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ABSTRACT

India is a developing country and it is found theth this development there is a surging demandtéodi
services in India. In the past decade, there waswlution in the cab industry, with the emergenterganized car
rental system using modern technology. This lethéogrowth of the ‘app cab’ industry. The presetudg aimed to
identify the major problem areas of the app calveis and subsequently measure the impact of thaddems on their
work satisfaction level. An attempt was made tovigl® suggestions for improvement, wherever necgssgdrthe initial
stages of the study, a number of app cab drivers werviewed in order to understand the variogpects of working of
the app cab industry, from the drivers’ point afwi Subsequently, a structured questionnaire wasldped focusing on
the satisfaction level and also the major probldatsed by the drivers, as revealed during the prielary discussion. A
sample of 83 app cabs drivers was selected by #tkaud of convenience sampling, geographically spreezross Kolkata.
In-depth interview was conducted while taking cates and also by visiting the various drivers’ huble reliability of
the data set was checked. The data were analygied $PSS software. The data were subjected tGQlare tests,
Factor Analysis and Regression analysis to find loaw the different parameters impacted the app axers overall
work satisfaction. Recommendations for improvemesre provided, wherever necessary. This study aitoduelp in

increasing the wellbeing and satisfaction levethaf drivers.
KEYWORDS: App Cab, Drivers, Issues, Satisfaction
INTRODUCTION

India is a developing country and it is found théth this development, middle-class people havevsloaised
their standards of living. This has led to an iasein their wants and needs. Surging demand xdis&vices in India
can be attributed to changing lifestyles of travekend increasing disposable income of consumspeagally in Tier-
| and Tier-1l cities. Not everyone has the abilitypurchase personal vehicles and thus they hadepgend on public

transport.

In the past decade, there was a revolution in #ffeeicdustry, with the emergence of organized catatesystem

using modern technology. Technology played the Iexdel in this transformation by providing us witlodation Based
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Tracking Technology along with GPS, helping toitetatest co-ordinates and scheduling based ertilaffic feed.

In the present era, customers have applicatiorntslied in their mobile phones to book a cab anytiame
anywhere. Increase in the use of smartphones dtel lpenetration of the internet has helped theseabice providers to
reach the masses. The main players are Uber anth@és category followed by Meru Cabs, Carzonr&dvaari Car
Rentals, Fasttrack Taxi App, Mega Cabs, Tab Cah, Wixi, My Taxi India, Zust Go. These service paerits have apps
compatible with Android, Windows, and iOS.

Ola and Uber are the main players operating inartid control 96% of the Indian market ($8 billian2018)
with an annual CAGR of 13.7%. Ola cabs startedrtlogierations in 2010 in Mumbai, under the name &l A
Technologies Pvt. Ltd. It has 10 lac cars registg@018) and operates in 169 cities in India. 11£0it has started
operating Ola auto rickshaws also. It has 6000 eyggls and operates in Australia and New Zealandedls Ola’'s
turnover is INR 1286 CR with an accumulated lost\NRR 2313 CR. Uber Technologies Inc., incorporatethe state of
Delaware, US, started its operations in India fldamgalore, in 2013. Uber operates in 29 citiesjritp4.5 lac registered
cars, with a market share of 39.6% (Ola — 56.2&6haver is INR 410 CR, Profit INR 30 CR.

The passengers are benefited in different ways \ikeen the cab is booked the drivers do not geetose the
passenger. Passengers may the check driver'sepbmfore and after the ride, and leave feedbatds;, aging the service.
Customers can also book a cab at a later dategtbggsthe date and time. They have the provismrfihding back their
lost items with the help of the app. Customers affered discounts, provided with discounts coupomsant for
redemption, that normal taxis never offer to thmassengers. Fare for the trip can be paid in diffemodes like cash,
OLA money, UPI, credit and debit card, etc., ineca$ Uber, payment can be made through cash, cpediebit card,
Paytm, etc.

