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Date: June 6, 2013 
 

To:  Mayor and City Council 

From:  Gigi Decavalles-Hughes, Director of Finance 

Subject: Taxicab Franchise Program Update 
 

Introduction  
The report provides an update to the Taxicab Franchise program and a preliminary 

discussion concerning the number of taxicabs needed in Santa Monica.  Included in the 

program update is the first annual Taxicab Company Performance Index (TCPI) report, 

which measures performance based on data required by the terms and conditions of 

each taxicab company. 

 

Background 

On July 28, 2009, City Council (Council) adopted an ordinance establishing the 

franchise-based system for regulating taxicabs, which added Chapter 6.49 to the Santa 

Monica Municipal Code (SMMC).  On November 23, 2010, Council awarded the 

franchises by ordinance to Bell Cab, Independent Taxicab Owners Association (ITOA), 

Metro Cab, Taxi! Taxi!, and Yellow Cab.  On December 14, 2010, Council adopted an 

ordinance increasing the maximum number of taxicabs permitted to operate from 250 to 

300. 

 

Beginning with the 2012 calendar year, the taxicab companies provide performance 

data as required by the taxicab rules and each company’s terms and conditions.  This 

data was used to create the first Taxicab Company Performance Index (TCPI).  The 

performance index is designed as a measurement to be used when considering the 

extension of franchises at the end of the five-year term of the franchise agreement, 

http://www.smgov.net/departments/council/agendas/2009/20090728/s2009072807-A.htm
http://www.smgov.net/departments/council/agendas/2010/20101123/s2010112307-A.htm
http://www.smgov.net/departments/council/agendas/2010/20101214/s20101214-7-B.htm
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which is scheduled for December 31, 2015.  The last update on the taxicab franchise 

program was issued on January 12, 2012. 

 
Discussion 
Implementation issues that were experienced when the program launched were 

addressed in the first year of the new system, including vehicle composition 

requirements, ADA compliance, and increasing the number of drivers permitted to 

operate.  The largest question that has emerged is whether or not the current number of 

300 taxicabs authorized to operate is sufficient to meet demand.  This issue requires the 

consideration of multiple factors and may be addressed by revising the existing 

ordinance upon completion of the current term of the franchise agreement.  This 

discussion is broken out into three topics, 1) 2012 Program Updates, 2) 2012 Program 

Changes, and 3) Determining the Right Number of Taxicabs Needed. 

 

2012 Program Updates 

Performance Index 

The first annual Taxicab Company Performance Index (TCPI) is issued with this 

report.  It provides a report card for the taxicab companies operating in the City of 

Santa Monica.  A copy of the TCPI is provided as an attachment and includes the 

responses submitted by ITOA, Metro Cab, Taxi! Taxi!, and Yellow Cab.  Bell Cab did 

not submit a response.  Following is a summary of the 2012 results that represents 

response time measures and compliance with the terms and conditions of the 

franchise. 
 

Rank Franchisee Total Points 
120 Points Possible 

Score 
% of Total Possible Rating* 

1 Bell Cab 105.00 87.50% Excellent 

2 Taxi! Taxi! 79.50 66.25% Unsatisfactory 

3 Yellow Cab 45.50 37.90% Deficient 

4 ITOA 38.50 32.00% Deficient 

5 Metro Cab** 31.00 25.83% Deficient 
*Criteria for ratings are provided in the full TCPI report attached. 
**Metro Cab had a change in ownership effective July 2012. 

 

http://www.smgov.net/WorkArea/DownloadAsset.aspx?id=28831
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The TCPI indicates that, with the exception of Yellow Cab, taxicab companies 

respond to requests for service within 15 minutes 89% to 90% of the time.  Yellow 

Cab is seriously deficient in this area by only responding to 55% of requests for 

service within 15 minutes.  Reporting also shows that Yellow Cab has a high rate of 

no loads/no shows, which means that it is also not fulfilling many of the requests 

from customers for taxicab service.  Yellow Cab acknowledges that its service is 

deficient and has indicated that the only solution is to increase the number of 

taxicabs in its fleet that are dedicated to Santa Monica.  The effect of such an 

increase in the number of dedicated taxicabs has the potential to have a negative 

impact and is discussed further in Distribution of Demand between Taxicab 

Companies, later in this report. 

 

The ratings in the TCPI do not measure overall volume of service to the City.  For 

example, Bell Cab was rated “excellent,” and has demonstrated excellence in 

complying with the established rules and regulations.  However, the company 

records the least number of requests for service and does not have a strong 

presence in the City at hotels or being available at taxicab stands. 

 

Because specific performance standards are not established in the code and the 

terms and conditions of the franchise agreement, staff will continue to review other 

factors and standards outside the TCPI report that can be used to measure how well 

a taxicab company is serving the Santa Monica market.  Modifications to include 

performance standards will be considered as part of the next franchise agreement 

term. 

 

Taxicab Stands 

The total number of taxicab stands was increased citywide from 23 to 33, with some 

stands relocated. Taxicab companies were invited to provide their recommendations 

on where drivers wanted to have stands. 
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Arrest Notification 

Staff completed a program to add all drivers to the Department of Justice’s 

subsequent arrest notification program, which notifies the Police Department when a 

participant in the program is arrested.  This provides staff with information to monitor 

and take any necessary action on a driver’s permit, depending on the public safety 

impact. 

 

New Applications and Permitted Drivers 

New taxicab driver applications continue to be steady with 206 new applications in 

2012, compared with 646 in 2011.  All applicants are required to pass a test in 

compliance with the requirements of the program; in 2012, the pass rate was 58%.  

