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Arlington County Taxicabs Service Assessment 
Final Report - Executive Summary 

 
 
Background: 
In the spring of 2012, County staff conducted a community engagement process in order to 
gain a better understanding of the current state of taxicab service in Arlington from the 
perspectives of various stakeholders (Appendix A), including: 

I. Riders – Through an online survey public opinion was gathered among current 
ridership about the quality of taxicab service in Arlington.  The survey was open from 
March 15 - June 15.  Approximately 960 surveys were completed. 

II. Businesses, institutions and ridership segments – Staff interviewed these groups to 
gather their input on taxi service. Nine focus groups were conducted between May 
and June, and included representatives from Arlington’s hotels, restaurants, 
commercial properties, senior living facilities, Business Improvement Districts and 
Partnerships, the Virginia Hospital Center, and the Transportation, Transit, Aging, 
and Disabilities advisory groups and commissions. 

III. Taxicab Drivers – An independent consultant was hired to conduct a confidential 
survey of Arlington’s licensed taxicab drivers to gain a fuller understanding of driver 
concerns and their opinions about the industry.  In June, a telephone survey of all 
1,451 taxicab drivers licensed by Arlington County was conducted by a third-party 
research firm. Over 300 drivers responded to the survey, resulting in a margin of 
error of +/- 5% at the 95% confidence interval. 

The following report outlines the findings of each of the assessment methods.  It is 
anticipated that staff in the Transportation Division and the Police Department will utilize the 
information from this process over the next few years in making policy recommendations 
and identifying work plan priorities regarding taxicabs. 
 
Overall Themes 

1. Service in Arlington, overall, is pretty good. 
2. Arlington taxicabs are perceived to be cleaner, newer, and in better operating 

condition than taxicabs in nearby jurisdictions. 
3. There are long wait times for wheelchair accessible taxicabs. 
4. Taxicabs are harder to find during peak demand times across the county – during 

both rush hours and on the weekends, especially late at night. 
5. Drivers identify their peak demand times as weekday mornings, weekends late at 

night, and weekend evenings. 
6. When taxicabs are unavailable or hard to locate, riders and businesses will turn to 

alternative arrangements (i.e. sedan or limo service, or taxicab locating mobile apps) 
7. The majority of drivers responded that there are either too many or just the right 

amount of taxicabs on the road, however, a majority of drivers also responded that 
there are not enough taxicab stands in Arlington. 

8. The majority of taxicab drivers work on average 50+ hours in a week. 
9. The majority of riders prefer the option of paying for taxicab service by credit card. 
10. Riders and businesses raised concerns about taxicab capacity – some taxicabs are 

too small for groups or travelers with luggage. 
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I.   Internet Survey of Riders 
 
Methodology and Results: 
Staff conducted an online survey through SurveyMonkey.com to 
gather public opinion among current ridership about the quality of 
taxicab service in Arlington. The survey ran from March 15 - June 
15, 2012, resulting in 966 completed surveys.*  Outreach 
regarding the survey included information cards with a link to the 
survey handed to riders by drivers in taxicabs across the County, window clings on 
taxicabs, links from the County’s homepage and the Taxicab Regulation webpage, as well 
as local media coverage.  An impressive number of people took the time to write in 
comments and responses to multiple questions. 
 
Riders Survey Respondents Profile: 

• More than 52% of the respondents take taxis 5-25 times a year and almost 30% take 
rides 1-2 times a week. 

• Over 83% of the responses are from Arlington residents and 48% of the respondents 
said that they take trips by taxi to and from places outside Arlington. 

• Most of the trips were arranged by telephone (52%) while almost 18% were 
arranged by mobile apps or online, and over 17% were hailed on the street. 

 
Riders Survey Responses Themes: 

• Arlington taxicab service is better than (56%) or about the same as (36%) nearby 
jurisdictions. 

• Taxicab cleanliness and appearance is widely viewed to be very good/good (83%), 
and customer service and professionalism of drivers is also very good/good (71%). 

