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ABSTRACT

Ride-sharing platforms have rapidly spread and disrupted
ride hailing markets, resulting in conflicts between ride-
sharing and taxi drivers. Taxi drivers claim that their counter-
parts have unfair advantages in terms of lower prices and a
more stable customer base, making it difficult to earn a living.
Local government entities have dealt with this disruption
and conflict in different ways, often looking towards some
form of regulation. While there have been discussions about
what the regulation should be, there has been less work look-
ing at what impacts regulations have on ride-sharing drivers
and their usage of the platforms. In this paper we present our
interview study of ride-sharing drivers in Taiwan, who have
gone through three distinct phases of regulation. Drivers felt
that regulations legitimized their work, while having to nav-
igate consequences related to regulated access to platforms
and fundamental changes to the “gig” of ride-sharing.
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1 INTRODUCTION

Ride-sharing platforms, particularly Uber, have spread rapidly
across the world [18, 37] and disrupted more traditional ride-
hailing markets [23]. This has resulted in a rivalry between
ride-sharing drivers and taxi drivers [49]. Taxi drivers claim
that ride-sharing drivers have an unfair competitive advan-
tage due to less regulation [46] and quicker access to cus-
tomers [12], which makes it more difficult for taxi drivers
to earn a living [26]. Different government entities have
dealt with this disruption in different ways, from largely
ignoring ride-sharing (e.g., the U.S. federal government) to
temporarily blocking Uber (e.g., Pittsburgh) [11]. Generally,
these efforts are meant to increase the safety of using these
platforms, the drivers’ rights, as well as provide some market
balance between ride-sharing and taxis services. The form
that these different efforts take is usually some sort of regu-
lation that varies depending on numerous external, political,
cultural contexts. For example, New York City plans to limit
the number of Uber drivers by creating a new licensing frame-
work [4]. While in London, the government refused to renew
Uber’s expiring license and barred Uber from operating for
15 months [45]. Once London did reinstate Uber’s operating
license, they did so with more stringent regulations, such
as requiring insurance for drivers and limiting the amount
of time a driver can drive each day. In Turkey, Uber drivers
are now required to get professional license plates (similarly
to taxis), which are accompanied by a large administrative
fee [3]. While each of these regulatory efforts is instantiated
differently, they are all aimed at creating levers of control
over similar aspects of ride-sharing platforms.

Given that these different regulations are being enacted,
there has been speculation about how these regulations may
impact the practices of ride-sharing drivers [33], but there
have been few, if any, studies. As such, in this paper we
present our investigation into regulations of ride-sharing in
Taiwan and their impact on the practices and technology
use of ride-sharing drivers. Taiwan is a particularly inter-
esting example in that the Taiwanese government has gone
through three distinct phases of regulation unregulated, sus-
pended, and regulated. We explain the specific regulations
that Taiwan enacted for ride-sharing in the next section.
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To understand how ride-sharing drivers were reacting and
coping with regulations, we conducted an interview study
of 19 drivers. These interviews were semi-structured, aim-
ing to probe drivers’ experiences, practices, and perceptions
around driving for ride-sharing platforms (which was pri-
marily Uber). We found that regulations have had several
significant impacts on drivers. First, the regulations have
introduced a new stakeholder (the car rental agencies) into
ride-sharing that directly impacts drivers. Also, both enter-
ing and exiting the market now have significant costs asso-
ciated with them, and as such, impacted key features of the
ride-sharing ‘gig’. Despite these changes, new drivers were
still joining the market and some drivers felt that the regula-
tions legitimized ride-sharing as a real job. Our contributions
in this paper are illustrating how the ride-sharing drivers
we talked with view regulations, how regulations changed
their relationship with the platforms, outlining the bene-
fits/detriments drivers incurred as a result of the regulations,
and how regulations impacted how they used technology.
The manner in which regulations and policies shape tech-
nology use is relevant to the HCI and design community
as policy and practice are ‘inseparable’ [24], meaning that
further research into how users appropriate technology in
response to regulations can inform the design of future plat-
forms. Previous research has shown that design has to be
part of the solution to help workers navigate the policies and
structure that they work within [20, 22, 48].

2 REGULATIONS AND THE RIDE-HAILING
MARKET IN TAIWAN

Over the course of five years from 2013 to 2018, the ride-
hailing market has gone through three distinct phases of
regulation in Taiwan:

o unregulated - Uber entered the Taiwan market in 2013
and became one of the company’s fastest growing mar-
kets by 2016 [25];

o suspended - the Taiwanese government suspended
Uber for two months from February to April in 2017
and fined the company $10.57 million USD [2]; and

o regulated - the Taiwanese government imposed a num-
ber of consequential regulations upon reinstating Uber,
which is the current phase and the one in which we
conducted our study.

When Uber was again allowed to operate in Taiwan during
the regulated phase, Uber remained under its 2013 classifi-
cation as a technology platform instead of a transportation
company. This means that Uber is required to partner with
locally licensed transportation companies in order to operate
in Taiwan [47]. This has led to the introduction of car rental
agencies, which are now a central feature of the ride-sharing
market in Taiwan, in that each driver must contract with an
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agency to drive for Uber in Taiwan. As a part of the regula-
tions, drivers are now required to pass a background check,
have a citizenship card, obtain a professional license plate
and license, have an approved vehicle and obtain ‘commer-
cial’ car insurance that includes passenger coverage, none
of which was required during the unregulated phase.

