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1 DEPARTMENT OF FOR-HIRE VEHICLES

Mission: The mission of the Department of For-Hire Vehicles (DFHV) is to protect the public interest by regulating
the vehicle-for-hire industry to allow the residents and visitors of the District of Columbia to have safe, affordable,
and accessible transportation options.

Services: The Department of For-Hire Vehicles provides licensing, adjudication, enforcement, and Lost and Found
services for drivers, taxicab companies/associations, limousine operators, and DC residents and visitors who use
public and private vehicle-for-hire in District of Columbia. The Department of For-Hire Vehicles is aligned with the
mission to regulate the vehicle-for-hire industry to allow residents and visitors of the District of Columbia to have
safe, affordable, and accessible transportation. Agency duties include regulating taxis, limousines, private vehicle
operators, digital dispatch services, and Payment Service Providers; and managing the relationships with
equipment manufacturers and insurance companies. The agency also provides transportation for special
populations, including older adults, people with disabilities, veterans, school children, and others through its
transportation programs. The For-Hire Vehicle Advisory Council advises the agency on the industry.
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2 2024 ACCOMPLISHMENTS

Accomplishment

Impact on Agency

Impact on Residents

DFHYV successfully launched a WAV
Pilot aimed at increasing both the
availability and accessibility of WAV
drivers in the District. This program
saw the establishment of a
dedicated hotline to make it easier
for WAV trips to be booked. This
hotline connects to a larger pool of
WAV drivers from two taxi
companies. An additional six WAV
Drivers were hired to operate shifts
from 6 AM to midnight. The agency
also introduced a call routing
number to inform WAV passengers
of the nearest available vehicle
based on the zip code of their trip
origin. Furthermore DFHYV offered
new incentives to WAV drivers to
improve performance and
availability. Under this pilot, 892
rides were completed. The first
iteration of the pilot will run until
December 2024.

The Department of For-Hire
Vehicles (DFHV) has successfully
completed the production of seven
"Did You Know” educational video
clips aimed at informing for-hire
vehicle passengers of their rights
and services. The video content
covers essential topics, such as the
requirement for all taxis to accept
credit card payments, the process

for contacting DFHYV to retrieve lost

items left in taxis, and passengers’
right to be dropped off at their
requested destination. These
informative clips are designed to
enhance the passenger experience

and ensure greater awareness of the
services and protections available to

them when using for-hire vehicles.
DFHYV has made these videos
available on various platforms,
including X and Facebook.

The successful launch of fhis pilot
allows DFHV to immediately
address the need of WAV driver
supply and improved customer
experience, while reviewing the
feasability of continuing this new
program structure.

Allows DFHYV to reach more of the
public.
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Improves customer service
experience by increasing the supply
of drivers and vehicles.

Improves passenger safety and
satisfaction.



(continued)

Accomplishment

Impact on Agency

Impact on Residents

In FY24, DFHV increased the
number of taxi e-hail trips in the
District by 8%, surpassing the
agency’s goal of 5%. There were
129,223 E-hail trips in FY 2024,
versus 119,608 in FY 2023. This
increase in E-hail ridership benefits
taxi drivers by providing additional
revenue from more trips and gives
passengers greater access to a
wider pool of drivers to meet their
transportation needs. The fare total
for taxi E-hail increased 13% in
FY2024, bringing in $1,601,416.33
compared to $1,416,583.62 in FY
2023.

In FY24, DFHYV partnered with
Department of Behavioral Health,
Mayor’s Office on Veterans Affairs,
and Office of Neighborhood Safety
and Engagement to provide
transportation service for 20,625
rides to support district residents
with Opioid Use Disorder, low
income Veterans, and those at high
risk of experiencing gun violence.
District residents took 5,264 rides to
began treatments for Opioid Use
Disorder. 10119 rides were taken by
Veterans for travel related to
medical visits, housing services and
employment. Our District residents
at high risk of experiencing gun
violence took 5,242 trips to locations
of employment, healthcare, social
services, and education. “Promise
Rides are a major assets to returning
citizens who are afraid of public
transportation because of their
unfamiliarity of transit after being
incarcerated for decades. It has also
been instrumental in helping
returning citizens travel to skill
building trainings, new employment,
parole appointments and reuniting
with their kids!” (MORCA Director
Carey)

This initiative supports the agency's
mission by ensuring the economic
viability for the for-hire industry

These services removed
transportation barriers to allow
these underserved communities to
reach vital district resources.

This initaitive gives passengers
greater access to a wider pool of
drivers to meet their transportation
needs.

Underserved communities were
able to connect to vital district
resources that may have not been
available to them because of
transportation barriers.
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3 2024 OBJECTIVES

Strategic Objective

Ensure passengers have safe and excellent riding experiences.
Ensure economic viability and expand economic opportunities for the vehicle-for-hire industry

Create and maintain a highly efficient, transparent, and responsive District government.
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4 2024 OPERATIONS

Operation Title Operation Description

Ensure passengers have safe and excellent riding experiences.