As of December 2012, there were a total of 417 permitted drivers, which equates to 

an average of 1.4 drivers for each of the 300 licensed vehicles authorized by the 

City. 

 

Programs for Seniors 

Taxicab Franchise Program staff assisted the Community & Cultural Services 

Department with specific aspects of its Study of Services and Transportation Options 

for Seniors that was presented to City Council on April 24, 2012.  Taxicab program 

staff researched a voucher program for seniors to use for taxicab trips, similar to 

programs offered in neighboring cities.  One of the recommendations adopted by 

Council included an expansion of the Dial-A-Ride (DAR) program to provide taxi 

rides pre-arranged by WISE staff to any destination within Santa Monica during 

hours when DAR van service is closed.  The program previously only provided trips 

to City sponsored events.  Sixty-four one-way trips were completed by taxicabs as 

part of the DAR program in calendar year 2012. 

 

2012 Program Changes 

Franchise Reassignment 

On April 2, 2012, Metro Cab, through its legal counsel, submitted a request to the 

City to approve a transfer of its Santa Monica taxicab franchise rights.  At 

http://www.smgov.net/departments/council/agendas/2012/20120424/2012%200424%208-A.htm
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its       June 12, 2012 meeting, Council adopted an ordinance approving the 

assignment of Metro Cab’s taxicab franchise to All Yellow Taxi, Inc., dba Metro Cab, 

to provide taxicab services in the City of Santa Monica.  The transfer of Metro Cab’s 

franchise rights to All Yellow Taxi, Inc. became effective on July 12, 2012. 

 

Enforcement of Taxicab Rules and Regulations 

In January 2012, the enforcement of the taxicab rules and regulations was 

transferred from the Police Department to the Code Compliance Division (CCD).  

One of the CCD’s first responsibilities was to conduct the annual vehicle inspection 

to ensure safe and proper operation. 

 

Administrative Hearings 

To facilitate the transfer of enforcement responsibilities to Code Compliance, at 

its July 24, 2012 meeting, Council adopted an ordinance amending Section 6.16.030 

and 6.49.150 of the SMMC to deem taxicab rule violations as administrative 

violations.  The purpose of the ordinance was to streamline the hearing procedures 

when a recipient of a violation wanted to appeal the citation.  The change eliminated 

confusion for both staff and the public. 

 

Spot Checks / Bandit Cab Enforcement 

Code Compliance staff implemented vehicle spot checks in 2012 to identify 

customer service related requirements such as vehicle cleanliness and proper 

posting of rates and taxicab driver permits.  Code Compliance staff also conducts 

regular bandit taxicab investigations where over 50 taxicabs were intercepted while 

picking up passengers in the City without required permits.  Code Compliance staff 

have issued 10 criminal citations and 40 administrative citations totaling $49,500. 

 

Determining the Number of Taxicabs Needed  

During its May 22, 2012 meeting, responding to community concerns, Council 

questioned whether the current number of taxicabs, set to a maximum of 300, is 

sufficient.  Council may increase or decrease the number of taxicabs by ordinance at 

http://www.smgov.net/dpeartments/council/agendas/2012/20120612/2012%202006%2012%207A.htm
http://www.smgov.net/departments/council/agendas/2012/20120724/s2012072407-B.htm
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any time when specific conditions required by both the SMMC and the terms and 

conditions entered into with each company, are met.  Additionally, the Police 

Department has recommended that staff consider options to increase the availability of 

taxicabs on Main Street to assist with transporting late night patrons away from the 

area1. 

 

In addition to the Land Use and Circulation Element (LUCE), existing requirements of 

the SMMC, and terms and conditions entered into with the franchisees, the following 

factors should be considered when assessing the optimal number of taxicabs 

authorized to operate: 

 
Percentage of full time vs. part time taxicab leases 

A factor that contributes to service levels is whether a driver has contracted with the 

taxicab company for a 24 hour lease or a 12 hour lease.  The length of leases 

offered has an impact on availability because the vehicle with a 24 hour lease is not 

in service full time.  The 24 hour lease gives one driver full control of the vehicle 24 

hours per day.  The driver does not turn the vehicle over to another driver at the end 

of a 12 hour period, as drivers with 12 hour leases must.  A single driver is not able 

to keep a vehicle in service 24 hours a day due to legal and practical reasons.  

When a taxicab has a Los Angeles permit and a 24 hour lease, the impact on 

availability is compounded.  The following breakdown of leases offered to drivers by 

company in 2012 provides a breakdown of 24 hour leases vs. 12 hour leases.  On 

any given day, the 300 taxicabs permitted in Santa Monica are available 

approximately 1,340 hours less than if all vehicles were on 12 hour leases. 

 

                                            
1 While the City does not have the authority to direct taxicab drivers where and when to operate, staff is 
working with the Police Department, the City Traffic Engineer, and the taxicab companies to establish a 
pilot program that would create one large taxicab stand on Main Street.  The stand is staffed by the 
taxicab companies with an employee that is called a “starter” during peak evening hours and busy 
holidays.  The starter would assist with keeping the flow of customers and taxicabs circulating.  The cost 
of the starter is paid for by the taxicab companies.  Hermosa Beach has had success with a similar 
system.  The new stand was launched the weekend of May 3, 2013. 
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 Franchisee 
Total  

