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L et mebegin by wishing all thereaders
of thiscolumn and their familiesahappy and
healthy New Year.

Theyear 2002 wasavery productiveone
for the Taxi and Limousine Commission.
Just afew highlightsinclude our effortsto

oo ASSISE  OUr  regulated
industries in recovering
{ from 9/11, planning for
both the Queensbusstrike
il and the recently averted
transit strike (more about
thislater inthecolumn), a
new expedited licensing
program and putting an end to the dreaded
"March Madness." Weimplemented Driver
Focus Groups, saw the advent of larger and
more comfortable taxicabs, enrolled
thousandsof driversand their familiesinthe
TLC Health Insurance Program, and
streamlined the medallion transfer process.
As promised, we put technology to work,
allowing us to communicate better and
virtually revolutionizetheway our licensees
do businesswith theagency. We paved the
way for the implementation of LiveScan
(moreabout thislater aswell). My persona
favorite? We happily tracked thedeclinein
complaints against taxicab driversto their
lowest point in morethan adecade. Redlly,
this only scratches the surface of what we
have achieved - together - in the last year.
For amore in-depth look at 2002, | invite
you all tovisit our web site at www.nyc.gov/
taxi and accessthe TLC's Annual Report to
theNew York City Council.

| am pleased to announcethat, having just
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ushered in the New Year with the
announcement of anumber of new programs
and innovations, we have no intention of
slowing down the wheels of progress in
2003.

Thefirst of these programsisthe"TLC
Safe Driver Program" to provideinsurance
discounts. As many of you have read in
previouscolumns, the TLC has been aware
for some time of the difficulties facing its
licensed vehicleowners, who, despiteall that
the TLC has done to raise standards and
increase industry accountability, still face
rising ligbility insurance premiums. Readers
may alsorecall that, regardlessof the TLC's
lack of specific jurisdiction in the area of
insurance, | believethat it wasimperativeto
provide someform of insurancerelief toall
thosewho have worked so hard to makethe
TLC's many reforms successful in their
respectiveindustries. Whilethisprogramis
not - and cannot be - a solution to the
problem, it isa step in the right direction,
andisthereto extend ahel ping hand.

Almost ayear intheplanning, the"TLC
Safe Driver Program” is the result of
negotiations with insurance carriers to
identify criteriain the areas of experience,
training and safedriving. Thosemeetingthe
criteriawould be classified as "TLC Safe
Drivers," atitle they may use to obtain a
discount of 15 percent over atwo-year period

M essage

from aparticipating insurance carrier. Full
instructions on the application process are
availableat www.nyc.gov/taxi or by calling
the TLC's Customer Service Call Center at
212-NYC-TAXI. Most importantly, this
program is a three-way win: (1) For the
drivers, it helps through discounts; (2) the
public will benefit from safer drivers; and
(3), theinsurers' confidenceintheindustry
will grow with every newly-certified " Safe
Driver."

We also announced the late-January
implementation datefor LiveScan, the new
technology that will speed the license
application processby alowingthe TLC to
transmit fingerprints to the Division of
Crimina Justice Services(DCJS), rather than
relying onthemail. Not only will thismake
the processfaster and more efficient, but no
more messy fingers! Thisisjust one more
way that the TLC is putting technology to
work for everyone's benefit.

| am a'so excited to sharewith our readers
the news that the TLC's Special
Investigations Unit will heavily focus on
issuesinvolving insurance-related fraud as
it pertainstothe TLC'sregulated industries
in 2003. Thisunit will work together with
other government agencies and insurance
companies to share information and focus
on arange of possiblefraudulent insurance-
related activities. | am confident that this
specia unit will have adeterrent effect on
those who contempl ate fraudulent activity,
and that it will also contributetothe TLC's
effortsin reducing insurance premiumsfor
al of itsregulated industries.

