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Abstract

This case study explores the process of how Taiwan Taxi Corporation
addresses and meets the needs of its employees and its decision-making process
during its operation and development of its internal market. After taking over the
company, its chairman, Cun-Tian Lin, focused on the development of the icall
platform and brand value, increase of passenger load rates, and of employees’
income. But in response to the decline in number of passengers caused by the
economic downturn, as well as the stagnation in the growth of employees, the
company decided to shift its focus to the internal market with the expectation of
attracting more drivers to join the business. Thus, attract employees’ higher level of

identifying himself with the company by offering services based on the idea of less
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money spent is more money made, so that more employees are willing to join the
company. The company also proposed a low-cost service for its employees in terms
of offering rent and sell, repair, and maintenance services of the employees’ taxis.
But the repair and maintenance services have led to complaints from employees
which put Chairman Lin into a dilemma situation.

This case reviews how an innovative business model has been developed
through the perspectives of creative service products and “touching services”
strategy and how Taiwan Taxi Company has shifted its focus from increasing
employees’ operating income to reducing employees’ expenditures so that their
membership fee is actually declining and even becoming negative. Through this
case, students will have a better and in-depth understanding of the characteristics of
service, white space strategy, internal market and taxi company management. Main
themes explored in this case include: (1) service marketing triangle; (2) total cost
of ownership; (3) development of services and products; (4) touching service

strategy.

Keywords: Inner Market; Service Innovation, White Space Theory; Service
Marketing Triangle; Total Cost of Ownership
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(Wikipedia, 2016, “Greek Economy,” http://goo.gl/WP4Ckd, accessed on August 30,
2016.)
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Technology of " Business M odel Thinking",” PHP Institute.)
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on August 30, 2016. (Market Observation Post System, 2011, “Prospectus,”
http://goo.gl/JImWFDq, accessed on August 30, 2016.)

FIBECHET A A 0 2016 - T EHFEELFHEE | 0 http:/goo.gl/r1EeE, August 30, 2016.
(Ministry of Transportation and Communications Statistics Inquiry Network, 2016,

“Taxi Survey,” http://goo.gl/r1EeE, accessed on August 30, 2016.)
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Transportation, 3™, Taipei: Wu-Nan Book.)

de Saint-Exupéry, A., 1998, The Little Prince, Washington DC: Dramatic Publishing.

Kumar, V., 2012, 101 Design Methods: A Structured Approach for Driving Innovation
in Your Organization, 1%, NJ: John Wiley & Sons.
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Entrepreneurs, 1*, UK: Simon and Schuster.
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