Taxicabs 
Awarded 

24 Hour 
Lease 

Daily 
Hours 

Available2 

12 
Hour 
Lease 

Daily  
Hours 

Available 

Total Daily 
Hours 

Available 

Bell 58 55 550 3 60 610 

ITOA 58 12 120 46 920 1,040 

Metro 63 37 370 26 520 890 

Taxi! Taxi! 63 10 100 53 1060 1,160 

Yellow 58 20 200 38 760 960 

Actual Totals 300 134 1,340 166 3,320 4,660 

       

Potential Daily Hours That Would be Available if All Vehicles had 12 hour leases: 6,000 

Difference between Actual and Potential Daily Hours Available Due to 24 Hour Leases: 1,340 
 

The Effect of Los Angeles Licensed Taxicabs 

The 2008 Nelson/Nygaard study recommended between 210 and 310 taxis for 

Santa Monica.  The lower fleet size assumed all taxis operated exclusively in Santa 

Monica, while the higher fleet size assumed that the number of jointly-permitted cabs 

(with Los Angeles) would spend one third of their time in Santa Monica.  However, 

when the terms and conditions were written, no specific requirements were included 

to address how much time a specific taxicab that was also licensed in Los Angeles 

would have to devote to the Santa Monica market, nor how many taxicabs must be 

jointly-permitted vs. Santa Monica-permitted only. 

 

Los Angeles’ 469 square mile area, as opposed to Santa Monica’s 8.3 square mile 

area, provides more opportunities for drivers to find fares, including popular areas 

such as Hollywood, City Walk, the Grove, downtown Los Angeles, and Los Angeles 

International Airport (LAX), where drivers are able to charge a $4.00 surcharge.  The 

following table provides the current breakdown of Santa Monica taxicabs that are 

also licensed in Los Angeles. 

 

 

 

                                            
2 By both rules taxicab drivers may not drive more than 10 hours in any given 24 hour period. 
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 Franchisee 
SM Taxicabs 

Awarded 
Number That Also 
Hold LA Permits 

Percent That Also 
Hold LA Permits  

Bell 58 40 69% 

ITOA 58 0 0% 

Metro 63 0 0% 

Taxi! Taxi! 63 0 0% 

Yellow 58 58 100% 

Total 300 98 33% 
 

Reporting from 2012 shows that Yellow Cab, which has 100% of its vehicles 

licensed in Los Angeles, responds to orders for taxicab service within 15 minutes 

54.6% of the time and has a high no-load3 rate of 34%.  By comparison, this same 

company responds to calls within 15 minutes for its three Los Angeles service areas 

between 81.35% to 94.83% of the time4. 

 

The 2008 Nelson/\Nygaard study noted that drivers who held Santa Monica permits 

but did not hold Los Angeles permits believed it was unfair that Los Angeles 

companies and drivers were able to both pick up and drop off passengers in Santa 

Monica while they were within the City limits, allowing them to earn additional 

revenue; while drivers that were licensed in Santa Monica, but not in Los Angeles 

could not do the same after dropping a passenger off at a Los Angeles location, 

since the driver is required to drive back to Santa Monica to continue working.  In 

addition to the feedback that staff has received from drivers who only operate in 

Santa Monica, a recent petition that was sent to the City by 19 drivers that do not 

have Los Angeles permits, made essentially the same complaint. 

 

Distribution of Demand between Taxicab Companies 

Demand for service that each company experiences can directly impact customer 

service levels.  The table below shows that Taxi! Taxi! experiences the greatest 

                                            
3 No load/No show is reported as trips that are requested and dispatched but not completed.  Some taxicab 
companies include cancellations as no load/no show.  There are instances that may cause a trip to be designated as 
no load/no show; for example, cancellation by passenger, taxicab driver unable to arrive to pick up passenger at 
designated time, taxicab driver declined to pick up passenger, or taxicab driver arrived at designated location and 
passenger could not be located. 
4 Source: Los Angeles Department of Transportation (LADOT) 2010 Taxicab Performance Report 
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demand for service from customers who are calling to request taxicab services.  

When a taxicab company’s demand exceeds its supply of vehicles, the company’s 

service levels can be negatively impacted.  This scenario can cause a company to 

decline orders simply because the company does not have enough vehicles to meet 

the demand, and by virtue of the limits set by the franchise, is not able to increase 

the number of vehicles in its fleet unless approved by the City.  In its response to the 

TCPI, Taxi! Taxi! requested an additional 37 taxicabs to meet demand.  The chart 

below shows that there is a significant range between the total orders each company 

receives, suggesting that the current number of taxicabs could accommodate more 

orders.  It is important to note that ITOA, Metro Cab, and Taxi! Taxi! supplement a 

significant number of trips through flag downs5.  For example, ITOA and Taxi! Taxi! 

completed 128,554 and 80,298 “flag down” trips respectively in 2012.  When 

combined with telephone orders, total trips are 148,958 for ITOA and 273,940 

respectively for Taxi! Taxi!.  Metro Cab was not able to provide data on its “flag 

down” trips. 

 

 Franchisee 
Total 

Orders* 

Total 
Orders 

Completed 

% of 
Orders 

Completed 

Average 
Dispatched 

Trips Per 
Vehicle 
Per Day 

% of All 
Dispatched 

SM Trips 
Completed 

by 
Company 

Bell 15,356 13,747 90% 1 4% 

ITOA 20,404 16,723 82% 1 5% 

Metro 58,195 56,308 97% 2 17% 

Taxi! Taxi! 212,845 193,642 91% 8 60% 

Yellow 65,087 42,999 66% 2 13% 

Total / % Average 371,887 323,419 87%   
*Dispatched Trips in 2012, Not Including Flag Downs 

 

Staff believes that any scenario that increases the number of taxicabs operating in 

Santa Monica could result in an increase in competition for taxicab service, 
                                            
5 A “flag down” is when a customer secures a taxicab by waiving it down or hailing it as it is driving past on the street; 
or when a customer boards a taxicab at a hotel or from a taxicab stand/zone where taxicabs generally wait for a 
passenger. 
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potentially reducing the ability of existing drivers to earn a living, without specifically 

addressing the fundamental issues customers experience because of Yellow Cab’s 

poor response to requests for service and the high demand experienced by Taxi! 