While the details are till fresh in my
mind, | would also like to take this
opportunity to givereadersaninsidelook at
theway the TLC and itsregulated industries
prepared for the threatened Mid-December

Continued on Page 2
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transit strike, which thankfully was averted.
Whileweremained hopeful to thevery last
secondsthat ticked toward the strike deadline
that our labors would be unnecessary, we
naturally had to gear-up asthough the strike
wereaforegone conclusion. For onething,
this meant the creation of acomprehensive
strategy that served as amajor facet of the
City'soveral strike contingency plan, which
included the creation of a network of
medallion taxicab group ride sites and
commuter van staging aress. Italsorequired
planning for the suspension of anumber of
TLCregulationsand local lawsthat would
maximize the use of all types of TLC-
licensed vehiclesto hel p thelargest number
of digplaced commuters, aswell asthedesign
of an alternative fare structure to support
these efforts. To accomplishthis, the TLC
became a 24-hour operation, with staff
membersworking literally around the clock
at our aready busy Customer Service Call
Center.

Next, it was crucia to get the specifics
of the plan out to the industries whose
cooperation would be key to its success.
With the TLC being the regulator of more
than 140,000 licensees, thiswasachallenge
that required athree-pronged approach. First,
we blanketed our licensees with Industry
Noticesviafax and e-mail (here, the value
of our efforts to communicate more
effectively by computer paid serious
dividends).

Second, wevirtually re-created our web
sitewith the understanding that it would be
avital resource for both the seven million
potentially displaced commuters, aswell as
our regulated industrieswho needed the very
latest information on group ride sites,
commuter van loading stands, and other
important aspects of the plan. TLC staff
worked for hoursin the agency's Command
Center, brainstorming ideas and honing the
web siteuntil it wasthe most user-friendly
andinformativeresourcethat it could be. We
also created an "Instant E-Mail" link that
would allow both members of the riding
public and our regulated industriestoreceive
almost real-time responses to e-mailed
guestions.

Third, we thought it would be highly
valuable to communicate the plan directly
to our regulated industries. This was
accomplished through an all-industry

A briefing at the Mayor's Office of Emergency
Management.

summit meeting, held Wednesday, December
11, at LaGuardia Community College.
Despite the attendance of more than 500
industry representatives and leaders, the
amospherewasordered, and allowed usthe
ability to communicate more directly and
effectively than ever before.

Evenasall thiswasbeing accomplished,
it was necessary for the TLC to plan and
implement a strategy for getting its own
employeestowork. Many werere-deployed
to act as dispatchers at group ride and
commuter van loading sitesthroughout the
city. Many otherswerecaled uponto bolster
the personnel at the Call Center. Somewere
assigned to staff workstations at the Office
of Emergency Management (OEM), which
isthe City'snerve center for responsestoall
emergencies.

Signsto indicate the location of group
ride and commuter van loading siteshad to
be designed and printed. Thanks to the
teamwork fostered by Mayor Michael R.
Bloomberg betweenthe TLC and its sister
agencies, suchas OEM, theNew York City
Police Department (NY PD), the Department
of Citywide Administrative Services
(DCAS), andtheNew York City Department
of Transportation (DOT), this was
accomplished with uncanny speed. Despite
thefact that the"strike clock™ waspausedin
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time to allow for a"normal” commute on
themorning of Monday, December 16, TLC
Uniformed Servicespersonne criss-crossed
thecity, surveying our network of emergency
taxicab and commuter van sitesto ensurethat
al wasready. The TLC'scomponent of the
City's contingency plan was launched at
approximately 4:00 am. that Monday
morning, tolargeextent asa"dry run" incase
astrikedid occur later that day or the next.

Whileit cannot be said that the plan was
testedintheway it might have been had there
indeed been astrike, it functioned flawlesdy
that day asdid the City's contingency planas
awhole. Insomeways, it may have seemed
anticlimactic, but it wasavaluableexercise
that illustrated the merit of superior
teamwork between TL C gtaff and thetaxi and
FHV industries.

It was also an opportunity to see how
much our regulated industries truly care
about the City we all serve. While | am
understandably hesitant to single out any
specific ssgmentsof our regulated industries,
| cansay withall certainty that, with only the
smallest of exceptions, theleaders, managers
and drivers spoke together with one voice
during this"crisisthat dmost was' - avoice
that simply said "how canwe help?”'

Really, this column only scratches the
surface of what went on during those rather
tense days and nights leading up to the
aversion of the strike. But | hope it does
leavereaderswith aflavor for theway it all
happened, and for the ways in which we
approached the goalswe set.