The most significant of all of these regulations, insofar
as drivers were concerned, were the ones that required the
drivers to join a car rental agency. The car rental agency
creates an intermediary between ride-sharing platforms (e.g.,
Uber) and drivers and was meant to make ride-sharing func-
tion more similarly to Taiwan’s existing taxi industry. Only
drivers who fulfill the regulation requirements and belong
to a car rental agency can drive for Uber. There are also addi-
tional fees that Uber drivers in Taiwan must regularly pay as
part of belonging to a car rental agency, this creates a type
of ongoing expenditure that is different from Uber drivers in
other countries. While these regulations are structured after
taxis, ride-sharing still has less regulatory requirements than
taxis. All that said, the day-to-day practices of ride-sharing
drivers (e.g., finding rides and getting paid) are largely similar
to drivers in other ride-sharing markets.

Similarly to other countries’ regulations, the regulations
on ride-sharing in Taiwan were designed to increase pas-
senger safety and to balance the market between taxis and
ride-sharing drivers. This transformed the nature of Uber
drivers from using idle personal property to being a licensed
professional service [41]. Taiwan’s regulations on ride-sharing
platforms also gave the drivers some legal rights by transi-
tioning ride-sharing from an illegal passenger transportation
systems. The regulations in Taiwan are similar in motives
with other governmental agencies that are attempting to
regulate the impact of ride-sharing platforms on local taxi
industries, increase passenger safety, and increase fairness
for ride-sharing drivers. Given that the regulations in Taiwan
have some similarity to the regulatory objectives of other
governmental agencies, and that Taiwan has gone through
distinct phases (e.g., unregulated, suspension, regulated), we
claim that Taiwan is an interesting setting in which to study
the impacts of regulations on ride-sharing drivers.

3 RELATED WORK

Ride-sharing platforms have been defined as part of the gig
economy [14, 43]. In terms of what this means, or what
makes a job a gig, there have been different takes on the
same basic structural instability [33] and piecemeal nature
[5] of the work. Researchers have also offered a series of
aspects that help to put a clear definition of what a gig looks
like [15], which we enumerate as: 1) low barriers to entering
the market, 2) flexibility in determining working hours, 3)
minimal training costs, 4) few workplace protections, and
5) classifying workers as “independent contractors” by the
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platform maintainers/owners. That said, the thing that gig
workers prioritize over any of the benefits related to flexibil-
ity is remuneration [8, 27, 30]. Compensation is considered
more important [21] by ride-sharing drivers in low income
brackets, and gig workers have stated that these jobs are an
important and stable source of “fall-back” income [30, 31].

While driving a taxi is viewed as a legitimate profession,
the status of ride-sharing drivers is often more ambiguous
and is seen as a legal ‘grey’ area [13, 28]. Part of this am-
biguity is the result of ride-sharing companies identifying
themselves as technology platforms rather than as tempo-
rary staffing agencies [6]. This classification means that the
company is only responsible for facilitating a temporary con-
tract [17] between ride-sharing drivers and customers. Many
studies have stated that independent contractor is a misclas-
sification [29, 32, 50] of ride-sharing drivers and that they
should instead be classified as employees, so that they have
worker benefits [14, 34]. The classification as technology
platforms has allowed ride-sharing companies to avoid le-
gal responsibilities for their drivers [16], such as requesting
permit inspection, vehicle maintenance, driver/passenger
insurance, and driver training and screening [34, 36].

Governments have started to put ride-sharing companies
under scrutiny due to this ambiguity and are considering
regulations that protect drivers’ and passengers’ rights [35].
Several attempts of legislation at the state level in the U.S.
have been aimed at the legality of ride-sharing, requirements
for drivers’ and passengers’ safety [44], adequacy of insur-
ance coverage and background checks for drivers, disclosure
requirements for regulators and insurers, generation of em-
ployment opportunity, and conflict management with the
taxi industry [42]. This discussion of legislation for ride-
sharing is in its early stage and many of these efforts center
around the model provided by taxi regulations [39], and as
such aim to reclassify ride-sharing drivers from gig workers
to intermediary workers or workers [34, 50]. However, the ef-
fect of these regulations on workers, their work, technology
usage, and their perceptions about these regulations has yet
to be fully studied.

In lieu of regulatory actions in some localities, taxi and
ride-sharing drivers in the U.S. have taken various collec-
tive actions in response to what they perceive as unfair em-
ployment status and pay cuts from ride-sharing companies
[10]. These grassroots actions often face challenges of mobi-
lization and organization as well as low turn-out (similar to
collective action on other platforms [40]); as a result, these ac-
tions result in limited effects and ride-sharing companies still
cut their rates after labor strikes [9]. Although ride-sharing
companies resist changing from a technology platform to
being an employer [34], the need for worker protection (both
ride-share and taxi drivers) has seemed to invite an inevitable
quest for regulation [28].
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At the same time, traditional regulations for taxis may
not be sufficient, nor effective in the ride-sharing context
[7, 36]. Regulators have speculated that fitting ride-sharing
platforms with the same regulations as taxis would reduce
innovation [31, 36], negatively impacting consumer ride-
hailing choices, and diminishing ride-sharing as a poten-
tial economic equalizer for low income individuals. On the
other hand, proponents of regulating platforms claim that im-
posing regulations will legitimize ride-sharing and provide
workers with protections [13, 34]. That said, more empirical
studies of how regulations actually impact workers are still
needed to verify these speculations and claims.