Taxi!. 

 

Changing Vehicle-for-Hire Landscape 

Companies such as Uber and Lyft are changing the vehicle-for-hire landscape and 

increasing competition felt by taxicab companies.  These new companies, among 

others, utilize smartphone apps that allow customers to order a vehicle, be informed 

of the price including tip, and pay using a credit card.  These services will continue to 

grow in the future, displacing the traditional taxicab model.  The strong support of 

venture capitalists and recent comments by the Federal Trade Commission that 

“these are innovative forms of competition that may enable consumers to more 

easily arrange and pay for… transportation,” suggest that the vehicle-for-hire market 

is undergoing a fundamental transition that will likely accelerate. 

 

New short distance trip vehicle for hire options will also begin to operate in Santa 

Monica by July 1, 2013.  These include pedicabs and low speed electric vehicles, 

similar to a golf cart that can carry up to six passengers.  These alternative 

passenger vehicle transportation services could meet the need for short distance 

trips in the central business district of the City more effectively than taxicabs, as well 

as address other environmental concerns, since many offer zero-emissions options.  

The success of these services in meeting specific types of transportation needs, and 

the impact they have on circulation, should be considered as part of a 

comprehensive transportation plan that could be used to consider the relationship 

between these services and the total number of taxicabs needed. 

 

Next Steps 

1. Continue to work closely with the Police Department, Code Compliance, Human 

Services, Big Blue Bus, Traffic Engineering, Business Improvement Districts, and 
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the Santa Monica Convention and Visitors Bureau to address issues and improve 

taxicab service. 

2. Continue working with the City Traffic Engineer to add new taxicab way finding 

signage with taxicab company information and Passenger Bill of Rights to help 

customers find a taxicab when they need one. 

3. Continue to review and analyze service levels throughout the City for times of day 

and determine appropriate actions for service level deficiencies. 

4. Continue efforts to establish a flat rate fee from LAX to Santa Monica, which was 

included in the 2012 update as a goal.  The flat fee would need to be approved by 

the Los Angeles Department of Transportation Taxicab Commission and the Los 

Angeles City Council. 

5. Draft an amended ordinance for Council consideration to modify the existing Taxicab 

Franchise program no later than Summer 2014, and establish more effective 

performance standards.  A priority for any changes to the program would be to 

develop an effective model for determining the number of full time equivalent 

vehicles needed to operate that takes into account the specific needs and demands 

of the local community, the rapidly changing vehicle-for-hire market due to new 

technologies, the introduction of new modes of short distance zero-emission 

transportation options, and the goals of the LUCE. 

 

Prepared By: Salvador M. Valles, Business & Revenue Operations Manager 

 

Attachment:  2012 Taxicab Company Performance Index 
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Introduction 
 
On July 28, 2009, Council adopted an ordinance establishing the franchise-based system for regulating 
taxicabs, which added Chapter 6.49 to the Santa Monica Municipal Code (SMMC).  On November 23, 
2010, Council awarded the franchises by ordinance to Bell Cab, Independent Taxicab Owners 
Association (ITOA), Metro Cab, Taxi! Taxi!, and Yellow Cab.   

 
Beginning with the 2012 calendar year, the taxicab companies were required to provide monthly 
performance reports on data that is required by the taxicab rules and each company’s terms & conditions.  
This data was used to create the first Taxicab Company Performance Index (TCPI).  The performance 
index is designed as a measurement to be used when considering the extension of franchises at the end 
of the five-year term of the franchise agreement, which is scheduled for December 31, 2015.   

 
The TCPI provides a report card for the taxicab companies operating in the City of Santa Monica.  The 
report provides data for performance categories related to service, compliance, and safety, and is 
obtained from data reporting requirements that were established as part of the company’s terms & 
conditions.  Taxicab companies were given an opportunity to provide a written response to the report.  A 
copy of each response received is provided as an attachment to this report, including responses 
submitted by ITOA, Metro Cab, Taxi! Taxi!, and Yellow Cab.  Bell Cab did not submit a response. 

 
The TCPI has a total of 120 possible points and taxicab companies are rated “excellent,” “good,” 
“unsatisfactory,” or “deficient” subject to the total points awarded.  However, the ratings do not measure 
overall volume of service to the City.  For example, Bell Cab was rated “excellent,” and has demonstrated 
excellence in complying with the established rules and regulations.  However, the company records the 
least number of requests for service and does not have a strong presence in the City by serving hotels or 
being available at taxicab stands.  This is a structural issue with the program that should be addressed in 
any new franchises granted. 
 