LITERATURE REVIEW

Mukund H. Khupse (2017) performed a study on pagses motives for using mobile app-based cabs andd
the different reasons for passengers’ preferermeartls app-based taxi services and also to cheekhehthe reasons as
stated by the passengers were strong enough flalifguitheir opinion about app-based taxi servid&smary data was
collected from 150 respondents, who selected thrgudgemental sampling, provided each one of tepardents had at
least traveled 3 times by app-based taxi and asloalm app for taxi booking on their mobile phorigsta collection was
done with the help of a structured and close-emflextionnaire. The study showed that quick avditglif cabs, safety,
low cost compared to traditional taxis, attractoash back and discounts on rides were the mostriengoreasons for
using app cabs. The passengers did not give mupbriamce to Wi-Fi connectivity, negotiations anddaéning, and

cashless system. These benefits made the app epblspnot only in the metro cities of India bu@lin the urban areas.

Rungta e.t al. (2017) performed a study on the anphusage Ola Cabs and Taxi for Sure mobile appscted
the Yellow and Black Cabs and identified the speciaictors that the passengers consider while dniantaxi. The
researchers aimed to understand the key technateggls, technology shifts, market drivers and #wraints of the taxi
market in India, market size of public and priveei market in India, ease of availability, pricemfort, safety, payment
option and other factors affecting competition getception of the passengers towards their saféilewravelling in

cabs, and their overall impact on the taxi marReitmary data was collected from 107 respondents lveve selected the
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help of simple random sampling, using a questiaenaihich was sent to them via social media ancagsmThe scales
used were dichotomous and ordinal scales to sthdiy tesponses. Data were analyzed with the hEIBRSS and
Minitab. The results revealed that app cabs wersidered as a more preferred option owing to tteglahility of GPS

tracking, making it a safer option for night travahd also a more comfortable means of travelingnigavarious payment
options, 24*7 ease of availability of taxis, lowates, and high discounts. These were the fadtatsviere identified to

contribute to the increase of the market shargpfcabs.

Uthira. D (2018) conducted a diagnostic study efthb aggregation industry using the Servqual Gagdiithat
aimed to find the gap between the perception anmbaation of customers towards app-based cab servising the
above-mentioned model. An attempt was made to stiggeasures to improve the services to meet exjawtain cases
where expectations exceeded the perception. Iisandeere the service exceeded the expectationgestigns were given
to tone down the service provided, thus reducirg ¢hst and efforts. A sample of 104 passengers seisted by
convenience sampling and primary data was collettiealigh online administration of the questionnaifbe analysis
revealed that cleanliness of the cab, availabdityfirst aid kit, maintenance of apps by serviceviders, proper GPS
usage by the drivers, provision for non- smartphasers to book cabs, response time between boakaadp, acceptance
of rides by the drivers on rainy days, surge pgciefund of cancellation money and confirmatioe dne areas where the
customers’ expectations exceeded their percepti@asshare services and auto services providetidogdab aggregators
were found to be cost-effective and preferred leyubkers. Suggestions were given accordingly byebearcher. Despite
the tremendous market growth and development,aheaggregators were facing losses, thus they ndedegbrove some
of their services to meet the expectation levelhef customers and tone down their efforts in cersairvices since the

perception was more than the expectation, in aalsurvive.

Shanti D et. al. (2018) conducted a study to identie factors that influence the consumers whileating app
cab services and aimed to understand their inncadiss while selecting the cab services. Primatg das collected
using a structured questionnaire, from 100 respatsderhe analysis revealed that price consciousoes®nsumers
motivated them to redeem their discount couponsdévio consumers are innovative and also price coascso coupon

redemption may help to retain customers. The biaiagie also played a vital role in customer retentio

Kumar & Kumar (2016)aimed to study the factors ueficing consumers while selecting cab services
Hyderabad. Their objective was to study how innvestess, coupon redemption behavior, and price choumsness
impacted cab service selection. Data were coliefrttem 120 respondents, selected through simpldaomnsampling. A
structured questionnaire was used. Each of theonefgmts had availed cab services in the last 6 msoabd also had
booked the cab using the app installed on theirtpiane. The analysis revealed that consciousmaeards price and
coupon redemption behavior was positively and ficanitly related. The study also revealed that sedgents in the
middle age group were consuming cab services niwne the other age groups. The innovative behavi@monsumers
motivated them to download cab booking mobile agpd also to redeem their coupons while booking.sThuorder to
survive this tough competition in the app cab smwiindustry, organizations need to motivate comssrto select their

services, by providing them with coupons.
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OBJECTIVES OF THE STUDY
* To identify the major problem areas of app cabatsy
e To understand the impact of these problems onatisfaction level of the drivers
e To provide suggestions for improvement, if necessar