• Additional taxicabs are desired on weekend evenings and nights, along with morning 
and evening rush hours. 

• A majority prefer to pay by credit or debit card (65%), while one-third prefer cash (33%). 

• Almost one-third (31%) responded that a hybrid-fueled vehicle is important, while 
half 51% responded it is not. 

• A majority responded that they always or often have to wait for dispatch service 
(58%) or hails on the street (57%), while a slimmer majority responded they seldom 
or never have to wait at taxicab stands (52%). 

• Respondents desire additional service across the county; write-in responses varied 
widely when asked to identify particular locations. 

 
 
* While 1,040 people began the survey, approximately 75 dropped out while taking it.  Also, any 
question could be skipped as there were no required-answer questions. For example, some 
questions have closer to 900 responses. 



4  

 

Detail – Riders Survey Results: 
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Suggestions for Improvement: 
Thirty percent of respondents (288 of 966) chose to write in suggestions on how to improve 
taxicab service in Arlington.  Those suggestions have been summarized into the categories 
outlined in the chart below.  A list of all write-in responses can be found in Appendix C. 
 

Five most common responses: 
1. Credit cards (and willingly) (41%) 
2. Be on time/Reliability (13%) 
3. Courtesy/Customer Service (10%) 
4. More cabs (7%) 
5. Lower fares/fees (6%) 
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“Have to wait”: 
� Dispatch: Often or Always = 58.6% 
� Dispatch: Seldom or Never = 36% 
 
� Stands: Often or Always = 21.5% 
� Stands: Seldom or Never = 51.9% 
 
� Hail: Often or Always = 57.7% 
� Hail: Seldom or Never = 25.5% 

 
Also, 250 respondents chose to write in comments as part of their response to this question 
regarding wait times.  A list of all write-in responses can be found in Appendix C. 
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Times When More Service is Needed: 
Forty-seven percent of respondents (466 of 966) wrote in a response when asked, “Are there 
particular times of day when Arlington needs more or better taxi service?”  A list of all write-in 
responses can be found in Appendix C. The chart below is a synthesis of the responses. 
 
Top four write-in responses - Times when more service is needed: 

1. Weekends, including Fri. / Sat. nights (49%) 
2. Morning (19%) 
3. Evening (13%) 
4. Late night (11%) 
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Locations that Need More or Better Service: 
Thirty percent of respondents (292 of 966) wrote in a response when asked if they had suggestions 
for locations that need more or better taxi service.  As can be seen by the “word cloud” image 
below, results varied widely and were fairly even across the county.  A list of all write-in responses 
can be found in Appendix C. 
 
Write-in Responses regarding locations: 
43% = Rosslyn-Ballston corridor 
34% = Columbia Pike, Crystal City, Shirlington, and South Arlington 
 
 

Word Cloud of Write-In Responses – Locations (bigger = more prevalent) 
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Cleanliness & Appearance of Arlington Taxicabs: 
� Very Good or Good: 83.2% 
� Fair or Poor: 16.1% 
 
Customer service & Professionalism of Drivers: 
� Very Good or Good: 71.7% 
� Fair or Poor: 27.9% 
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II.  Focus Groups Findings 
 
Methodology: 
Nine focus groups were conducted during May and June, and 
included representatives from Arlington’s hotels, restaurants, 
commercial properties, senior living facilities, BIDs and Partnerships, 
the Virginia Hospital Center, and the Transportation, Transit, Aging, 
and Disabilities advisory groups and commissions. 