As such, current literature surrounding the global trend
of regulating ride-sharing platforms focuses on predictions
[31, 36] of regulatory effects and the reasons why regulations
are needed [12, 49], rather than on the impact that they have
on workers and their usage of said platforms. Moreover, the
traditional presumption that regulations and policy changes
are a direct response to complaints about platforms by ag-
grieved stakeholders, has been challenged as being a more
complex interaction [24]. On the other hand, researchers
have found opportunities for design to better support work-
ers given policy frameworks [20, 22] or ways that policies
can be changed to better support workers given the cur-
rent tools [48]. Clearly, the interaction between these regu-
lations/policies and design, have a significant impact on the
actual practices of workers.

Our study fills the gap by gathering in-depth qualitative
investigation into how ride-hailing drivers respond to regu-
lations, how they appropriate technology due to regulations,
and how their platform usage and practices are impacted.

4 METHOD

We conducted semi-structured interviews with 19 drivers
around drivers’ experiences, practices, and perceptions about
the different phases and impacts that regulations had on ride-
sharing in Taiwan. Six of our participants began driving in
the unregulated phase and continued to drive through and
after Uber’s suspended phase (labeled as “BR” in the Findings
section) and 13 joined the ride-sharing market during the
regulated phase (labeled as “AR” in the Findings section).
Among our participants, the average age was 41 and ranged
from 25 years to 58 years of age; 18 of our participants were
male and 1 was female. In total, we had 11 full-time drivers
(three of whom had transitioned from part-time to full-time
in response to regulations), and 8 part-time drivers.

Procedure. We posted our recruiting message in public Uber
Facebook groups in Taiwan as well as private LINE driver
groups (LINE [1] is a direct messaging and group chat appli-
cation that is used widely in Taiwan). Alongside this process,
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we also used snowball sampling to recruit drivers. We con-
ducted one-on-one, in-person interviews with each partici-
pant. Each interview took approximately one hour to com-
plete and each participant received 500 $NT (an equivalent to
$17 USD) for participating. We conducted a semi-structured
interview covering the following topics: reasons for driving,
how they learned about ride-sharing, what platforms they
used for ride-sharing, full-time vs. part-time, perceptions
about the regulations, and how regulations impacted them.
We conducted all interviews in the participants’ native lan-
guage, Mandarin Chinese. With the participants’ consent, we
recorded the interviews and kept notes. We later transcribed
the interviews into Mandarin Chinese and then translated
them into English. We used iterative coding to analyze the
results, and all authors met weekly to discuss the themes
until they converged.

5 FINDINGS

In our investigation into ride-sharing (the drivers we talked
to primarily drove for Uber) in Taiwan we wanted to know
how drivers perceived the regulations and what effects reg-
ulations had on their work and technology use. Here we
present a set of topics that emerged from our interviews.

Drivers’ Legitimization through Regulations

While the drivers we spoke to had various reactions to the
regulations, they generally viewed them more positively
than negatively. An important detail behind this reaction
was the instability and uncertainty that drivers acutely felt
during the two months that Uber had been suspended. These
feelings did predate the suspension, as drivers were already
uncertain as to whether Uber was legal and they worried
that Uber was going to be shut down.

It was May 27, I remember it vividly. At that
time when I joined Uber, my wife asked ‘is this
legal or is it illegal’ Later that day [we] heard the
Department of Transportation would suspend
Uber. Don don [dramatic sound effect] - P7 (AR)

Later, when Uber was eventually reinstated and officially
regulated, it gave drivers an increased sense of stability. In
essence, the regulations were seen as the government legit-
imizing Uber — and as a result ride-sharing in general. This
legitimacy meant that while the cost of ride-sharing went
up, driving was still (or in some cases even more) worth it
for the drivers because of the increased stability.

I think even with the regulations, it’s still better
than before [the regulations]. Uber is still better
than working in an office, profit and freedom is
still higher [than an office job] - P11 (AR)

Some of the other benefits drivers saw with the onset
of regulations, seemed like knock-on effects of legitimacy
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and were related to feelings of safety and protection. From
what we learned, this was due in part because of the more
appropriate types of insurance which were made available
to ride-sharing drivers, as well as the simple fact that ride-
sharing had moved from a grey market to a sanctioned one.
This can be seen specifically when P12 discussed driving
after the regulations were imposed. P12 clearly valued the
increased sense of legitimacy both for pragmatic reasons
(e.g., not having to hide when there is an accident) and in
terms of their own self image (e.g., how they imagine others
will perceive them).

If I had a collision with someone else, I don’t
have to worry that I am driving for Uber illegally
when an accident happens. [...] The other thing
is if you drive for Uber without legal protection,
how will you face your family? How do you
explain to your children and your parents? This
is very important. - P12 (BR)

These pragmatic concerns about driver and passenger
safety, were echoed by other participants, e.g., P6 linked
the regulations with increased safety in part because the
government has taken action that allows them to obtain
insurance.

Think about it, if you personally own a car, what
insurance would you buy? [...] But when the
government combined Uber with the car rental
system, insurance is included in the picture. It is
safer for the driver and the passenger - P6 (AR)

In the case of the regulations of ride-sharing - specifically
Uber - in Taiwan, it seemed clear that drivers enjoyed the
increased sense of legitimacy in two respects: first, the prag-
matic effects of having access to insurance and bureaucratic
processes; second, their personal identity as ride-sharers be-
cause they were no longer participating in a grey market.
While drivers thought positively about the general applica-
tion or existence of regulations, when it comes to the specifics
of exactly how these regulations were implemented, there
were sore spots that we discuss in the next section.