RESEARCH METHODOLOGY

The present study aims to understand the processriiing of app cabs, identify the pain areas efdhivers and
provide recommendations for improvement of the wuagkconditions in order to increase drivers’ satision level. In
order to conduct the study, secondary data reletanhis study has been collected from a few websénd various
journals and research articles available on thermet. At the initial stages of the study, a numieapp cab drivers are
interviewed in order to understand the various etspef working of the app cab industry, from théselrs’ point of view.
Subsequently, a structured questionnaire is deedlofor interviewing them. This questionnaire fousen their
satisfaction level and also the major problems dabg the drivers, as revealed during the prelimyindiscussion. It
consists of 17 statements taking into consideratienvarious issues faced by them. A five-pointelikscale has been
used for measuring their responses to the statsnpeavided. Suggestions for improvement have aésniprovided by
the drivers. A sample of 83 app cabs drivers has Iselected by the method of convenience sampdi@agraphically
spread across Kolkata. In-depth interview is cotetliavhile taking cab rides and also by visiting tleious drivers’
hubs. The reliability of the data set is checkedhe Tusable responses have been coded as per aepmiadet!
nomenclature. The data has been analyzed using 8P8S The data is subjected to Chi-Square Testgheck the
relationship between Age Group and Overall Satisfac Factor Analysis is done using the method oihdPpal
Component Analysis, for reducing the number ofalales used in the study, into fewer dimensionsr&esjpn analysis is
also done to find out how the different parametergact the app cab drivers’ overall work satisfactiAfter analyzing
the data, conclusions have been drawn about tHegmns faced by them. Recommendations for improvérave been

provided, wherever necessary.
ANALYSIS AND DISCUSSIONS

The data has been tested to check the Common M&tlagdIt shows that the dataset is free from bias.
Reliability Testing

Table 1: Reliability Statistics using Cronbach’s Apha

Lo Proc Ing Surmimary’
Il %%
ases “Walid 23 100.0
Excluded?® [u] N
Total 83 100.0

a. Listwise deletion based on all
wvariables in the procedure.

Rehiability Statistics

Cronbach's
Alpha M of tems

Gas 22
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The reliability is tested using coefficient alpl@n analysis, the alpha value was found to be O(&9proximately
0.7). Hence the reliability analysis predicted thestworthiness of the data obtained from the qoesaire and the data

was used for further analysis.
Interpretation of Chi-Square Test Using SPSS
The following hypothesis is framed and tested it help of Chi-Square Test.
Ho= There is no relationship between ‘Age Group’ &Ddderall Satisfaction’
H,= There is a significant relationship between ‘Ag®up’ and ‘Overall Satisfaction’

Table 2: Model Summary

Owverallsatisfaction * Agegroup Crosstabulation

Count
Agegroup
1 2 3 4 Total

Cwverallsatisfaction 1 v] 53 7 v] 13

2 ] 21 3 36

3 4 12 13 2 31

4 1 1 0 1 3
Total 10 26 41 3] 83

Table 3: Chi-Square Test for Understanding the Reltonship between Age Group and Overall Satisfaction

Chi-Square Tests

Asymp. Sig.
wWalue df (2-sided)
Pearson Chi-Square 12,2129 g 202
Likelihood Ratio 144872 9 03
Linear-by-Linear B23 1 430
Association
M ofvalicd Cases 83

a. 11 cells (62.8%) have expected count less than 5. The
minimum expected count is .22,

The output shows that the Pearson Chi-Square vald2.212, degrees of freedom being 9. The Sigaifie
Level is 0.202, which is more than 0.05, thus HO wot be rejected. Thus, it may be concluded tiegre is no
relationship between ‘Age Group’ and ‘Overall Stision’.
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Interpretation of Principle Component Analysis Usirg SPSS
KMO and Bartlett's Test

Table 4: KMO and Bartlett's Test for Studying Sampling Adequacy
KMO and Bartlett's Test

Kaiser-Meyer-QlkKin Measure of Sampling Adequacy. ABT
Bartlett's Test of Approx. Chi-Square 298.044
Sphericity df 120

Sig. .aoo

For this data set, KMO value is0.587, which indésathat the sampling adequacy is average and may be

considered for Factor Analysis.

