CALIFORNIA PUBLIC UTILITIES COMMISSION
Consumer Protection and Enforcement Division

Advice Letter Summary Form

TNC & AL FILER INFORMATION

Date of Submission: Date of Service:

TNC Name: Uber Technologies, Inc. PSG #: 0038150-P

DBA Name: Uber Technologies, Inc.

Address: 1725 Third Street

City:  San Francisco State: CA ZIP Code: 94158
Filer's Name: Jystine Woodland
Filer's Email: jwood|and@uber_com Filer's Phone:

AL INFORMATION

Advice Letter #: AL Type: |1 | Offset Exemption

Geographic Area(s): | s Angeles, San Francisco, and San Mateo

Offset Amount: | Quarter: 1 Year: 2024

Documents Included: [xICover letter  [X|Service List  [XITraining Declaration  [XIMarketing Materials
[] Signed Accounting of Funds Inspection Declaration [xIData Reports (CSV)

Reason (if not all document boxes above are marked):

SUBMISSION INFORMATION

Combine (in this order) AL summary form, cover letter, service list, marketing materials, TNC WAV
training declaration, TNC vehicle inspection declaration, and signed Accounting of Funds Expended, into
a single PDF file. The completed data reports must be in separate CSV files. A complete advice letter
submission will consist of the following attachments: the PDF and CSV files. Submit the advice letter via
email with the attachments to TNCAccess@cpuc.ca.gov and to the |R.19-02-012 service Iist|.

The cut off time to be considered filed the same day as submitted is 5:00 PM (Pacific Standard Time).
Files submitted after 5:00 PM or on a non-business day will be considered filed on the following business
day.
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Analyst: 30-Day Due Date:
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Approved Offset/Retroactive Amount: AL Effective Date:
Supervisor: Supervisor Review Date:
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Accessibility using
Uber

Our technology and the transportation provided by drivers has
transformed mobility for many people with disabilities, and
we’re committed to continuing to develop technologies that
support everyone’s ability to easily move around

their communities.




Riders with mobility disabilities

We're using technology to make transportation mare accessible and reliable for riders with mobility
disabilities, including through WAV (wheelchair-accessible vehicles).

Read more

G ®

Equipped vehicles Available around the world
Uber’s WAV lets riders who use non-folding motorized wheelchairs connect We're using several WAV models in cities around the world (including
with drivers in wheelchair-accessible vehicles equipped with ramps or lifts. Bangalore, Boston, Chicago, London, Los Angeles, New York, Philadelphia,

San Francisco, Toronto, and Washington, DC) to determine which
wheelchair-accessible vehicle options best meet the needs of riders
and drivers.

Uber WAV ®

WAV provides affordable rides in wheelchair-accessible
vehicles, where available.

We're committed to developing solutions that support
everyone’s ability to easily move around their communities.
Riders who use motorized wheelchairs or scooters can in
certain cities* request a ride in a wheelchair-accessible vehicle
(WAV). WAV driver-partners are certified by a third party in
safely driving and assisting people with disabilities.




Why ride with Uber WAV

1hr =

Fast, flexible rides Trips that fit your budget

When and where WAV is available, request a ride The price of a WAV ride in the Uber app is

on demand that works around your life, not the comparable to UberX, our basic ride option.

other way around.

How to ride with WAV

Read more about how riding works

1. Request

required in some cities). Then tap Confirm WAV.

vehicle details and can track their arrival on the map.

2. Ride

always request a specific route.

3. Exit the vehicle

*

Specialized drivers to assist you

Every person driving with Uber WAV has
completed a certification course offered by a
third party to help you enter and exit

the vehicle*

Open the app and enter your destination in the "Where to?" box. Once you confirm your pickup
and destination addresses are correct, select WAV at the bottom of your screen (a promo code is

If a WAV driver is available and accepts your ride request, you'll see your driver’s picture and

Check that the vehicle details match what you see in the app before getting in your WAV.

Your driver has your destination and directions for the fastest way to get there, but you can

You'll be automatically charged through your payment method on file, so you can exit your WAV

as soon as you arrive,

Remember to rate your driver to help keep Uber safe and enjoyable for everyone.
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How to ride with WAV
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Intent of State Bill 1376

“It is the intent of the Legislature that wheelchair
users who need WAVs have prompt access to TNC
services, and for the commission to facilitate greater
adoption of wheelchair accessible vehicles on
transportation network companies’ online-enabled
applications or platforms.”