 
 

Overall Themes – in order of Prevalence 
(Frequency of comments across focus groups) 

 
Heard at the majority of meetings: 

• Taxicab service in Arlington, generally, is pretty good. (x8) 

• Arlington taxicabs are perceived to be cleaner, newer, and in better operating condition than 
taxicabs in nearby jurisdictions. (x6) 

 
Heard at several of meetings: 

• Long wait times for wheelchair-accessible taxicabs, especially in afternoons, nights and 
weekends. (x4) 

• Identification of possible locations for additional taxicab stands in Rosslyn, Clarendon, along 
Columbia Pike, near assisted-living facilities, as well as ways to increase the visual appeal for 
stand signage (including the no-parking zone). (x4) 

• When no taxicabs are available, especially at peak times, hotels and restaurants will resort to 
sedans or private limousines for guests, or online or mobile apps such as Uber or TaxiMagic.(x4) 

• Hard to get taxicabs in the morning rush hour, on weekend evenings, and weekends late at night 
when bars close. (x4) 

• Desire for dress standards for drivers. (x4) 

• Will not use a cab if credit card payment is not available; sometimes drivers have credit card 
machine but claim it is not operable. (x3) 

• Use of hotel bathrooms by drivers can lead to additional cleaning needs for the building. (x3) 

• Smaller taxicabs can be too small for groups, (such as a business group going to a meeting 
together, or more than one traveler with luggage). (x3) 

• Unidentified cabs are circling hotels posing as taxis or sedan services looking for rides. Hotels do 
not have dedicated staff or resources to prevent their customers from getting in those cars. (x3) 

 
Heard at more than one meeting: 

• Drivers can make riders feel uncomfortable if trip is short, seem to prefer long rides (x2) 

• Alternative arrangements (private sedans, mobile apps) are especially common by hotels and 
restaurants for large groups because taxicab companies may not have more cabs available to 
the number of taxicabs requested. (x2) 

• Companies with private taxicab accounts tend to experience high levels of service and short wait 
times when requesting a dispatch taxicab. (x2) 

• Should explore additional coordination for taxicabs at large community events (races, festivals, 
shows) (x2) 

• Hotel staff mentioned having to check taxicabs for credit card acceptance and will ask the ones 
that do not take credit cards to leave (x2) 
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Heard more than once at individual focus group meetings: 

• Crystal City and Columbia Pike both seem to experience longer wait times from dispatch. 

• Rosslyn and Crystal City both seem to experience more “poaching” of rides – D.C./Alexandria 
taxicabs picking up hailed rides. 

 
 

Alternate Sort of Overall Themes – By Topic: 
 
General: 

• Taxicab service in Arlington, generally, is pretty good. 

• Arlington taxicabs are perceived to be cleaner, newer, and in better operating condition than 
in nearby jurisdictions. 

 
Availability: 

• Long wait times for wheelchair accessible taxicabs, especially in afternoons, nights and 
weekends. 

• Identification of possible locations for additional taxicab stands in Rosslyn, Clarendon, Col. 
Pike, near assisted living facilities, and ways to increase the visual appeal for stand signage 
(including the no parking zone). 

• When no taxicabs are available, especially at peak times, hotels and restaurants will resort to 
sedans or private limousines for guests, or online or mobile apps such as Uber or Taxi Magic. 

• Alternative arrangements (private sedans, mobile apps) are especially common by hotels and 
restaurants for large groups because taxicab companies may not send the number of 
taxicabs requested for guests. 

• Hard to get taxicabs in the morning rush hour, on weekend evenings, and weekends late at 
night when bars close. 

• Companies with private taxicab accounts with taxicab companies tend to experience high 
levels of service and short wait times when requesting a dispatch taxicab. 

• Should explore additional coordination for taxicabs at large community events (races, 
festivals, shows). 

• D.C. taxicabs are easier to hail. 

• Crystal City and Columbia Pike both seem to experience longer wait times from dispatch. 

• Rosslyn and Crystal City both seem to experience more “poaching” of rides – D.C./Alexandria 
taxicabs picking up hailed rides. 

• Overcrowded taxicab stands cause traffic backups. 
 
Payment: 

• Will not use a cab if credit card payment is not available; sometimes drivers have credit card 
machine but claim it is inoperable. 