Beforel end thiscolumn, | just want to
yet againthank al those, both at the TLC and
inour regulated industries, who worked so
hard and cared so deeply about their fellow
New Yorkers and about their city. It is
because of themthat | know thereisrarely a
problem we cannot solve or an emergency
we cannot plan for, so long as we do it
together.
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Lost Your Property In A Taxi?
Here's How To Get It Back:

It's everyone's worst fear: you leave a
taxicab and forget to take your property. And
now, your bel ongings are somewherein one
of New York City’s 12,187 taxicabs.

Just in case this unfortunate incident
happensto you, hereare sometipsfromTLC
astowhat to do if you lose your property.
1. Get thetaxi’smedallion number.
Thereceipt fromyour fare containsthetaxi’s
medallion number, as well as the date and
time of the ride, which will make finding
your taxi easier.

2. Call 212-NYC-TAXI.

Our hotline can assist you in helping tolocate
your property.

3. Giveafull, detailed description of your
property tothe operator.

The better and more accurate description that
you givethe operator about the property that
ismissing, the easier it will beto find.
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4. DON'T PANIC!!!

Many New Yorkers have forgotten to take

their property when they have exited taxisand

a majority of their belongings have been

recovered. Rest assured that TLC will doall

it can to get your itemsback for you quickly

and safely.

So the next time you find yourself
without your belongings because you left
themintheback of ataxi cab, just remember
that help is only a phone call away at 212-
NY C-TAXI.

TLC Announces Formation Of Special
| nsurance Fraud I nvestigations Unit

L

The New York City Taxi and Limousine Commission (TLC) announces that its

Special I nvestigationsUnit will focuson issuesinvolvinginsurance-related fraud asit
relatestothe TLC’sregulated industries. This unit will work in tandem with other
gover nment agencies and insurance companies to share information and focus on a
rangeof possiblefraudulent insurance-related activities.

Itishoped that thisspecial unit will havea deter rent effect on thosewho contemplate
fraudulent activity, and will ultimately contributeto the effort of reducing insurance
premiumsfor the TLC’sregulated industries.

What'sIn A Taxi?

Do you know the major components of
ataxi? Thereare many itemsthat must bein
every one of the City’staxicabsthat provide
critical information to the passenger, aswell
assafety and security for both the passenger
and the driver. Here are the major
components of ataxicab:

1. TheMeter

Probably the most recogni zableitemin ataxi,
the meter calculatesthefare and printsout a
receipt for the customer. Passengers should
hear a“click” whenever thefareincreases.
2. TheRateCard

Located on the partitionin front of youina
glasslit case, therate cardisanindividually
numbered card that explainsthe price of your
trip. It a so showsthe maximum capacity for
thetaxi and the vehicle'smedallion number.
3. Passenger Information Sticker

Behind a plastic shield on the partition, this
sticker lists the Taxi Rider’s Bill of Rights,
explains the way the taxi meter works, and
instructs passengers on how to file a
complaint.

4. TheDriver’'sTLC License

This very important document, which is
located directly next to therate card, liststhe
driver's name, license number, expiration
dateand picture.

5. The Passenger Information Map
Thisisalsolocated in aplastic shield onthe
partition and gives passengers an idea asto
destinationsin thefive boroughs, and breaks
down the borough of Manhattan by
neighborhood (Chelseg, Theater Didtrict, etc)
so riders have a better understanding of the
City’sgeography.

6. Working Seatbelts

At either side of the passenger, these seathelts
must be working to ensure the safety of the
passenger. If your cab did not have working
seatbelts, pleasecall 212-NY C-TAXI.
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TLC Annual Report Highlights Active Year

Recently, the TLC released its Annual
Report to the City Council, which describes
theagency’shighlightsand accomplishments
in 2002, which was one of the most active
inthe history of the agency.

From agency-wide reforms, to new
customer service initiatives, the TLC has
made quite an effort to improve its services
to the public in 2002.