SB 1376 (2018), Section 3 (adding Public Utilities
Code Section 5440())
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TNC Remittance Offset:
Quarterly Evaluation Criteria

Presence & Availability of Publicize WAV Services to Accounting of Funds
Drivers with WAVs and the Disability Community Expended
Improved Level of Service e Efforts taken by TNC to * Provide a statement of
* Hours of WAV service publicize and promote WAV account for funds expended
o \WAV drivers service to disability prepared in accordance with
o WAV Trips communities generally accepted
+ Response Time on WAV accounting principles
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Thank you

. Seth Smith (seth.smith@uber.com) .
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Section B: Uber WAV Public Information Materials - Digital Fact Sheet

Acceder a WAV con la aplicacién Uber

Area de la

Cdémo solicitar un WAV

Paso1 —3 Descargue la aplicacién Uber Solicite su WAV
{https-/ubrto/2wpcAW:

wnegen st asia

coma o bar Con cuEUEr OO VaR, 18 08N WY U0 a0 DOra s 0

S s Lowes 0 0y 3

o,
e | | -

Spanish language screenshots to replace English language screenshots

' = Contmwnesenar
@ L= o

13 e

| [ ] e ]

Astualments habilitado para psrsonas con sillas de rusdas motorizadas y scootars en &l Condade Los Angelss y en el
4roa do |a Bahia de San Francisoo: los condados de San Francisco, Alameda, Contra Costa, Santa Clara, San Mateo,
Marin, Sonoma, Solano, Napa y Santa Cruz.

Accessing WAV in the Uber App

MV Transpor

ichair accessible icles are now available

via the Uber County and the San Francisco Bay Area

Uber

How to Ride with WAV

Download the Uber App

Request a WAV
Step 2(i) - (iv)

Step1 = Step2 =

4] iy

comtert s Canfirm Whesichair

& Accessible Vehicle
& o s
)

Currently available for riders who use motorized wheelchairs and scooters in Loa Angeles County and
the San Francisco Bay Area—the counties of San Francisco, Alameda, Gontra Costa, Santa Clara, San
Mateo, Marin, Sonoma, Solano, Napa, and Santa Gruz.

£ B A SiEE] Uber WAV

TERMMANIE R ILER A X, REN B RS NAERE
RS ZE4

Uber

W{T#E5€ Uber WAV

THASNA 49 Uber WAV
(https://ubr.to/2wpcOW5) E2%()-(v)

0 (i) (i) )

BRLRNERRERRRERRS

REREOERS SEMREREOTE LUTHAERET
ZEAR{ Uber WAV 135 Uber WAV iRl es 4t B
HORIEIAE AR 2= EARETRARL Uber WAY AESER G

. EHRUIEHRSINER
ABMA B, AERAEU .
EScGEIDN

%3F UberWAV

42 UberWAV 2 F5F1% HLISIRR (uber.com/ride/uberwav)

REERIATE X FREZMRRSHE

(https://ubr.to/uberwav)
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Section C: Uber WAV Public Information Materials - Webpage

Uber Products Company Safety Help COVID-19 resources

WAV

WAV provides affordable rides in
wheelchair-accessible vehicles,
where available.

We're committed to developing solutions that support
everyone’s ability to easily move around their ’/‘ _
communities. Riders who use motorized wheelchairs or -

scooters can in certain cities* requestaridein a —— ! ’ & Q
wheelchair-accessible vehicle (WAV). WAV driver- o

partners are certified by a third party in safely driving

and assisting people with disabilities.

Uber Products Company Safety Help

Accessibility at
Uber

QOur technolagy has transformed mobility for many people
with disabilities, and we’re committed to continuing to
develop solutions that support everyone's ability to easily
move around their communities.”
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Section D: Uber WAV Public Information Materials - Social Media Posts

Instagram Post:

Uber uber & Follow

From New York to California and some spots ...