Field Field Enforcement/Company Audits
Enforcement/Company Audits:
Daily Service

Complaints/Hearings and Complaints/Hearings and Conflict Resolution
Conflict Resolution: Daily
Service

Ensure economic viability and expand economic opportunities for the vehicle-for-hire industry

Transportation Pilots and Transportation Pilots and Programs/Technology Innovations
Programs/Technology
Innovations: Key Project

Outreach/Marketing: Key Outreach/Marketing
Project

Create and maintain a highly efficient, transparent, and responsive District government.

Driver/Company Driver/Company Service/Customer Service/Account Management
Service/Customer
Service/Account Management:
Daily Service
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5 2024 STRATEGIC INITIATIVES

In FY 2024, Department of For-Hire Vehicles had 6 Strategic Initiatives and completed 66.6666667%.

Title Description Update
Research In FY24, DFHV will research Completed to date: 0-24%
Limo and determine the funding In Q4, it was clarified that Non-District Licensed (NDL) operators
Electrification  needed to develop an incentive  are not eligible for DFHV (Department of For-Hire Vehicles)
Incentives program for DC limousine grants. This is due to the fact that NDL operators are not
companies and independent considered DC-licensed, unlike L-Tags. This clarification is
operators to purchase electric  significant, as the initiative was originally aimed at benefiting NDL
vehicles in an effort to meet operators, who now represent a large portion of limousine
mandates of the Clean Energy  services. This may affect the anticipated outcomes and scope of
Omnibus Amendment Act the initiative.
(CEDC). This Act mandates
that 100% of public buses,
public fleets, private fleets of
more than 50 vehicles, and
taxis and limousines are to be
zero-emission by 2045 (and
50% zero-emissions by 2030).
Community In FY24, DFHV will completea  Completed to date: 50-74%
Input for Draft  draft of our agency’s Racial No update, due to high employee turnover, the agency’s
Racial Equity Equity Action Plan. By June committee has lost all other members.
Action Plan 2024, DFHV will host a period
of community outreach and
gather input on the plan from
relevant stakeholders
(residents, companies, drivers,
partner agencies, etc.). DFHV
will utilize this feedback to
finalize the plan.
E-Hail Taxi In FY24, DFHV will increase Completed to date: Complete
Trips the number of taxi e-hail trips Mission accomplished. E-hail trips for FY24 Q3 are up 30%

in the District by five percent.
This will benefit taxi drivers by
providing them with additional
revenue from more trips and
giving passengers greater
access to a wider pool of
drivers to meet their
transportation needs. This can
also potentially reduce wait
times for passengers and
enhance the overall efficiency
of the taxi service.

compared to the same quarter in the previous year. For all of FY
2024, e-hail trips are up 8% compared to FY 2023, exceeding our
goal of 5%. Two big factors contributed to this increase: our e-hail
grant helped an app provider connect its technology with more
drivers and the same app provider partnered with Uber to
dispatch more UberX trips to these taxi drivers.
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Taxi Driver
Workforce

Recruitment

Public Safety
Campaign for
Passengers

Improve the
availability of
Wheelchair-
accessible
vehicles

(WAVs)

In FY24, DFHV will ramp up its
taxi driver recruitment efforts
through various means, such as
identifying ways to reduce
barriers arising from current
licensing policies and
procedures. This initiative is a
continuation from FY23.

In FY24, DFHV will create a
multimedia campaign to
educate the public how to stay
safe when using taxis and
rideshare vehicles. In addition,
the messaging will inform
whether companies are
operating legally in the District
and about DFHV's role in the
District’s transportation
network

Support the taxi industry to
improve the availability of
Wheelchair Accessible
Vehicles (WAVs) beyond the
Transport DC (TDC) program
service for MetroAccess
eligible residents. By
September 2024, DFHV will
complete the following
initiatives: pay dispatch fees
for non-TDC WAV Drivers,
vehicle maintenance incentives,
incentives for operating a WAV,
off-peak driving incentives, etc.

Completed to date: Complete

« Changed the vehicle registration process to allow for 2-years
between vehicle inspections « Driver appreciation event -
Champions of the Road

Completed to date: Complete

The Department of For-Hire Vehicles (DFHV) has successfully
completed the production of seven "Did You Know” educational
video clips aimed at informing for-hire vehicle passengers of their
rights and services. The video content covers essential topics,
such as the requirement for all taxis to accept credit card
payments, the process for contacting DFHV to retrieve lost items
left in taxis, and passengers’ right to be dropped off at their
requested destination. These informative clips are designed to
enhance the passenger experience and ensure greater awareness
of the services and protections available to them when using
for-hire vehicles.