Sore Spots within the Implementation of Regulation

While, generally, participants viewed the onset of regulation
as positive, they still felt understandably powerless towards
the actual details of the regulations and their potential im-
pacts (e.g., Uber leaving Taiwan). This was primarily because
the drivers felt that they were unable to voice their com-
plaints and had no concrete avenue of recourse for Uber or
their government.

[...] in this job we have no protection if Uber

really disappeared or changed, we can only rub

our nose and accept it. There’s no way to go to

the U.S. head office to protest. - P15 (AR)
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The four participants who had the most negative views
on regulations had driven for Uber during the unregulated
phase. These drivers cited the increased cost of driving and
the more formal relationship with a car rental agency as the
largest negative aspect. Underpinning these complaints were
their feelings that these changes moved ride-sharing towards
being more like a job than a gig. Part of these feelings came
across as a lack of uniformity in how car rental agencies
were conducted and regulated.

Fees for joining a car rental agency need to be in
uniform. Every agency needs to charge the same
and has the same amount of fees. The truth is this
car rental agency charges $10,000 NT ($362 USD)
and the other $10,500 NT ($343 USD). Where’s
the $500 NT ($16 USD) difference from? - P18
(AR)

Even though drivers felt the benefits of increased legiti-
macy in the Taiwan market, in many ways the regulations
actually increased the opacity of how the market functioned
and how to access it. Specifically, there is almost no informa-
tion available to drivers about what the regulations are and
what they mean to drivers, particularly when it comes to car
rental agencies.

Information about the regulations is considered
as not enough, and that information about car
rental agencies is not transparent. - P11 (AR)

The lack of information resulted in drivers having to fur-
ther depend on word-of-mouth or internet searches to deal
with this opacity. A few of the participants framed this as the
personal responsibilities of the job. Potential drivers need
to scour the internet for information (P19), or to personally
visit the car rental agencies site (P11, P3).

It is actually not enough for others to tell you
how you should join Uber. You must find your
own information using your personal determi-
nations, or from the internet. - P19 (AR)

While the existence of regulations benefited the drivers by
moving Uber out of the grey market, their implementation in-
creased the burden of being a ride-sharing driver by levying
additional fees, having to sort through what the regulations
were, and finding an appropriate car agency. However, the
drivers we talked to were still positive about the job of ride-
sharing.

Drivers Still Find Driving ‘Worth It’

While most of the drivers we talked to started driving after
the regulations were imposed, we spoke with a few drivers
who had driven before the regulations had been enacted and
had decided to continue driving. The reasons they cited for
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driving remained autonomy (particularly in terms of time-
flexibility), sufficient earning (the new fees were acceptable),
and lack of other options. These reasons line up with previous
studies of ride-sharing [27], and it seems that the regulations
did not eliminate them. Below, two drivers talked about how
time flexibility (autonomy) remained a benefit of driving and
discussed that the fees were relatively easy to absorb. P16
had a full-time job as a tour guide and drove for Uber during
his off time.

Time-flexibility is the most important thing, no
other job would let me suddenly stop to host
tours and pick up after the tourism season ends.
- P16 (BR)

At first, I did not know whether to join or if the
costs of the agency were okay. [...] This would
be small costs, $13,000 NT ($420 USD) a year,
then every month would be around $1000 NT
($30 USD). If I drink fewer milk tea, then I'll have
the funds. - P13 (AR)

The third reason for ride-sharing drivers to participate in
the market was the lack of other viable economic options
— a reason that has been cited in other gig-economies [30].
Occasionally these drivers cited that they faced age discrimi-
nation and Uber provided them with an alternative earning
opportunity (P1, P6). Drivers stated that ride-sharing has
lower skill requirements (P8) and that “if you have no other
skill sets, then it’s a good job” - P3.

The only good thing about driving for Uber is
freedom, but that’s mainly a foil for the lack of
other jobs. It’s difficult finding another job when
you’re middle-aged. - P1 (AR)

Furthermore, despite the growing similarity between taxis
and ride-sharing in Taiwan, the drivers in our sample ulti-
mately decided to drive for ride-sharing because of taxis’
additional requirements, negative connotations, and reduced
autonomy. While taxis in Taiwan often have benefits over
ride-sharing drivers (e.g., government subsidy, security, and
income stability), the drivers in our sample ultimately chose
to drive for ride-sharing platforms (primarily Uber). Part of
this was due to taxis in Taiwan requiring an additional road
test certification that must be renewed every three years,
and that drivers are required to modify their cars and wear a
uniform. Being forced to be so conspicuous at all times had
several negative connotations and stigmas that drivers cited
as reasons not to be a taxi driver.

If you’re driving your car, a taxi, when you’re
on a holiday, how can you feel like you’re not
still working as a taxi driver? - P17 (BR)
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The main reason I don’t want to drive a taxi is
because I don’t want to be associated with the
stigma of the ‘taxi yellow’. - P19 (AR)

That said, the costs did cause some drivers to spend more
hours driving. This was part of a general theme we heard
from our drivers: enacting the regulations was transitioning
the gig of ride-sharing to be more like a job, which had
positives and negatives.