ﬁé’. Followed by julia.oblasova and 11 others

J3 uber - Original audio
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X Post:

Uber &2 @Uber - 3/25/24
Sl From New York to California and some spotsin

between, the wheelchair-accessible vehicle
(WAV) option allows Uber riders who use
wheelchairs to request wheelchair-accessible
vehicles in select cities. When riders select the
WAV option, they're connected with vehicles
equipped... Show more
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Section E: UberWAYV Public Information Materials - Emails

Uber

Ride on your time

Ready to get on the road again? We have trip options
available on demand for when you're on the go.

Request a trip 3

Rides with you in mind

Discover new ways to travel with Uber—check out the
range of options available in the app.

Certain products and features are not available in all markets. Check your
Uber app for the latest avallability.

UberXL

Need room for an extra friend or luggage? Ride with
UberXL

Uber Comfort

Treat yourself to extra leg room on a personalized ride

Uber Black

Business meeting or big night out? Get dropped off in
luxury

Uber WAV

Need a wheelchair accessible vehicle? Select Uber WAV

TCP 38150-P and TCP 38150-A

Community

Unsubseribe Email Preferences

This ks 2 promotional emall from Uber Technologles
1515 3rd St, San Francisco, GA 94158
Ubercom
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Section F: UberWAYV Progress Toward Quarterly Goals

Objective / Quarter

Q12024

1.1

Conduct initial email outreach to at least 20 stakeholder groups per

Email Outreach: 104 SGs contacted
Presentation Outreach: 3 SGs contacted (including one focus group w/ 5

quarter additional SGs
Conduct at least 1 tailored follow-up meeting with responsive
1.2 stakeholder groups per quarter (4 per year), highlighting
- UberWAV's features and addressing any specific questions from
stakeholders or organizations.
Collect continuous feedback from stakeholder groups and riders in
1.3 digital and virtual forms of engagement (via in-app support for
riders, Uber's custom feedback form, email input).
21 Collaborate with local organizations on at least 1 joint outreach
B initiative per quarter (4 per year).
Conduct at least 1 focus group o listening session per quarter (4 Uber, alongside six organizations including CALIF-ILC, conducted a focus group
. group 9 slon per quart to discuss enhancing UberWAV for better transportation access for individuals
2.2 per year) with representatives from non-traditional disability A K b . e
b with disabilities in Los Angeles County. Discussions centered around identifying
communities. : N
challenges for improved service.
23 Engage at least 1 consultant specializing in stakeholder outreach
B and participation annually to optimize Uber’s interaction strategies.
Provide multilingual materials in three primary languages (English,
31 Spanish, Mandarin-Chinese) to disability advocacy groups in Yes: Uber has prepared materials in English, Spanish and Mandarin Chinese for
" multi-ethnic communities where English is not the predominant distribution
language.
Launch at least one mass email campaign per month highlighting . . .
3.2 UberWAV (with aim to reach at least 30,000 riders per quarter) 49,415 rider emails sent this quarter
Publish at least one piece of social media content per quarter . .
3.3 promoting UberWAV (with aim to reach at least 100,000 132,599 impressions through Instagram post
. h 20,157 impressions through X post
impressions per quarter)
3.4 Partner with a social media influencer once per year to raise In-Progress
- awareness of UberWAV and accessibility issues more broadly 9
4 Monitoring and Evaluation

Deliverable

1. What methods of engagement did the TNC find most effective
and why?
2. What common concerns/questions came up during the
engagement process?
3. What challenges have you encountered? How do you plan to
overcome them?

During this period, Uber intensified its outreach efforts, contacting a total of 110
organizations. This included 90 follow-up engagements with previously
contacted organizations and outreach to 20 new entities. Uber identified targeted
and consistent interactions, such as direct calls to leaders and detailed focus
groups, as the most effective engagement methods for building trust and
addressing community needs. Partnering with CALIF-ILC and including six other
organizations in discussions broadened engagement and emphasized
collaborative solutions. Common concerns during engagement involved
UberWAV's accessibility, affordability, and integration with organizational needs,
highlighting a demand for services that are both accessible and economically
viable. Challenges included slow engagement rates and ensuring
communications stood out. To overcome these, Uber provided a custom
promotional material, initiated regular follow-ups, and shifted towards
personalized communication strategies, planning to refine these approaches and
invite more organizations to participate.
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