Compliance with high impact requirements, such as maintaining mandatory vehicle and commercial 
liability insurance, are serious public safety offenses, for which a taxicab company would be immediately 
suspended.  This type of offense would be included in both the compliance score and the compliance 
narrative and used when considering any extension to a company’s franchise; however, because of the 
nature of the offense, the City could take more immediate action against the company. 
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Santa Monica Taxicab Franchise Performance Categories  
Taxicab Company Performance Index (TCPI) – Total of 120 Points Possible 

 

Performance Category Criteria Percent Points 
Possible 

1 Service 

a. Order Response Composite Score  50% 

70 

b. Percentage of Wheelchair Requested Trips 
Completed 

7% 

c. Telephone Hold Times  7% 

d. Telephone Answer Speeds  7% 

e. Dial-A-Ride Participation Composite Score 29% 
  

 

  

2 Compliance & Safety 

a. Franchisee Compliance Score – Violations & 
Warnings  

25% 

50 
b. Payment and Information Submission 

Timeliness – Number of Late Incidents  
15% 

c. Driver Documentation Deduction 

d. Vehicle Inspections – Inspections Failed on 
First Attempt  

10% 

  

 

 
 

3 
Adherence to    
Management 

Business Plan and 
Terms 

No material non-compliance occurrences of the 
management business plan or the Terms and 
Conditions, including fleet composition 

n/a Narrative 

  

 

  

4 Franchisee       
Response Franchisee written response n/a Narrative 

 

Rating Percent of Total 
Possible Definition 

Excellent >84% 
No violations, non-compliance or advisories; 2 or fewer 
incidents of late report submissions and zero late driver 
documentation submission. 

Good 75% to 84% 

Received $200 or less in penalties for violations, or 
equivalent non-compliance notice; and/or less than 5 late 
report submissions and no late driver documentation 
submission. 

Unsatisfactory 65% to 74% 
Received between $250 and $500 penalties for violations, 
or equivalent non-compliance notice; and/or 10 or fewer 
late driver documentation submissions. 

Deficient <65% 
Received more than $500 in penalties for violations, or 
equivalent non-compliance notice; and/or more than 10 
late driver documentation submissions. 



Santa Monica Taxicab Franchisee Annual Performance Report Card 

Annual Report 

January 2012 to December 2012 

 

Franchisee 

 

 

Category 1 

Service 

 

Category 2 

Compliance 

 

Category 3 

Adherence to Business Plan and  
Terms & Conditions (Narrative) 

 
Categories 1 

and 2  
 

Total Points 
120 Possible 

 
Categories 1 

and 2  
 

Percent of 
Total 

Possible 
Points 

 

 
Rating 

Bell Cab 60.00 45.00 
During the reporting period, Bell Cab Company, Inc. did not have any 
material non-compliance occurrences of the management business 

plan or the terms and conditions, including fleet composition. 
105.00 87.50% Excellent 

Taxi! Taxi! 59.50 20.00 
During the reporting period, Taxi Taxi, Inc. did not have any material 

non-compliance occurrences of the management business plan or the 
terms and conditions, including fleet composition. 

79.50 66.25% Unsatisfactory 

Yellow Cab 18.00 27.50 
During the reporting period, Yellow Cab Co. did not have any material 
non-compliance occurrences of the management business plan or the 

terms and conditions, including fleet composition. 
45.50 37.91% Deficient 

ITOA 56.00 -17.50 
During the reporting period, ITOA did not have any material non-
compliance occurrences of the management business plan or the 

terms and conditions, including fleet composition. 
38.50 32.00% Deficient 

Metro Cab 43.50 -12.50 

During the reporting period, Metro Cab had several non-compliance 
issues related to their ability to comply with vehicle ownership 

requirements and the overall financial viability of the company.  Due 
to their inability to adhere to their management business plan and the 
terms and conditions, Metro Cab Co. requested authorization to sell 

their franchise to All Yellow Taxi.  City Council authorized an 
ordinance approving the assignment of Metro Cab’s franchise to All 

Yellow Taxi effective July 12, 2012.  Since July 12, 2012, the 
company has had no material non-compliance issues. 

 

31.00 25.83% Deficient 
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Annual Report Card and Service Category Breakdown for Categories 1 and 2 

 

Franchisee No. of 
Vehicles Total Trips 

1a 
 

Order 
Response 

1b 
 

Wheelchair 
Trips 

1c 
 

Phone 
Hold 

Times 
 

1d 
 

Phone 
Answer 
Speeds 

1e 
 

Dial – A – 
Ride 

2a 
 

Compliance 

2b 
 

Late 
Response 

2c 
 

Driver 
Document. 

2d 
 

Annual 
Inspection 

Failure 

Total / 
Possible 

300 371,887 35 5 5 5 20 25 15 deduct 10 

Bell Cab 58   15,356 35 5 5 5 10 25 10 0 10 

ITOA 58   20,404 35 4 5 5 7 5 0 -22.5 0 

Metro Cab 63   58,195 30 5 5 4 -.5 0 10 -22.5 0 

Taxi! Taxi! 63 212,845 35 5 5 5 9.5 25 5 -15 5 

Yellow Cab 58   65,087 0 3 5 3 7 25 5 -7.5  5 

 
 
 



1. Customer Service 
 
The score for Category 1 – Response are made up of the following five criteria with 70 points possible with 
each criteria weighted. 
 

 
 

a. Order Response (Reported as Composite Score 35 Points Possible) 
 

Provides the percentage of orders responded to by a taxicab company within 15 minutes, between 30 – 60 
minutes and more than 60 minutes.   Three of the taxicab companies, Bell Cab, ITOA, and Taxi Taxi, respond 
to at least 90% of their calls within 15 minutes.  Metro Cab responded to 89.4% and Yellow Cab responded to 
55% of requests for service within 15 minutes.   