Impact of Regulations on the Ride-Sharing ‘Gig’

While there are several aspects of the regulations that impact
the gig of ride-sharing, the aspect that most significantly
changed the nature of ride-sharing was the increased costs
of entering and exiting the market. For example, when Uber
was first deployed in Taiwan, it was 1) relatively easy to
join, 2) effortless to leave, and 3) drivers could use the car
they already had. However, now that the regulations have
been implemented, this is no longer the case, as there are
now signing and termination fees associated with car rental
agencies. This seemed to fundamentally change how drivers
viewed ride-sharing, in that they viewed it more as a job
(where they invested and worked more regular hours) and
less like a gig (where they viewed it more like something
to just pick up whenever they felt like it). Here P2 outlined
how he viewed the job as a “self~employed” job and that as
long as he saw it this way, he would have a stable income
and stable working hours.

The income is relatively stable, because after all,
this is simply being ‘self-employed’. For example,
if you want to structure your time, you must start
working at the same time every day. - P2 (BR)

Similarly, grouping drivers under car rental agencies also
contributes to drivers’ shifting perception of ride-sharing
from an “independent driver on a platform” (P6) to an “es-
tablished professional job” (P5). Drivers again attributed part
of this transition directly to covering the fees to make ride-
sharing platforms worth it.

If your investment cost increases, this will cause
your pressure and stress to increase, which will
result in an increase in your working hours. I
basically have to pay $2000 NT ($65 USD) to
$3000 NT ($97 USD) and I still have to pay rent
on the car. - P12 (BR)

In the end, P3 summed up how a lot of drivers viewed
ride-sharing: it was just like working any other job.

It is just like working for any company. You must
have a plan for the long-term. It’s not just about
money, this also involves the relationship with
your family and you must discuss this Uber com-
mitment. - P3 (AR)
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These increased expenses were rooted in the car rental
agencies, which in total had a larger impact on drivers, if not
exactly the nature of ride-sharing.

Car Rental Agencies’ Impact on Ride-Sharing

Most of the regulations that were enacted in Taiwan revolved
around, or were administered in part by, the car rental agen-
cies. Drivers are now required to obtain a contract with a
car rental agency to obtain proper licensing; however, as far
as we could tell, there were no real day-to-day interactions
required by this relationship (although some agencies did
have more interactions with their drivers than others). That
is, agencies do not necessarily have to act as dispatchers or
mediate the interactions between drivers, platforms, and pas-
sengers (although some of the agencies did have alternative
mechanisms for providing drivers with passengers, which
we discuss in the next section). While car rental agencies
do mimic the structure of how taxis operate in Taiwan and
are clearly an attempt to make ride-sharing resemble taxi
driving, insofar as obtaining and giving rides, ride-sharing
remained basically the same when driving for Uber or other
platforms.

The exact manner in which these car rental agencies struc-
ture their relationship with drivers requires a bit of expla-
nation. Each driver contracts with a single agency and as
part of this contract, the driver has to transfer ownership of
their vehicle to the car rental agency (even if it is the driver’s
personal car). In other words, the car rental agency owns the
car in a legal sense (similar to how taxi companies own the
taxi fleet) and provides each of their contracted drivers with
professional license plates. Some car agencies give drivers
an extra contract that states ownership will be transferred
back to the driver when they terminate their other contracts.
This obviously creates some problems for drivers.

Because of the regulation, your car — your per-
sonal car — needs to have its rights transferred to
the car rental agency. Then what kind of [own-
ership rights] protection do I have? - P1 (AR)

Furthermore, if a driver wishes to terminate their contract
with a car rental agency early, then there are often fairly
severe fees associated with it.

I'wanted to switch to another car rental agency...when
Iinvested more time in learning how it worked, I
realized ‘wow, I need a lot of money to terminate

[my contract]’. - P15 (AR)

Other terms of the contract vary widely from agency to
agency in terms of types of cars available (should drivers
decide to rent a car from the agency instead of leasing their
own car to the agency), annual fees, signing fees, and pro-
vided benefits, as well as the severity of the termination fee.
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This means that figuring out which car rental agency to join
is an incredibly important decision for each driver.

You have to be very careful with the car rental
agency. There are some that will impose really
bad terms in the contracts - P16 (BR)

However, drivers face this decision without much infor-
mation about which car rental agency to join, and once they
do join, sometimes they face various fees that they do not
understand. This leads to a sense of frustration, particularly
if they cannot see any benefit of paying these fees or action
from the agency using these fees.

The good thing is we have more selections like
if this car rental agency is too shady, 'm going
to go to another. The bad thing is that there’s
too many choices. How do you choose one car
rental agency, if you ask then it’s still word of
mouth and Uber also does not tell you and will
not possibly help you do this - P17 (BR)

There are even some charges that we can’t see. I
always think that our car rental agency has not
done anything, but I just have to pay it every
month. - P10 (AR)

These various conditions are a result of the lack of unifor-
mity in how car rental agencies structure the terms of their
contract. This in turn leads to what some participants consid-
ered predatory practices, which were particularly harmful
for new drivers.

The range of signing fees in the current market is

a total mess. Some car rental agencies exploit the

drivers. For example, some car rental agencies

get 30 percent cut from the fare, while the driver

only earns 70 percent after Uber’s 25 percent fee

- P17 (BR)

One participant explained the risks by outlining what it

would be like for a new driver to find an agency and discover
the consequences of their decisions.