Factor Identification

Determination Based on Eigen Values

In this approach, only those factors with Eigenealgreater than 1 have been considered. Otherdaate not
included in this model. Here, from the table TOTMARIANCE EXPLAINED, 4 factors can be identified wbe

Eigenvalues are more than 1.

Table 5: Total Variance Explained

Total Variance Explained

Initial Eigenvalues Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Component Total % ofvariance | Cumulative % Total % ofvVariance | Cumulative % Total % ofvariance | Cumulative %
1 31586 18.724 18.724 31586 18.724 18.724 2330 14 562 14 562
2 1.810 11.836 31.660 1.810 11.836 31.660 2078 12873 27.535
3 1.682 10.515 42175 1.682 10515 42175 1.838 12118 35,653
4 1.445 5.033 51.208 1.445 5033 51.208 1.845 11.556 51.208
5 1.367 B.544 58,752
] 1.082 6.765 66.517
7 878 5482 72010
78 4 BEB TEBTT
] 718 4 468 B1.345
10 651 4068 5414
11 525 3.284 BB 6558
12 504 3151 81.848
13 400 2.503 84,352
14 333 2.083 86.435
15 318 1.8M 88.407
16 .255 1.583 100.000

Extraction Method: Principal Component Analysis.

Determination Based on Percentage of Variance

The number of factors extracted can also be detednin a way so that the cumulative percentageadfimce
extracted by the factors reaches a satisfactosl.lélere according to the analysis, the cumulgbeeentage of variance
extracted by the 4 factors is 51.208 % (from thdetd OTAL VARIANCE EXPLAINED), which is average.
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Factor Interpretation

Table 6: Rotated Component Matrix

Rotated Component Matrix®

Component
1 2 3 4
Liniformearming aTae
Accountblocking 811
Payvmentbreakup =

Accuracyofcancellationch 503 558
arge

Knowledgeofpassenger T 3T
Meeatriderexpeaectation 591
Difftopickup 456
Lunchtime 711
Targetachievemeant B17T -.444
Longdisttravel E21
Safetymechanism 548
Custcareempathy 590
Ratingbypassenger 507 LA36

“Warificationbycomp G553
FPenaltyforlowrating B34 482
Earningsatisfaction BTG

Extraction Method: Principal Component Analysis.
Rotation Method: Equarmax with Kaiser Mormalization.

a. Rotation converged in 7 iterations.

Factor interpretation is facilitated by identifyirige variables that have a large load on the sau®rf That

factor can be interpreted in terms of variables libed high on it.

In the ROTATED COMPONENT MATRIX, Component 1 hagyhicoefficients for the following variables:
Account blocking, Verification by the company; whas Component 2 has Knowledge of passenger, Easatigfaction;

Component 3 has Lunchtime; Component 4 has Meet exlpectation.
INTERPRETATION OF MULTIPLE REGRESSION ANALYSIS

Table 7: Model Summary

Adjusted R Std. Error of
Maodel R R Square Square the Estimate
1 J217 520 .482 556

a. Predictors: (Constant), Meetriderexpectation,
Yerificationbycomp, Earningsatisfaction, Lunchtime,
Knowledgeofpassenger, Accountblocking

The above table represents the value of R, theiptaultorrelation coefficients. Here the value of’'R.751

indicates a high level of prediction. The R squaaieie is 0.520, which indicates that it is a goantisd.

Here dependent variable is ‘Overall Satisfactiond dhe 6 independent variables considered for theysare
Meet rider expectation, Verification by company,riag satisfaction, Lunchtime, Knowledge of passndg\ccount

blocking.
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Table 8: Regression Coefficients

Coefficients®
Standardized
Unstandardized Coefficients Coefficients
Madel B Std. Error Eeta 1 Sig.