 
Vehicle Size: 

• The smaller taxicabs can be too small for groups - from both business sector and tourists (such 
as a business group going to a meeting together, or more than one traveler with luggage) 

 
Driver Standards: 

• Desire for dress standards for drivers. 
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• Use of hotel bathrooms can lead to additional cleaning needs for the building. 

• Drivers can make riders feel uncomfortable if trip is short, clearly prefer long rides. 

• Suggestions for additional training to drivers regarding dealing with persons with dementia or 
memory loss. 

 
Miscellaneous: 

• All companies should have a lost and found. 
 
 

Focus Group Comments - Summaries 
 
Rosslyn Hotels 
On May 10, 2012, staff held a focus group with representatives of Rosslyn hotels. Overall, the 
participants said that taxicab service in Arlington is generally good.  However, all present said that 
morning rush hour between 7:30 and 9:30 a.m. was a difficult time to get cabs for their guests.  
Evenings, weekend evenings, and during bad weather are also periods when getting a cab is 
difficult.  Hotels often utilize private sedan services when there are no taxis available for their 
guests.  One hotel mentioned the presence of an unidentified cab showing up to their property to 
pick up a passenger. 
 
Rosslyn Businesses 
On May 11, 2012, staff held a focus group with representatives of other Rosslyn businesses 
(comprising retail, restaurants, and larger companies).  Most stated that the quality of service by 
Arlington cabs is high.  One business commented that cabs can be too small for some travelers 
with luggage, but they enjoyed the cleaner and newer Arlington cabs compared to D.C. cabs. 
 
Columbia Pike Businesses 
On May 24, 2012, staff held a focus group with Columbia Pike businesses who stated they need 
cabs to get bar patrons home safely late at night, especially at 2:00 a.m. when bars close.  The 
participants said that while Arlington cabs are cleaner and more reliable than D.C. cabs, some 
have been using Uber – a limo/sedan service provider – instead of cabs because they show up 
faster and are professional. 
 
Ballston Businesses 
On May 30, 2012, staff met with a representative of a hotel in Ballston.  He said that the early 
morning (7:00-7:30 a.m.) was a difficult time to get a cab and he would like more cabs for peak 
hours.  He also said some hotel patrons will use a private limo service for pick-up and drop-offs at 
airports.  He said there was also a need for larger vehicles to handle parties of four or more and/or 
those with lots of luggage. 
 
Clarendon Businesses 
On June 5, 2012, staff held a focus group with various Clarendon business representatives.  They 
stated that cab service in Arlington is noticeably better than in other places.  Arlington cabs are 
cleaner and better maintained than D.C. cabs, although D.C. cabs are easier to hail.  They also 
stated that they sometimes use the Uber service for their VIP guests and that Taxi Magic – a web-
based taxi-booking service - is also a good tool. 
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Virginia Hospital Center 
On June 6, 2012, staff met with several Hospital employees who said that the Hospital uses cabs 
regularly for patients, visitors, employees, etc.  Overall, they like the cab service and believe the 
cabs are clean and generally responsive.  However, patients experience very long waits (2-4 
hours) for wheelchair-accessible vans, especially on nights and weekends. 
 
Senior Living / Nursing Home Businesses 
On June 12, 2012, staff met with representatives from two senior living facilities and the 
Commission on Aging.  The senior living facility representatives stated that they never get 
complaints about taxi service and customer service is generally very good.  However, as with 
Virginia Hospital Center, when using wheelchair-accessible vehicles they anticipate a long wait and 
occasional unavailability. 
 
Transportation Commission, Disability Advisory Committee, Transit Advisory Committee and 
Transit Accessibility Subcommittee, Commission on Aging 
On June 12, 2012, staff met with representatives of these groups for one focus group meeting.  
Attendees stated that taxicab service for the disabled is better than other jurisdictions.  However, 
they also repeatedly pointed out the need for more wheelchair-accessible cabs – stating that wait 
times are long and it is almost impossible to arrange wheelchair-accessible taxicabs on weekday 
evenings and on weekends. 
 
