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Abstract

The exponential advancement of technology brought its innovation to arena of transportation as well with
the development of app-based taxi services. The huge popularity of platforms such as Uber, Ola, Lyft etc.
has not only made the life of people easier but revolutionized the entire system of transportation.
However, along with the betterment in finding ways to commute, there is a significant need to understand
various factors that influence the decision of choosing app-based taxi services. These factors range from
price, offers available, reputation of the brand, popularity of the app to severe issues such as safety,
convenience, accessibility and quality of service provided. Other societal factors such as age, income,
gender, class and demography also play crucial role in deciding the booking of app-based taxi services,
there by indicating the intense relationship between these factors and the growth of app-based taxi system.
The study intends to explore these various factors that affect the booking of app-based taxi services in
order to comprehend better ways to ensure the satisfaction and convenience of customers in app-based
industry irrespective of the demographic and cultural background they come from.
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Introduction

The technological advancement and rise of internet facilities have revolutionized the industry of
transportation with the introduction of app-based taxi services. These taxis have gained immense
popularity among the customers and have risen to a level challenging the traditional transportation
industry. The convenience that app-based taxis offer to its customers particularly in choosing the services
pre hand and availability of online payment etc. attracts several consumers to travelling in them. The
aspects of safety also play a crucial role in booking app-based taxis more than traditional taxi services.
Like mentioned above, there are several other factors that influence the booking of app-based taxi
services and it is significant to understand them in order to comprehend the customer satisfaction and
behaviour in transportation industry.

Safety, convenience, price, promotional offers, service quality, brand reputation are some of the factors
that influence the booking of app-based taxi services among which safety and convenience play the most
crucial part. Various studies indicate that customers find app-based taxis safer compared to traditional taxi
services since these modes of transport provide an opportunity to check the background of drivers as well
as guarantee the tracking of the journey till destination. In terms of convenience also, the option to choose
the desired vehicle and to opt for other required services increase the satisfaction of customers throughout
the journey. Moreover, the fact that most of the drivers are around the customers and the access to know
the reaching time etc. attracts them more to booking app-based taxi services. When it comes to price also,
these taxis are way much cheaper than the unstable price offered by traditional taxi system. Cramer and
Krueger (2016) expose how modern mode of app-based taxi services disrupt traditional travel system.
Like Farooq, Younas, Khalil and Ali (2019) put forward in their study, factors such as safety and
convenience etc. are some of the major reasons that lead to customer’s choosing app-based taxis over
traditional transport structures.

The factors also extend to various other socio-economic parameters such as age, income, gender, class as
well as include several spatial reasons such as landscape and demography when it comes to booking of
app-based taxi services. The above-mentioned demographic as well as individual attributes have varying
effects in choosing app-based taxi travels. For example, women are extra cautious in choosing transport
facilities as such pertaining to the safety issues they undergo on a day-to-day basis. Also, while
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youngsters rely mostly on factors such as convenience and brand reputation older people focus on the
safety and service quality offered by these taxis. Rayle, Shaheen and co-researchers (2016) discuss how
individual and socio-economic aspects matter in choosing mobile taxi services. Further, study by Zhang
and Li (2018) suggests how spatial matters such as parking availability and economic matters such as
gasoline price etc. contributes in customer’s decision-making process about whether to rely on app-based
taxi services.

It is evident that modern customer looks forward to app-based taxi service facility with much hope and
comfort. However, there are several varying factors that influence the booking of these app-based taxi
services that ranges from individual, spatial attributes to social and economic matters. It is significant to
comprehend all these diverse factors to perceive a comprehensive understanding about the satisfaction of
customers in relying upon app-based taxi services. It also helps to formulate a better structure for the app-
based taxi service system to function irrespective of the cultural and demographic barriers that hinder its
advancement, thereby making the system accessible to all the people around.

Literature Review

App-based taxi services literally revolutionized the idea of transportation over the last few years. By
providing the convenience of booking taxi services at the comfort of house and at fingertips, the
innovativeness this service brought to the customers challenge the conventions of traditional
transportation industry. Moreover, the ability to choose the rides, drivers and ensure the services required
pre hand has changed the aspects of safety and convenience in a more positive way. However, it is
significant to comprehend factors that influence the booking of app-based taxi services in order to
maintain the quality of the service provided to its customers.

Alemi and fellow researchers (2018) indicate the types of customers who prefer app-based taxi services
and the study reveals that millennials, pro-environment and technologically updated persons are the
highest customers when it comes to choosing online taxi services. The study by Alemi (2018) is very
significant as it not only identifies the kind of customers prone to choosing this mode of transportation,
but also necessitates the huge scope of research in this arena. The study demonstrates the need to look for
ways to popularize app-based taxi services to all areas and counter all other modes of transportation
irrespective of the demographic and cultural barriers.

Cramer and Krueger (2016) confirm that app-based taxi services have disrupted the traditional mode of
transportation and they further indicate that people choose these services at large numbers in cities over
traditional taxi system. The study looks for reasons and explores the quality of the service provided by
app-based taxis in order to identify the sudden turn of customers towards this system of transportation.
Du, Li and Yang (2019) further confirm the exponential growth of this trend of choosing app-based taxi
services over traditional transport system. They conduct a study by collecting various samples and
compare the app-based third taxi services to traditional bus services to find that more people in the urban
areas prefer app-based taxi services with the recent advancement in technology and comfort of mobile
payment. Interestingly people with emergency needs prefer app-based taxi services more likely as per the
findings of the study.