Completed to date: Complete

In July 2024, DFHV launched a WAV Pilot aimed at increasing the
number of WAV drivers in the District to ensure that WAVs are
available for passengers who choose not to use MetroAccess or
TDC. As a result of the pilot, two companies hired a total of six
drivers to operate on shifts from 6 AM to midnight. The agency
also introduced a call routing number to inform WAV passengers
of the nearest available vehicle based on the zip code of their trip
origin. The pilot will run until Decemebr 2024.
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6 2024 KEY PERFORMANCE INDICATORS AND WORKLOAD MEASURES

Key Performance Indicators
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Ensure passengers have safe and excellent riding experiences.
Percent of complaints processed Upis 100% 100% 100% 100% 100% 100% 100% 98% Met
on-time within 30 calendar days Better
Percent of infractions that resultin ~ Up s 53.9% 34.6% 36.5% 25.9% 17.8% 25% 25.3% 35% Unmet Several factors influenced the
warnings issued by Vehicle Better numbers, including officer and
Inspections Officers management turnover. The
biggest impact comes from our
expanded role in overseeing
Carriers-for-Hire (food/parcel
delivery), focusing mainly on traffic
safety violations. Increased Vision
Zero enforcement in this area
likely caused the shift. We
expected this impact, but our goal
was missed by 0.7%.
Met Passenger Demand Rate (DC Upis New in New in 99% 981% 96.6% 78.6% 96.5% 85% Met
Neighborhood Connect) Better 2022 2022
Average Rider Experience Rating Upis New in New in 4.84 478 4.82 4.82 4.82 4.5 Met
(1-5) (DC Neighborhood Connect) Better 2022 2022
Percent of Promise Rides Under20  Upiis New in New in 75% 84.2% 79% 95.5% 77.9% 85%
Minute Wait Time Better 2022 2022
Percent of Trips Completed Upis New in New in 100% 100% 100% 100% 100% 95% Met
Without Safety-related Incident Better 2022 2022

(SchoolConnect)

Ensure economic viability and expand economic opportunities for the vehicle-for-hire industry

Percent of licenses processed on Upis 100% 100% 100% 100% 100% 100% 100% 98% Met
time within 10 calendar days Better
Percent of transactions completed Upis 91% 100% 100% 100% 100% 100% 100% 75% Met

online Better
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Key Performance Indicators (continued)
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Percent of operating authorities Upis 98.9% 100% 100% 100% 100% 100% 100% 90% Met
processed within 20 calendar days Better
(an operating authority is a permit
granted to taxicab companies,
independent taxicabs, and limousine
owners who desire to conduct
business within the District)
Create and maintain a highly efficient, transparent, and responsive District government.
Percent of new hires that are Upis New in 89.5% Annual Annual Annual Annual 100% -
District residents Better 2023 Mea- Mea- Mea- Mea-
sure sure sure sure
Percent of new hires that are Upis New in 52.6% Annual Annual Annual Annual 44.4% - -
current District residents and Better 2023 Mea- Mea- Mea- Mea-
received a high school diploma from a sure sure sure sure
DCPS or a District Public Charter
School, or received an equivalent
credential from the District of
Columbia
Percent of employees that are Upis New in 65.5% Annual Annual Annual Annual 621% -
District residents Better 2023 Mea- Mea- Mea- Mea-
sure sure sure sure
Percent of required contractor Upis New in New in Annual Annual Annual Annual No ap- - -
evaluations submitted to the Office of  Better 2023 2023 Mea- Mea- Mea- Mea- plicable
Contracting and Procurement on sure sure sure sure inci-
time. dents
Percent of agency staff who were Upis New in New in Annual Annual Annual Annual 66.7% -
employed as Management Better 2023 2023 Mea- Mea- Mea- Mea-
Supervisory Service (MSS) employees sure sure sure sure

prior to 4/1 of the fiscal year that had
completed an Advancing Racial
Equity (AE204) training facilitated by
ORE within the past two years.
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Workload Measures

< & ? o>
%\}@' oqﬂ/ Oqf) Oq'b‘ Oq'b‘ Oq'b‘ Oq'b‘ Oq'b‘

‘I\Z’b Q\\Q/ QAW QA'} Q\\’L QAW Q\\Q/ QAW
Complaints/Hearings and Conflict Resolution

Number of public complaints resolved 176 338 85 76 84 99 344

Number of email bulletins 46 48 9 8 9 6 32
Field Enforcement/Company Audits

Number of safety and compliance 11,788 15,126 3,970 5187 4,850 6,294 20,301
inspections conducted

Number of public and private for-hire o o No applicable No applicable No applicable No data available o
audits conducted incidents incidents incidents
Outreach/Marketing

Number of people that attended 4,363 6,478 1,065 n 670 16 1,862
outreach events
Transportation Pilots and Programs/Technology Innovations

Total Number of Completed Promise 6160 30,978 3,766 380 649 447 5,242
Rides

Total Number of Completed Rides - DC 84,592 101,362 15,688 15,784 12,553 3,537 47,562
Neighborhood Connect

Number of Completed Student Trips 27,063 55,751 15,887 18,521 14,324 7,454 56,186
(SchoolConnect - AM/PM/Aftercare)

Active Student Count (SchoolConnect) 182 284 303 326 339 267 309

Number of rides provided by DFHV 194,703 288,898 64,922 67,457 57,706 39,599 229,684
transportation pilots and programs
Driver/Company Service/Customer Service/Account Management

Number of company applications 985 2,045 478 470 433 496 1,877
processed (taxicab/limo companies and
other businesses)

Number of driver applications 2,092 2,775 768 752 650 852 3,022
processed

Number of lost-and-found items n Not Available No applicable No applicable No applicable No applicable No applicable
returned to passengers incidents incidents incidents incidents incidents