Crystal City Hotels 
On June 14, 2012, staff held a focus group at the Crystal City BID with primarily hotel 
representatives.  The representatives stated that when cabs are not available – weekday mornings 
from 7-9 a.m. and evenings 6-8 p.m. – they will use limo/sedan service or deliver the guests 
themselves.  In addition, it is sometimes hard to get a wheelchair-accessible vehicle.  Displeasure 
was expressed regarding the small size of some taxicabs for parties of four and/or those with 
luggage.  All representatives mentioned the presence of at least four to five unregistered drivers in 
unmarked cars trying to pick up passengers. 
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III.  Telephone Survey of Drivers 
 
Methodology: 
In June of 2012, a confidential telephone survey of all 1,451 taxicab 
drivers licensed in Arlington County was conducted by a third-party 
research firm on behalf of Arlington County.  More than 300 drivers 
responded to the survey, resulting in a margin of error of +/- 5% at 
the 95% confidence interval. 
 
 
General Results 

• There were 301 responses to the driver survey.  Based on SIR findings, 53% of drivers 
identified dispatch as the most common way to get trips, and 28% identified taxicab stands.  
Among labor association members (29%), the most common way to get trips is through 
taxicab stands (38%), while only 30% responded dispatch and 22% responded hailed on 
street. 

• 58% of drivers responded that they get the most trips on weekday mornings, 11% on 
weekends late at night, and 9% on weekend evenings. 

• In an average week, 62% of all responding drivers work 50+ hours. 
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Summary of Drivers Responses – by Topic 

 
Taxicab Association Membership 
 

• 88 drivers (29%) identified 
themselves as members of 
a labor association 

• Of the 88, 69 drivers (23% 
overall) identified as 
members of AUTO 

 
 
 
 
 
 
 
 
 
 
 
 

Years of Experience 
• Overall, 53% of drivers have less than five years of experience, while 47% have more than 

five years of experience. 
• Among members of a labor association, 67% have less than 5 years of experience, while 

33% have more than five years of experience. 
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Taxicab Vehicle Ownership: 
• Overall, 44% of taxicab drivers own their vehicle; 77% of drivers responded that they would 

prefer to own. 
• 39% of labor association members own their vehicle; 88% of association members 

responded that they would prefer to own. 
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Worked with More than One Company in Arlington / Worked in Other Jurisdictions 
• 36% of drivers responded that they have worked with more than one taxicab 

company in Arlington.  Among labor association members, 45% have worked with 
more than one company. 

• 15% of drivers responded that they have worked as a taxicab driver in other 
jurisdictions.  However, only 7% of all drivers responded that they are currently 
working as a taxicab driver in any other jurisdiction. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



21  

 

Current Fares & Fees Structure Overall: 
• 50% of drivers responded that the current fare structure is adequate, while 40% 

responded additional charges should be added. 
• As a follow-up question, drivers were asked if they had suggestions for improvement 

to the fares/fees structure and 114 responded with suggestions.  The largest chunk, 
40% of the suggestions, were for an increase attached to fuel prices, and 12% were 
for an increase in fares in general.  All comments can be found in Appendix G. 
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Number of Taxis on the Road: 
• Overall, 39% of drivers 

responded that there are too 
many taxicabs on the road, 
while 37% responded that 
there is just the right amount, 
and another 22% responded 
that there are not enough. 

 
 
 
 
 
 
 
 
 
 
 
When asked if there are particular times of day when more taxicabs are needed, 183 of the 
drivers responded offering a total of 267 suggested times (some suggested more than one 
time period).  Those responses have been compiled in the chart below. All comments can be 
found in Appendix G. 
 



23  

 

Taxicab Stands 
• 57% of drivers responded 

that there are not enough 
taxicab stand locations in 
Arlington, while 36% 
responded that there is just 
the right amount. 

• Among labor association 
members, 69% responded 
that there are not enough 
taxicab stand locations, 
while 19% responded that 
there is just the right 
amount. 