1 (Constant) 480 372 1.252 200
Accounthlocking 084 A02 0gs AET kR
4 Verificationbycomp -.1449 A37 -.04848 -1.054 27T
knowledgeofpassenger 033 o072 040 463 G645
Earningsatisfaction H44 076 G111 7175 .ooo
Lunchtime 042 21 0186 1949 843
Meetriderexpectation 374 0498 307 3.7498 .00o

a. Dependent Variable: Overallsatisfaction

Unstandardized coefficients indicate how much tepeshdent variable varies with an independent vigriahen

all other independent variables are held constant.
So, the equation from the regression output inkbewWs:

Overall Satisfaction = 0.480 + (.099 * Account g -.149* Verification by company +.033 * Knowlgd of

passenger +.544 * Earning satisfaction +.042 * latimee +.374* Meet rider expectation)

The output reveals that ‘Meet rider expectationd aBarning satisfaction’ have the major impact ove@ll

Satisfaction of the app cab drivers.
CONCLUSIONS

It was found after conducting different statistitzsts that the dataset for drivers’ responsesliable and is free
from any bias. There is no significant relationshgtween age group and overall satisfaction. It fayconcluded that
meeting riders’ expectation and earning satisfadtiave a high influence on the overall satisfactibthe app cab drivers.
It implies that if the industry wants to ensure lwbking of the drivers thus increasing their pretility, they should focus
on all the factors as reported above. The majon afeconcern is their earning dissatisfaction.rises mostly due to
inaccurate calculation of the cancellation chargeisers being charged even when the passengecelcdue trip), regular
account blocking preventing the drivers from cortiptpthe required number of trips and earning theientives and also
having to travel long distances to pick up the pager. The drivers find it difficult to meet rideexpectation which is
having an impact on their satisfaction level. Thigets have to travel long distances to pick uppghesengers, which is a
loss, since fuel cost for that period is not bobyethe company or the passenger, and also leatm¢owastage. The
ratings provided to the drivers by the passengersnat verified by the company, as reported by dheers. Without
checking the credibility, they often block the dnig’ account based on passenger’'s low rating or pooment. The
drivers are also allocated long trips as a perfaltyhe low rating. Apart from the above-mentiorfadtors revealed by the
statistical tests, the majority of the drivers hasported that they don’t get any lunchtime, whiglaking a toll on their
health. Drivers’ accounts getting blocked is a mégsue which must be dealt with. The customer shuld deal with

more empathy and listen to the drivers’ issuestantb resolve them so that they can work comfdytab
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RECOMMENDATIONS

e The app cab companies should design their systesmcin a manner so that the drivers are chargedaebuand

also they may achieve their targets and earn inent

» Drivers face difficulty in meeting riders’ expedtats. This may be dealt with by the companies lyvigling
adequate information to the passengers regardgqidhms of app cabs and their expected behavidr thi

drivers.

» Sometimes drivers face the issue of being allockaeg distance rides. Proper care should be takeadlbcating

short distance trips and nearby pickup points, tieiging them to achieve their trip targets.

e ltis imperative for the companies to verify théirrgs given by the passengers before taking acfidmsblocking

accounts, allocating long distance trips as a pgnetic.) against the drivers.

e Itis very important for the companies to allow tthévers to have lunch as per their convenient timg¢hout

forcefully allocating trips during that period.

» Some of the suggestions given by the drivers’ whikerviewing them are as follows: to provide thevith
insurance, to provide certain retirement benefitsncrease the incentives, to design the systesudéh a way so
as to ensure that the pickup location of the pagseis accurate, to provide bonus before festivalgrovide
detailed calculation of their payment and to impdeneffective safety mechanisms for drivers drivatgodd
hours.

Future Scope

This research lays the foundation stone for futovestigation in the app cab industry. One of tteysvmay be
by enhancing the scope of research may by expartandarget area by including the international app market to

evaluate and benchmark the drivers’ satisfactivallasing statistical methods.
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