 
• Order Response Time  <15 Minutes   

 

  
 

 

 

 

 

 

 

  

 

 
 
 

 

 

 

 

 

 

Performance Category Criteria Percent Points 
Possible 

1 Service 

a. Order Response Composite Score  50% 

70 

b. Percentage of Wheelchair Requested Trips 
Completed 

7% 

c. Telephone Hold Times  7% 

d. Telephone Answer Speeds  7% 

e. Dial-A-Ride Participation Composite Score 29% 

 
Percentage of Orders Responded to  

Within 15 Minutes 
Measured as Orders Dispatched and Completed 

 

Points 

>90% 35 
86% up to 90% 30 
81% up to 85% 25 
76% up to 80% 20 
71% up to 75% 10 
66% up to 70% 5 

<61% 0 

Franchise 
Percentage of Orders 

Responded to Within 15 
Minutes 

Points Awarded 

Bell Cab 90.00% 35 
ITOA 96.80% 35 
Metro 89.40% 30 

Taxi Taxi 93.40% 35 
Yellow Cab 54.60% 0 
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• Order Response Time 30 to 60 Minutes  

 
 

Percentage of Orders Responded to  
Within 30 to 60 Minutes 

Measured as Orders Dispatched and Completed 
 

Points 

<10% 0 
10% up to 15% -1 
16% up to 20% -2.5 
21% up to 25% -5 
26% up to 30% -75 

>30% -10 
 

 
 
 
 
 
 

 

 

 

 

• Order Response Time  >60 Minutes 

 
 

 

 

 

 

 

       

 

 

 

 

 

 

 

 

b. Wheelchair Requested Trips Completed (5 points possible) 

Information on wheelchair requested trips are those trips when a wheelchair accessible vehicle is requested 
by the customer.  Taxi! Taxi! and Metro Cab completed the most request for wheelchair trips with 99.1% and 
98.4% being completed respectively.  Yellow Cab completed the least with 53.3% of requests completed, 
which is consistent with its performance results in the order response category above.   

Franchise 
Percentage of Orders 

Responded to Within 30 to 
60 Minutes 

Points Deducted 

Bell Cab 1.00% 0 
ITOA 0.60% 0 
Metro 3.10% 0 

Taxi Taxi 0.36% 0 
Yellow Cab 7.90% 0 

 
Percentage of Orders Responded to >60 Minutes*  
Measured as Orders Dispatched and Completed 

 
 

Points 

<6% 0 
6% up to 10% -1 

11% up to 15% -2.5 
16% up to 20% -5 
21% up to 25% -7.5 

>25% -10 

Franchise Percentage of Orders 
Responded to >60 Minutes Points Deducted 

Bell Cab 0.00% 0 
ITOA 0.10% 0 
Metro 0.37% 0 

Taxi Taxi 0.00% 0 
Yellow Cab 0.70% 0 
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• Percentage of Wheelchair Requested Trips Completed  

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

c. Telephone Hold Times and Answer Speeds (10 Points Possible) 
 
Hold times and answer speeds provide a measurement of the length of time a caller is on hold before 
reaching an agent when calling for service.  The three companies that provide service to Los Angeles (Bell 
Cab, ITOA, and Yellow Cab) have a centralized call center that all customers use regardless of where they 
require service in the Los Angeles metropolitan area.   
 
Metro Cab shares a call center in Gardena with its parent company, All Yellow Taxi, which also services 
several beach communities and Culver City.  In 2012, Taxi! Taxi! was also providing services in Culver City, 
with all calls for service centralized in its Santa Monica office.  Taxi! Taxi!’s fleet now only serves the Santa 
Monica market. 
 
• Telephone Hold Times  

 
 
 
 
 
 
 

 

 
 
 
 

 
Percentage of Wheelchair Requested Trips 

Completed 
 

Points 

84 - 100% 5 
67 – 83% 4 
50 – 66% 3 
33 – 49% 2 
17 - 32% 1 
0 - 16% 0 

Franchise Percentage of Wheelchair 
Requested Trips Completed Points Awarded 

Bell Cab 87.5% 4 
ITOA 69.0% 4 
Metro 98.4% 5 

Taxi Taxi 99.1% 5 
Yellow Cab 53.3% 3 

 
Percentage of Telephonic Calls Placed on Hold for  

More than Two Minutes Total  
During the Reservation Process 

 

Points 

<6% 5 
6% up to 10% 4 
11% up to 15% 3 
16% up to 20% 2 

>20% 0 
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• Telephone Answer Speeds  

 
 

Percentage of Telephonic Calls Answered within 45 
Seconds 

 
Points 

>95% 5 
90% up to 94% 4 
84% up to 89% 3 
76% up to 80% 2 

<80% 0 
 
 
 
 
 
 
 
 
 
 

d. Dial-A-Ride Participation (Reported as a Composite Score with 20 Points Possible)1  
 

Each taxicab company is rated on their services provided through the City’s Dial–A–Ride (DAR) program, 
which utilizes taxicab rides for participants in the evening hours when the DAR van service does not operate.  
Although the taxicab companies are not mandated to provide services through DAR, this category is tracked 
by WISE and Healthy Aging and submitted to the Taxicab Franchise Program staff to compile as part of each 
company’s scorecard. 
 
Points are awarded when the taxicab company provides written confirmation for a DAR order within four 
hours, for the number of complaints reported by DAR customers, and for the percentage of orders accepted 
and fulfilled.   Points are deducted for the percentage of no shows by a taxicab company for a confirmed DAR 
order.  For the reporting period, there were 57 requests for taxicab trips placed through DAR with a total of 52 
(91%) of those requests being fulfilled. 
 

                                                           
1 The Dial-A-Ride category is tracked by WISE & Healthy Aging and submitted to the Taxicab Franchise program staff to 
compile as part of each franchisees scorecard.   
 