Maybe, young people that just entered the job
market and don’t have enough funds, will go to
a car rental agency to rent a car. Then in one
month, maybe he’ll end up paying $20,000 NT
($650 USD) a month at that agency. His pressure
will be very high, he will most definitely need to
drive twice as much or three times or even four
times as many hours. - P12 (BR)

Another aspect that car rental agencies control is access
to the various platforms through the contracts which they
sign platform owners (including Uber). In other words, each
car rental agency has its own contract with Uber, and we
did not see any difference between the fees that Uber took
from the individual rides themselves. In this way, the car

Paper 136

CHI 2019, May 4-9, 2019, Glasgow, Scotland, UK

rental agency mediates the access its drivers have to the
ride-sharing markets, impacting the flexibility and resources
a driver can acquire. Furthermore, these agencies also re-
serve the right to determine if they should cover any of the
drivers’ fees. Some agencies cover basic fees, such as illegal
parking (e.g., P4) but others require the drivers to pay for
their own fines. Clearly, there is quite a lot of variation in
how these different car rental agencies work and drivers find
this problematic and see the need for increased regulation
of the agencies.

You would need to regulate every single car
rental agencies. - P16 (BR)

Some of our participants (e.g., P1, P17, P3) echoed this
viewpoint and stated that they did in fact regret joining their
current car rental agency. Part of the frustration with car
rental agencies was due to the lack of a clear purpose or set
of benefits. However, there were cases where drivers did see
direct and meaningful benefits from their car rental agency.

An Exemplar Car Rental Agency

Although most participants were either indifferent or neg-
ative in regards to their car rental agencies, we did have
participants say that they worked with “kind-hearted and
conscientious agencies” - P4. According to these participants,
the car rental agency they worked with provided benefits,
such as access to additional customers through LINE group
chats, where busy drivers would post overflow customers
for the group. These LINE groups served as an extra source
of customers and brought a sense of security and assurance
of more stable income.

I think this car rental agency is more reliable
because we have a LINE group. Everyone who is
in the group talks about this agency. The owner
of the agency is also in the LINE group and drives
for Uber. He also complains when he encounters
a problem when driving. - P10 (AR)

One agency that we heard from our participants in partic-
ular, provided additional benefits to drivers, such as rooms
in the city where drivers could take naps or rest, as well as
job-retraining programs. These training programs are meant
to prepare drivers for rainy days in case Uber is suspended
again or the regulations change. The program was designed
to give drivers the option of being a tour guide; the program
was taught by drivers in the agency who primarily work and
earn income as a tour guide. According to participants P4,
P7, and P16 this specific agency wanted their drivers to feel
a sense of community and that they were taken care of them.

Our company helps us to take the tour guide
test. Our company will also invite a tour guide

and hire a tour bus to take us drivers to Jiufen,
Jinguashi, and Elephant Trunk Rock. What if
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you get a passenger, how will you take them on
a tour? Where can the car park? From where do
you start? How would you schedule a day tour?
How do you organize an eight hour day? These
questions about [potential] customers will be
answered. We said that if Uber is unstable and
could leave at any time, at least we can still have
some route to retreat. P4 (AR)

Appropriated and Alternative Platforms

LINE Groups. One practice that emerged during the initially
unregulated phase when Uber was deployed in Taiwan as
well as when Uber was suspended and then appropriated
by car rental agencies, was the use of LINE groups as in-
formal ride-sharing apps (LINE is a group chat/calling app
where users can create large “chatrooms”), a purpose for
which it is clearly not designed. This practice arose as more
drivers suspected that the Taiwanese government would sus-
pend or shut down access to the Uber market. During this
time, drivers recruited riders (via word of mouth) to join
their LINE groups so that passengers could request rides
in these LINE groups outside of the Uber platform. Each of
our participants used these LINE groups, and several (P7,
P8, P9, P15) stated that these groups brought in a significant
share of their income and that not using these groups after
the regulations would put them at a disadvantage. And for
some drivers, these LINE groups served as a crucial source
of income during Uber’s suspension in Taiwan.

These LINE groups have different requirements for joining
them. Some groups were free to join but required drivers to
introduce customers to maintain their membership, while
others had monthly fees, and still others took a commission
per ride arranged via the group. Some groups had a dis-
patcher, while most were first-come-first-served. The fares
for riders in LINE groups were usually less than that on Uber,
and the fee percentage taken from drivers was also less, as
such many drivers and riders came to prefer these groups.
The drivers themselves used the LINE groups as a way to
increase the flexibility and bypass some platform restrictions,
e.g., Uber does not have a mechanism for repeat or returning
customers.

LINE groups are a violation of Uber’s regulations,
but if I don’t pick up these types of passengers,
then my salary will be pressed very low. But, say
for example, if it’s a foreign professor and I drive
him to dinner, then he says, ‘Hey, this weekend
I will go back to the USA; I might ask if I can
drive him to the airport. - P3 (AR)

A common way that rides were posted to these groups
was through drivers posting their extra rides that they could
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not (or would not) pick up. In a lot of groups, these drivers
could earn some flat percentage of that ride as a commission.

Why not use these groups, when I get a percent
cut for trips for each ride I toss into the group.
It’s like getting paid for doing nothing. - P7 (BR)

All that said, using these LINE groups to arrange rides is
illegal and if a driver was caught using them, they would be
fined. The drivers who arranged rides on LINE stated that
while it was illegal, it was still better for both passengers
and drivers (P12). Moreover, the majority of the drivers we
interviewed (n = 15) continued to use these groups to arrange
rides even after Uber was reinstated.