 
 
 
 
 

The following pie chart shows a compilation of comments received from 157 drivers 
regarding locations or areas where taxicab stands are needed. Some drivers offered more 
than one location.  All comments can be found in Appendix G. 
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Feel Safe and Secure 
• On a scale from 1-5 (5 = very safe), 92% rated feeling safe during the daytime a 4 or 5.  

85% rated feeling safe at night a 3 or above. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
When asked if they wanted to add any comments or suggestions regarding safety, 126 
comments were received from the participants. All comments can be found in Appendix G. 
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Licensing & Inspection Process 
A few questions at the end of the survey were open comment only – without answer 
choices.   
 

• Drivers were asked if they had any suggestions to improve the licensing and 
inspections process.  The following graph shows the breakdown of the 170 comments 
received among 152 question respondents (some offered more than one comment). 
All comments can be found in Appendix G. 

• Examples of miscellaneous responses are, “Licensing should be monitored and 
controlled according to the population of the County,” and, “People are disrespectful.” 
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Other Concerns 
Drivers were asked to identify any other concerns they may have, as well as suggestions to 
address concerns or for improvements in taxicab service in Arlington generally.  The 
following two graphs show the breakdown in categories of the comments.*  All comments 
can be found in Appendix G. 
 

• 24% of the comments (14% of overall survey population) identified concerns 
regarding company operations in general, another 19% of the comments were 
regarding the company fees/dues, while 8% commented that service is good or fine. 

• 18% of the comments (11% of overall survey population) were regarding Police 
enforcement or Hack Inspector functions, including enforcement of poaching by non-
Arlington taxicabs and the licensing and inspections process. 

• Examples of miscellaneous comments would be “Control of dome light,” and “Protect 
riders and drivers.” 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
* Some of the 165 respondents to this question offered more than one comment.
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Suggestions 

• When asked if they had suggestions for addressing these concerns, 20% of the 
comments received (10% of the overall survey population) were regarding regulation 
of the companies’ rental fee rates, 9% suggested giving more control to drivers, and 
9% suggested distributing certificates directly to drivers or independent vehicle 
owners.  All comments can be found in Appendix G.   

• 22% of the suggestions (11% of the overall survey population) were related to 
increased police enforcement of poaching, suggestions for the Hack Inspector, a 
desire for warning tickets for traffic violations, and extending the requirement for 
annual taxicab driver license renewals. 

• Examples of miscellaneous comments would be, “Drivers should be allowed to reject 
riders,” and “Merge lanes should be extended on streets.” 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

* Some of the 133 respondents to this question offered more than one suggestion. 
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Appendix A 
 

Taxicabs Service Assessment – 2012 
 

Stakeholders Subgroup Mechanism Advertising 

Drivers (approx. 
1,500 licensed) 

 Telephone Survey Direct Mail – post-card for 
pre-alert notification 

Riders General Online Survey In taxicabs, media, social 
media 

Riders Consumer Groups: 
Disabled/Seniors 

Focus Group w/ 
Commissions – Disability, 
Aging, Transportation, 
Transit 

Direct connect 

Riders Consumer Group: 
Seniors 

Focus Group with 
management of Arlington 
Senior Centers 

Connect through Comm. 
on Aging 

Taxicab 
Companies 

 Ongoing discussions; 
Meeting 

Direct connect 

Business 
Community 

BIDs/Partnerships* Focus Groups (~5) Direct connect through 
BIDs/Partnership 
executive directors 

Business 
Community 

Institutional 
Company 

Focus Groups w/ Virginia 
Hospital Center 

Direct connect 

 
 
Appendices Available online or by request: 
Appendix B - Riders Survey Questions & Results 
Appendix C - Riders Survey Write-in Responses  
Appendix D - Focus Groups – Notes 
Appendix E - Taxicab Drivers Survey Questions 
Appendix F - Drivers Survey Data Tables from SIR 
Appendix G - Drivers Survey Open Comment Responses 

  
 