Franchise 
Percentage of Telephonic Calls 
Placed on Hold for More than 

Two Minutes  
Points Awarded 

Bell Cab 0.0% 5 
ITOA 3.3% 5 
Metro 1.1% 5 

Taxi Taxi 0.0% 5 
Yellow Cab 3.6% 5 

Franchise 
 

Percentage of Telephonic Calls 
Answered within 45 Seconds 

 
Points Awarded 

Bell Cab 99.9% 5 
ITOA 99.2% 5 
Metro 93.3% 4 

Taxi Taxi 98.7% 5 
Yellow Cab 87.7% 3 
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One of the key indicators for Dial-A-Ride participation is the percentage of orders accepted that a company 
fulfilled.  Bell Cab scored the highest percentage with 100% of all reservations accepted and fulfilled.  Bell 
Cab also had zero instances where the company did not show up for a confirmed reservation.   
 

• Written Confirmation  
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Percent No Shows 

 
 

Percentage of No Shows by Taxicab Company for a 
Confirmed Dial-A-Ride Order 

 
Points  

0% 0 
1% up to 10% -2.5 

11% up to 20% -5 
21% up to 30% -7.5 
31% up to 40% -10 

>40% -20 
 

 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

 
Percentage of Order Where Company Provided Written 

Confirmation within four Hours of Receipt for a Dial-A-Ride 
Order 

 

Points 

95% to 100% 10 
75% up to 94% 7.5 
50% up to 74% 5 

<50% 0 

Franchise 

Percentage of Order Where 
Company Provided Written 
Confirmation within Four 

Hours of Receipt for a  
Dial-A-Ride Order 

 

Points Awarded 

Bell Cab 46.1% 0 
ITOA 29.4% 0 
Metro 33.4% 0 

Taxi Taxi 50% 5 
Yellow Cab 36.4% 0 

Franchise 
Percentage of No Shows by 

Taxicab Company for a 
Confirmed Dial-A-Ride Order 

 
Points (Deducted) 

Bell Cab 0.0% 0 
ITOA 0.0% 0 
Metro 22.0% -7.5 

Taxi Taxi 8.3% -2.5 
Yellow Cab 0.0% 0 
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• Dial-A-Ride Complaints 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

• Orders Fulfilled 

 
 
       

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 

  

 
Number of Complaints (Other than No Shows) Reported by 

Dial-A-Ride Customers 
 

Points  

0 2.5 
1 to 2 2 
3 to 4 1 

>4 0 

Franchise 
Number of Complaints (Other 
than No Shows) Reported by 

Dial-A-Ride Customers 
 

Points Awarded 

Bell Cab 0 2.5 
ITOA 1 2 
Metro 1 2 

Taxi Taxi 1 2 
Yellow Cab 1 2 

 
Percentage of Total Orders Accepted and Fulfilled 

 
Points 

95% to 100% 7.5 
75% up to 94% 5 
50% up to 74% 2.5 

<50% 0 

Franchise 
 

Percentage of Total Orders 
Accepted and Fulfilled 

 
Points Awarded 

Bell Cab 100.0% 7.5 
ITOA 93.3% 5 
Metro 90.9% 5 

Taxi Taxi 81.8% 5 
Yellow Cab 90.0% 5 
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2. Compliance 
 
The TCPI also considers a taxicab company’s ability to adhere to their management business plan and terms 
& conditions.  The numerical rating for Category 2–Compliance has 50 points possible with each criterion 
weighted. 
 

Performance Category Criteria Percent Points 
Possible 

2 Compliance & Safety 

a. Franchisee Compliance Score – Violations & 
Warnings  

25% 

50 
b. Payment and Information Submission 

Timeliness – Number of Late Incidents  
15% 

c. Driver Documentation Deduction 

d. Vehicle Inspections – Inspections Failed on 
First Attempt  

10% 

 
 
a. Franchisee Compliance Score – Violations & Warnings (25 Points Possible) 

 
A Taxicab Rules Compliance Score is based on the total number of penalty points assessed for 
Administrative Citations, Notices of Non-Compliance, and Advisories.  Penalty points for violations are 
assessed based on the Taxicab Rules Penalty Schedule, which assigns 1 penalty point for each $100 of 
fine.  For Notices of Non-Compliance and Advisories, the penalty points assessed are the same as if a 
violation had been issued with fines.  Dismissals and cancellations are removed from the total violations.   
 
On February 9, 2012, Metro Cab was assessed 30 penalty points and fined $3,000 for rule violations by 
two drivers who had a physical altercation during working hours.  One driver’s license was suspended 
and the other’s was revoked.  On February 23, 2012, Metro Cab was issued a Notice of Violation for 
operating vehicles within its fleet that were not owned and/or registered in accordance with its terms & 
conditions, which resulted in a $1,500 fine.  Effective July 1, 2012, Metro Cab began operating under new 
ownership and management.  Since the ownership change, the company has not been issued any 
citations or notices of non-compliance. 
 
On June 18, 2012, ITOA was assessed ½ penalty points and fined $50 for a rule violation by one of its 
drivers who improperly posted or failed to post his Taxicab Driver’s Permit; and 2.5 penalty points for a 
violation issued to a driver who did not take a direct route, resulting in an overcharge.  The customer was 
also refunded his fare in full.  No citations, notices or advisories were issued to Bell Cab, Taxi! Taxi!, or 
Yellow Cab.   
 