LINE Groups and Car Rental Agencies. Participants reported
that these LINE groups are now being used at car rental
agencies, sometimes to post extra rides and sometimes as
a substitute for a dispatch system. That said, the legality of
this practice is still somewhat ambiguous. Some drivers feel
that the way that their agencies use these groups turns into
a bit of a “race,” in that the rides posted on these apps are at
a first-come-first-served basis.

Personally, my reaction speed is not very fast, ah
not as fast as the young people’s hands and feet.
Most often, I cannot out race them in claiming
the dispatch. - P12 (BR)

I have thought about this problem. In your LINE
group if they toss out a few dispatches [cus-
tomers], then don’t you need to fight to claim it?
But you can’t possibly always be watching your
phone, and watching your phone while driving
is a very dangerous thing. I think that this is
very tiring ah. Why should I make myself so
distressed by using LINE groups? P16 (BR)

Alternative Platforms. One of car rental agencies’ largest
levers of control is the access that they can offer drivers
to different platforms. The different platforms became more
prominent after the regulations were enacted, and several
domestic ride-sharing applications entered the market and
began to carve out unique niches in the ride-sharing market.
For instance, fiao Che Ba is a platform that focuses on driving
for corporate employees, who have relatively constant and
predictable commuting needs. Jiao Che Ba is a platform sim-
ilar to Uber, in that it is classified as an information platform
which requires drivers to contract with a car rental agency in
order for them to use it (i.e. the same as Uber’s arrangement).

Taxi unions have also developed platforms to compete
against Uber. In particular, one of the largest Taiwanese taxi
unions called Taiwan Taxi now offers the Multiple Taxi (or
55688) app, which dispatches rides similarly to Uber does
and is available to both taxi and ride-sharing drivers. This
app particularly blurs the line between taxi and ride-sharing
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drivers because the market/job structure is more similar to
taxis than ride-sharing platforms like Uber, in that: 1) all
drivers have the same certification requirements; 2) there
is also a phone dispatcher; 3) the charges are calculated
via a metered fare system; and 4) drivers are required to
obtain a specific taxi meter and post government sponsored
advertisements. The only distinction between the taxi and
ride-sharing groups on Multiple Taxi is that the ride-sharing
vehicles do not have to be painted yellow, while the official
taxis are required to do so.

While the availability and development of alternative ride-
sharing apps seems like a promising and lucrative alternative
to Uber, there are issues with these platforms as well. Taking
Multiple Taxi as an example; our participants explained that
there is a limited amount of information about how to join
the platform and how it works.

Even though I had already started driving for
Uber, I still wanted to go find information about
how to drive for Multiple Taxi. I got information
from the Taiwan Taxi Union, but it [the infor-
mation] is still very fragmentary. Even after I
asked, I still know nothing. - P10 (AR)

While these platforms are not a panacea for drivers’ prob-
lems, drivers still look to use and leverage these different
platforms to access different customer bases. This is because
(like in the U.S.) participants stated that driving for multiple
platforms decreases downtime between customers (P11), and
that the alternative platforms take a smaller cut of the money
than Uber (P11, P2), that is, 15 percent compared to Uber’s
25 percent.

For instance, if  have a trip somewhere and after
I need to return, I will use multiple platforms to
go back and forth-then I won’t have an empty
car. On 777 [an airport ride-hailing platform]
I can immediately find additional customers if
Uber has none. - P9 (BR)

However, drivers claimed that Uber attempts to restrict car
rental agencies from signing contracts with other platforms
(although we do not know for sure if this happens) and
that some car rental agencies dissuaded drivers from using
anything other than Uber (for which we did hear specific
evidence).

According to the regulation, it is legal to use
multiple platforms, but Uber says it’s not allowed
because they don’t want their drivers to pick up
other platform’s dispatches. - P9 (BR)

Our car rental agency prevents us from using
multiple platforms. Our boss has very clear rules,
which is that if you get caught using multiple
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platforms, at the end you’ll be kicked out from
the car rental agency right away. - P13 (AR)

The drivers and their car rental agencies seem to fear that
Uber will terminate its contract if they use other platforms,
which would bar the drivers from using Uber and result in
significant losses in revenue. However, drivers clearly want
to have multiple platforms to use and car rental agencies
are competing with each other to attract drivers. This is
part of the reason LINE groups are used frequently by car
rental agencies as well, as they are not really a ride-sharing
platform but have been appropriated for that purpose.

6 LIMITATIONS

It is important to note that our study features several limita-
tions in its generalizability in terms of our sample size and
our locality. Our sample does not include drivers that had
quit as a result of regulations, and may not be representative
of the entire demographic range of drivers in Taiwan. How-
ever, we deliberately sampled drivers that had continued to
drive for Uber as well as those who joined afterwards. We
highlighted the continued impacts of the regulations and
drivers’ reasons for joining Uber. Moreover, while our partic-
ipants are predominantly male, we were able to gather data
from a wide spectrum of drivers. The participant features
were balanced in their usage of Uber and other ride-sharing
platforms as a part-time or full-time job, as well as the time
of their entry into Uber-both before and after regulations
were implemented.

We researched the impact of stringent and specific regu-
lations on drivers from Taipei, Taiwan. The lack of global
uniformity or standards in regulations means that we can
not generalize to each type of regulation. However, Taiwan’s
regulations of Uber are similar to those that are currently
being implemented in Japan, Turkey, Hong Kong, etc. Gov-
ernments in these locations are regulating their ride-sharing
drivers to have professional licenses, similar to their taxi
industries. Furthermore, we also did not interview potential
ride-sharing drivers who could not or chose not to drive
because of the higher entry and exit costs. Therefore, further
research is needed to study the effect of regulations on driver
attrition from ride-sharing and potential drivers who decided
not to drive for Uber as a result of regulations.