One of the TLC’s customer service
accomplishments in 2002 was the
introduction of the LiveScan System. Theuse
of this LiveScan equipment, which enables
TLC to electronically transmit fingerprints
of applicants directly to the Division of
Criminal Justice Services, will reduce the
time necessary to complete the criminal
background investigation of licensees,
thereby reducing license application
processing time.

Another significant TLC customer
service achievement in 2002 was the
reduction of waiting time in the
Adjudications Tribunal. For many years, the
TLC Adjudications Tribunal was a place
characterized by long lines, and crowded
waiting rooms. As part of its commitment
to customer service, the TLC undertook a
series of bold initiatives in 2002 to reduce
waiting times at the Tribunal and to
streamline operations. Several policy
changeswere made, including:

*Waiving therequirement that alicensee post
a cash bond equal to the potential fine
amount prior to the hearing;

*Opening a new customer window to
expeditethe processing of guilty pleas;
*Streamlining adjournment procedures; and
*Changing procedures for processing ALJ
decisions, including data entry functionsto
reduce the time to process a decision after
the hearing has been completed. Asaresult
of these reforms, the waiting time for
respondents appearing at the Tribunal has
been reduced from an average of three hours
to less than thirty minutes.

In addition to customer service
initiatives, the TL C has also concentrated its
efforts on eliminating improper and illegal
activities. Most significantly, The Uniformed
Services Bureau (USB) began combatting
unlicensed and illegal activity at and around
hotels, by creating anew squad dedicated to
the investigation and enforcement against
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New York City Council

illegal and unlicensed activity at hotels. This
unit’s mission is to gather and evaluate
information for future deployment, target
quality of lifeviolations, unlicensed for-hire
vehicle activity and solicitation, and to
enforce parking regulations in and around
identified hotels in New York City. This
enforcement unit is presently meeting and
working with the Hotel Association, andthe
management and security directors of a
number of hotels. The new squad is nhow
deployed on a daily basis, and since its
creation in August 2002 has issued 544
summonses and seized 25 unlicensed
vehicles.

It appearsasthoughthe TLC'seffortsin
improving its operations are being noticed.
In Fiscal Year 2002, the TLC received
10,183 medallion driver complaints, as
compared to 14,129 in FY 2000 (adecrease
of 39%). Perhaps more importantly, the
number of complaints fell consistently in
areassuch asdriver rudeness, which declined
by as much as 50% cumulatively over the
past two fiscal years. This decrease is
rendered more significant by a number of
factors. First among these is the fact that
there are, today, more drivers - an increase
of 9% since FY 2000. With the addition of
400 medallions between 1996 and 1997,
therearea so moretaxicabs. Also of noteis
the fact that access to the TLC has been
significantly enhanced through the
installation of twice the number of incoming
phone lines at our Customer Service Call
Center. There has also been an increase in

Toview acopy of theTLC’s
Annual Report in PDF Format,
log onto our website at:
WWw.nyc.gov/taxi.

visits to the TLC's official web site of over
700% since its inception. Lastly, taxicab
ridership has seen asteady increase. Initialy
covered by the New York Post on October
7, 2002, the newsreceived both national and
international attention over amonth after its
initial report. Thedecreasein complaintsmay
be attributed to the confluence of many
initiatives, with the primary three being the
creation of stricter guidelines (e.g. the
Persistent Violator and Critical Driver
Programs), a revamped educational
curriculum for medallion taxicab drivers
which includes continuing education after
one year on the job, and the TLC's use of
positive reinforcement to promote enhanced
levels of customer service.

With such an active year in 2002 and a
new year ahead, the TL C will surely continue
itscommitment toitslicenseesand theriding
public.

TLC Health
| nsurance Program
Receives Award

CERTIFICATE OF APPRECIATION

Recently, the TLC received an award
fromthe Mayor’s Office of Hed th Insurance
Access (MOHIA) for its work with the
HealthStat Program, which offers low cost
or no-cost healthinsuranceto New Yorkers.
Working with MOHIA, the TLC launched a
HealthStat campaign, reaching itslicensees
at TLCfacilities, airports, and bases.

Anyone interested in applying for the
TLC's Health Insurance Program can call
212-NY C-TAXI, or log onto the TLC's
website at www.nyc.gov/taxi.
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