Etminani and Hamidi (2019) argue that the trend of exponential growth of app-based taxi services
remains more confined to the western countries while the developing countries still do not witness these
services overtaking the public transport systems. There are several factors that contribute towards the
choice of booking app-based taxis and these factors range from individual, land use, residential attributes
to various other social and economic aspects. The study that puts forward this finding after analyzing
samples about an Iranian app-based taxi service called Snapp Taxi evidently indicates that cultural
background, individual attributes, access to technology and various other social parameters play crucial
role in deciding to book app-based taxis for transportation.

Faroog, Younas, Khalil and Ali (2019) collected samples from the mobile app-based taxi companies of
Kuala Lumpur and find out that app-based taxis have several advantages over the traditional taxi services.
These advantages primarily revolve around the sense of convenience and security provided by the app-
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based taxi services, where most of them allow to choose the services that the customer require while
booking the cab itself. Kak (2019) on the other hand looks at the network challenges that arises in
booking cabs via online. The aspect looked by this study is very significant as the internet facility,
technology and booking of app-based taxi services are interlinked. The factors such as network issues can
be detrimental to the functioning of the services, altogether hindering customers from choosing the same.
Nguyen and co researchers (2021) compare the differences between ride-hailing and traditional taxi
services by collecting samples from over 545 respondents. In this research the finding highlights safety
and perceived booking as well as satisfaction as the major factors that attract customers to ride-hailing.
The study even recognizes that the popularity of app-based taxis along with the advancement of
technology rise as a major threat against the existence of traditional taxi services. Ooi and Tan (2018) laid
the background for the same by analyzing mobile taxis from the perspective of consumers and suggests
how it redefines the transportation industry. Rayle, Shaheen and fellow researchers (2016) explore how
app-based taxi services overtake traditional taxi system and puts forward that several individual and social
attributes play crucial role in attracting consumers to the same. The study also finds out that app-based
taxis replaced the greatest number of traditional or public transport systems emphasizing the convenience
and safety provided by the new mode of transport.
Thilakarathne and Jayaratne (2019) argue about various factors that influence customers towards app-
based taxi services. These factors range from accessibility, reliability, professionalism of the driver,
timings to safety and convenience. These key factors shape the app-based taxi services and as well
influence the popularity of this modern mode of transport. Zhang, Li and fellow researchers (2018)
provide huge scope by extending the factors that influence app-based taxi services by denoting factors
such as spatial availability, day of the week, parking availability, gasoline price etc. Thus, all the above-
mentioned studies coherently indicate that there are number of factors that contribute or influence the
booking of app-based taxi services by consumers and these factors accommodate individual, social,
economic and various other cultural arenas in the process of determining the choice towards app-based
taxis.
Objective
To measure the Factors Affecting Booking of App-Based Taxi Services
Methodology
This research is a descriptive type that collected data from 195 participants, including urban dwellers who
use app-based taxi services regularly. The data were analyzed using a checklist question, which required
respondents to answer with either a "Yes" or a "No" for each question.
Data Analysis and Interpretations

Table 1 Factors affecting booking of app-based taxi services
SL Factors affecting booking of app-based | Yes % No % No | Total
No. | taxi services Yes
1 Customers  compare prices  between
different app-based taxi services to find the | 177 90.77 |18 9.23 195
most affordable option.
2 Customers prefer app-based taxi services
that are readily available and reliable.
3 A well-designed app with a simple and
intuitive interface is more likely to attract | 151 7744 | 44 2256 | 195
customers.
4 Safety is a significant concern for
customers when booking app-based taxi | 185 9487 | 10 5.13 195
services.
5 Customers consider factors such as driver
behaviour, cleanliness of vehicles, and | 157 80.51 | 38 19.49 | 195
overall service quality when making their

173 88.72 | 22 11.28 | 195
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booking decisions.

6 Customers are more likely to choose
services they are familiar with and have had
positive experiences or have heard positive
feedback about.

7 App-based taxi services that offer a wide
range of vehicle options cater to the diverse
needs of customers and are more likely to
attract bookings.

8 Extra features and benefits provided by
app-based taxi services can influence | 183 93.85 |12 6.15 195
customer choices.

165 84.62 | 30 15.38 | 195

181 9282 | 14 7.18 | 195

Table 1 shows the factors affecting booking of app-based taxi services. It was found that around 94.8%
respondents accept that safety is a significant concern for customers when booking app-based taxi
services. Additionally, Extra features and benefits provided by app-based taxi services can influence
customer choices (93.8%). Moreover, App-based taxi services that offer a wide range of vehicle options
cater to the diverse needs of customers and are more likely to attract bookings (92.8%). Customers
compare prices between different app-based taxi services to find the most affordable option (90.7%).
Furthermore, Customers prefer app-based taxi services that are readily available and reliable (88.7%). In
addition, Customers are more likely to choose services they are familiar with and have had positive
experiences or have heard positive feedback about (84.6%). However, Customers consider factors such as
driver behaviour, cleanliness of vehicles, and overall service quality when making their booking decisions
(80.5%). Lastly, A well-designed app with a simple and intuitive interface is more likely to attract
customers (77.4%).

Conclusion

App-based taxi services changed the face of transportation industry with its innovativeness in terms of
safety, quality of service, access and on-demand arrivals. These taxis that utilize the effectiveness of
technology and internet facilities attract huge number of customers disrupting the traditional transport
system and its conventions. There are several factors that influence the booking of app-based taxi services
and these factors range from aspects such as quality of service, price, convenience, brand reputation,
accessibility and reliability. These factors also extend from individual attributes to demographic, spatial,
economic, and social matters and result in significant influence in the decision-making process of
choosing app-based taxi services. A better understanding of these factors ensures a comprehensive
structure of customer satisfaction, expectance, and behavioural patterns with respect to the transportation
industry, thereby allowing better functioning of app-based taxi services.
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