 
total fare. 

 
Comments 

We want to hear from you so that 
Taxi San Jose can provide the best 

possible customer service.     
Please tell us how we are doing! 

Fill out the customer survey in this pamphlet 
or  

contact the taxicab company. 
 

 
When making a comment, please include  

taxicab number and company! 
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