In some cases, incidents may not result in a violation; for example, in response to a complaint from a 
restaurant owner concerning a taxicab driver who threw trash from his vehicle onto the public street, the 
taxicab company was notified to assist with addressing the issue.  The driver was identified and due to 
the circumstances and the response of the driver, the company chose to terminate the driver.  In this 
example, no violation was issued, in part due to the quick response of the company. 
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• Administrative Citations and Notices of Non-Compliance  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

b. Payment and Information Submission Timeliness – Number of Late Incidents (15 Points Possible) 
 

A score is based on any submission of a payment, report, or other information request with a specific 
deadline that is in writing.  No grace period is allowed.  A deadline may be extended by the City in writing 
with reasonable cause and when requested in advance of the deadline.  
 
A company’s score has points deducted when driver documentation is not updated prior to the expiration 
date, such as a driver’s license or annual driving record from the California Department of Motor Vehicles 
(DMV).  The DMV report provides the City with the driver’s driving record, including convictions for driving 
under the influence of alcohol or drugs.  Although this report does not technically expire, drivers are 
required to provide an updated report annually.  A driver that fails to maintain a good driving record as 
defined by the rules promulgated by the Chief of Police would have his or her permit suspended or 
revoked.  Because of the importance of maintaining this documentation, City staff provides monthly 
reports reminding taxicab companies what documentation is going to expire and become due, generally 
in the preceding month.   
 
Taxicab companies were also provided with a summary of the data that is required by the Taxicab Rules 
and Terms & Conditions with due dates and report format on October 11, 2011 in preparation for the 
implementation of reporting requirements beginning in January 2012.  The companies have also been 
provided with a calendar of due dates.   

 
 

  

 
Franchisee Compliance Score 

 

Points 

0 25 
.5 to 2 10 

2.5 to 10 5 
10.5 to 15 2.5 

>15 0 

Franchise Franchisee Compliance 
Score Points Awarded 

Bell Cab 0 25 
ITOA 3 5 
Metro 45 0 

Taxi Taxi 0 25 
Yellow Cab 0 25 
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• On Time Payments and Information Submission 
 

 
Number of Late Payment or Information Submission 

Incidents  
Per Calendar Year 

 

Points 

0 15 
1 to 2 10 
3 to 4 5 

>4 0 

 

Franchise 
Number of Late Payment or 

Information Submission 
Incidents  

Per Calendar Year 
Points Awarded 

Bell Cab 2 10 
ITOA 6 0 
Metro 2 10 

Taxi Taxi 3 5 
Yellow Cab 4 5 

 
 
c. Driver Documentation – Number of Documents Not Updated Prior to Expiration Date (Points Deducted) 

 
Driver documentation will be considered late if documentation is reported on the Expiration Report in the 
month immediately following the due date (ex. CDL expires June 8th; due to City no later than June 30th; 
CDL considered late if reported on mid-July Expiration Report).  Points will be deducted if late 
documentation reported on Expiration Report for two consecutive months after due date (ex. CDL expires 
June 8th, due to City no later than June 30th; Documents considered expired and points deducted if 
reported on mid-August Expiration Report). 

 

A company’s score has points deducted when driver documentation is not updated prior to the expiration, 
such as a driver’s license or annual driving record from the California Department of Motor Vehicles 
(DMV).  The DMV report provides the City with the driver’s driving record, including convictions for driving 
under the influence of alcohol or drugs.  A driver that fails to maintain a good driving record as defined by 
the rules promulgated by the Chief of Police would have his or her permit suspended or revoked.  
Because of the importance of maintaining this information, City staff provides monthly reports reminding 
taxicab companies what documentation is going to expire and become due, generally in the preceding 
month.   

 

• Expired Driver Documentation 

 

 
 
 
 
 
 
 
 
 

 
Number of Documents Expired 

 

 
Points  

0 0 
1 to 5 -7.5 
6 to 10 -15 

11 to 20 -22.5 
21 to 30 -30 

>30 -37.5 
0 0 
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d. Vehicle Inspections – Inspections Failed on First Attempt (10 Points Possible) 
 

A company is rated on the total number of failed inspections when first inspected as part of the annual 
renewal cycle.  A standard checklist is used and provided to the companies in advance.    

 

 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 

3. Adherence to Business Plan and Terms & Conditions 
 

An operator cannot have any major occurrence of a failure to abide by the management business plan or 
terms and conditions, including fleet composition. 
 
 

4. Franchisee Response 

In addition to the Taxicab Company Performance Index evaluation categories, each franchisee is provided 
with an opportunity to submit a written response to the scores.  The response may be used to explain service 
irregularities to be considered by the City as appropriate. The response must be presented submitted on the 
form approved by the City.  Following are the responses received from three of the taxicab companies, ITOA, 
Taxi! Taxi!, and Yellow Cab. 

Franchise Number of Documents Expired Points Awarded 

Bell Cab 0 0 
ITOA 20 -22.5 
Metro 14 -22.5 

Taxi Taxi 8 -15.0 
Yellow Cab 2 -7.5 

 
Percentage of Cabs Failing Annual Vehicle Inspection on 

First Attempt or Failing to Appear (Rule 601) 
 

 
Points 

<6% 10 
6% to 10% 5 

>10% 0 

Franchise 
Percentage of Cabs Failing 

Annual Vehicle Inspection on 
First Attempt or Failing to 

Appear (Rule 601) 
Points Awarded 

Bell Cab 0/58 10 
ITOA 7/58 0 
Metro 7/63 0 

Taxi Taxi 5/63 5 
Yellow Cab 4/58 5 




















	13-05-20 (SV) Taxi Program Update (to II) v2
	13-05-20 (SV) Taxi Program Update Attachment - report (to II)