7 DISCUSSION

Imposing regulations on ride-sharing in Taiwan had a wide
range of effects on drivers and their usage of platforms and
technology. As suggested in the previous literature [13, 34],
the existence of regulation lent legitimacy to ride-sharing and
the drivers. This legitimacy was assessed in a variety of ways
by the drivers. First, they considered that they had better
access to insurance and legal recourse (particularly in the
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case of accidents). Having an accident before the regulations
was clearly a concern for our participants, which seemed to
have contributed to their anxiety in driving for ride-sharing
platforms. Drivers also seemed to feel that their identity
as a driver was legitimized, and that they did not need to
hide that they worked on the platform from friends and
family. Therefore, in the case of Taiwan, drivers did feel less
precarious once the regulations were imposed and seemed
to feel like driving was more of a job than a gig.

That said, they did not necessarily enjoy the actual imple-
mentation of the regulations, nor did all drivers enjoy that
driving has become more of a job than a gig. This was par-
ticularly true for the increased cost of entering/exiting the
market and the regular membership fees associated with car
rental agencies. However, that it was more difficult to enter
the ride-sharing market, did seem to us to mitigate some
of the problems presented in past literature, particularly in
terms of the high numbers of drivers that would at times
saturate a market and drive fares down because there were
too many drivers [27, 38], that is after the regulations were
enacted the day-to-day fares seemed consistent and stable
for our participants. That is, in some ways we were surprised
by the things we did not hear from our participants about
this type of saturation. Specifically, our participants did not
mention that the fares were dropping nor where they con-
cerned with finding the best spot for certain times in the day.
In fact, they even mentioned sending overflow passengers to
the LINE groups. Perhaps the regulations that increased the
cost of entering/exiting the market did in fact substantially
limit the number of drivers.

Our study suggests that there is more of a continuum be-
tween jobs and gigs, and not simply an either/or. As different
facets of what makes a gig are adjusted, gig workers them-
selves start to treat the gig more as a job. That is, when the
barriers to entering the market go up, common features of
gig-economies also change, e.g. saturating the market with
labor and driving down price. However, increasing the cost
of operating in the market also has the effect of reducing
the flexibility of workers to determine the number of hours
that they work. Increasing worker protections turns out to
decrease their feeling of instability and their precarious posi-
tion. More research is needed to map out what the impacts of
changing these different facets are, how different stakehold-
ers are impacted, and to whom the different facets actually
matter and benefit.

The Role of Design

During our research, we found that the ‘policy knot’ [24]
was a very apt metaphor for the situation that we encoun-
tered. Based on our experience, we would perhaps add - or
at least better emphasize — the role of appropriation in this
knot, which further complicates the situation. Design had
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a clear impact on regulation in the case of ride-sharing in
Taiwan and regulation had a clear impact on practices. First,
the introduction of Uber itself obviated the need for addi-
tional regulations because the new capabilities exposed a
gap in the regulatory structure. Second, once regulations
were introduced, the practices of the drivers and passengers
clearly changed. That said, the design of the platforms them-
selves were less responsive (sometimes out of circumstance,
e.g., when Uber was suspended) to the changes in practice.
Specifically, once regulations are introduced and practices
are changed, the flexibility of the design to adapt and be
appropriated for new practices also plays a role. When oper-
ating in these more complex design environments, designing
for users while ignoring the disruption of regulations, can
seriously impede the use of the platform. Based on our expe-
rience and previous literature [20, 22, 24], designing (particu-
larly when it is for the gig-economy) without considering the
regulations and policies, creates breakdowns in the market
and its practices [19].

All that said, a major design implication that emerged
from our study is what usability means to the workers. The
drivers’ (and the passengers’) appropriation of and prefer-
ence for LINE groups for coordinating rides - a platform that
is clearly not designed for easily arranging rides — suggests
the importance of flexibility in supporting work. To us, this
preference for the appropriated technology says a few things.
First, the design of these platforms really only matters to dri-
vers insofar as it gives them access to passengers. However,
the manner in which design prescribes the actual mechanics
of how to complete and arrange rides is seen as negative, in
that it does not let the driver shape their practice and uti-
lize their expertise and experience (e.g. arranging repeat or
overflow passengers). We would speculate that most of our
interviewees would just as well (or even prefer to) use LINE
to primarily arrange, if its usage as an informal ride-hailing
system was legalized. After all, it affords drivers the ability
to arrange their rides, repeat specific clients, and get a higher
cut of the cheaper fare, which many passengers preferred as
well. For drivers, this means that if they can find a reliable
source of passengers without an official ride-sharing plat-
form, the platform does not provide any real value to them.
This is particularly evident when the regulations that these
drivers operate under provide more checks and legitimiza-
tion of their work (e.g. background checks). It would seem
that as regulation provides this structure (to a point), appro-
priation gets easier to do, meaning that it will happen more
frequently, especially if the platforms maintain their rigid
implementation of practices. The genie is out of the bottle,
so to speak, and once the act of ride-sharing is legitimized by
the government, the legitimacy that the platform itself brings
is worth less and drivers may find more ways to appropriate
other technologies to arrange rides with passengers.
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