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# NEOM

The purpose of this procedure is to serve as a guidance for individual or corporate requestors aiming for

community taxi services. Determining the appropriate route for taxi request and its authorization.

This procedure applies to all NEOM employees, residents, guest, and Transportation Service providers managed

by the NEOM Operations/Community Services’ Transportation department.

Table 1: Table of Abbreviations

ABBREVIATION TERM
SP Service provider
CS Community Services
ED-CS

HOD Head of Department

Table 2: Table of Definitions

TERM DEFINITIONS
Taxi Service
Transportation Service provider

Taxi Request form

Table 3: Table of Roles and Responsibilities

Task/Activity Responsibility

Taxi request (personal) Requester
Business taxi request Neom Travel
Requester
Cost-center billing Finance
Department

Executive Director- Community services

Authority
CS

transportation,
SP

HOD

CS
transportation

To be fill up by requestors who requires taxi services

Consulted

Cs
transportation

ED-CS

ED-CS

Refers to taxi service that are made available to all NEOM Employees and
guests for business and personal purposes

A contracted service providing Transportation to NEOM community

Informed

ED-CS

Passenger

Requester’s
HOD
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5.1 Request for Taxi services (personal)

before the confirmed pick-up time.

S.R. Process Steps (Activity) Responsibility
Taxi requests require 24-hours’ notice to book. Any request
5.1.1 received less than 24 hours before the required pick -up time is Requester
subject to availability.
A confirmation reply will be emailed within 6 hours of the request .
51.2 Transport Services
The driver’'s name and contact number will be provided an hour )
5.1.3 Transport Services

5.2 Request for Business Taxi services

S.R. Process Steps (Activity) Responsibility

All business taxi requests are required to have a taxi request form
5.21 approved by the line manager Requester

For business related Taxi requests which are linked to flights

arranged via NEOM travel, the request must be made by NEOM
5.2.2 travel department directly, not by the persons requiring the taxi Neom travel requester
523 All cost-center charges will be billed to organization’s budget code Finance

e monthly department/HOD

e Cancellation should be advised four (4) hours prior to the pickup time.

¢ In case the flight is a delayed transportation should be notified as the earliest opportunity.

e In case a passenger “no-show”, especially for an airport pickup, the driver will wait for 30 minutes after

stated arrival time. At the end of that time, the Service Provider is to contact the requestor before leaving

the Airport. Failure to respond, the provider shall charge the passenger for a single trip as per the

detentions listed rates.

e The Service provider will be required to provide a vehicle that is clean and free of dirt. Any interior stains

caused by the passenger; he/she must pay the cost of cleaning.

e The route to reach the destination is the sole discretion and responsibility of the driver.

e Pets or other live animals shall only be permitted in the SUV vehicle(s) if they are transported in a pet

carrier, cage, or another suitable container.
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7. Passenger Feedback

All passengers are encouraged to report any incident, complaints, or suggestions that affects the quality of the
taxi services to community.services@NEOM.com or advice to log in through Community services helpdesk

(8888).

8. Process Map

8.1 Personal taxi request process flow

Driver's name &

contact number

will be provided

(1 hr before pick
up)

A 4

Confirmation
email within 6
hrs

Fill Taxi
request form
(personal)

A

Yes

l

Submit to
Transport
department

Request
&Zﬁ% ifI(i)r No—»  refusal
ty notification

8.2 Business taxi request process flow

) . Driver's name &
Confirmation .
. contact number will
» email within 6 > .
IS be provided (1 hr
before the pickup)

Fill Taxi
request form
(business)

N

Approved?

Y
v
Submit to
Transport
department

A

Request

notification

Check for
Availability
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@ NEOM

Table 4: Table of Process Risk

Task/Activity

Taxi request

Risk Impact

e Delay or suspension of

Taxi allocation for

Risk Trigger

e Absence of Approval
from Manager
¢ Failure to submit taxi

Mitigation

Requesters are highly
advice to submit Taxi

confirmation

¢ Higher rate of Customer

requester/ Missed

requester EELES I 2 s request form with 24
e Flight delay for © [FELILTE 19 SUiEmn s hours’ notice
passengers Business taxi request
by Neom Travel
CS transport department
¢ Delay or missed Failure to submit email shall have a daily
Taxi request requester’s appointment confirmation reply to monitoring and real-time

access to all taxi request

dissatisfaction request received by transport
service provider
Table 5: Table of Process Measurement
Parameters Measure Target Frequen.cy i
reporting
Taxi confirmation - .
axi co ation to No. of hours Within 6 hours Daily
requester
Submission of Taxi request No. of hours 24 hours_ notice Daily
form period

Appendix A : Taxi Request Form
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TAXIREQUEST FORM

NEOM 004
[Passenger Detais |
Name * Department *
NEOM ID Budget Code*

Mobile Number * Vehicle Type * Sedan [J SUV [0 Bus [J

Trip Details (ONE WAY)
Pick-up Location * Drop off Location *
Pick-up Date * Pick-up Date *

frip Details mﬁUNE TEIF)

Pick-up Location * Drop off Location *

-up Date * bick-up Date *

[Frip Details (FULL-DAY 8 HOURS)

ick-up Location * Drop off Location *
-up Date * Pick-up Date *
emarks

Terms and Conditions

Taxirequests require 24-hours’ notice to book. Any request recelved less than 24 hours before the required pick-uptime is subdject to avasadiity.
Ik confirmat rephy will be within € hours of the request
The driver's name and contact number will be providedan hour before the confirmed pick-up time.

?gntut Jetalls
o book a txo, please send your request via email 0o Sapico taxi @NEOM com remembering 1 attach the txo request form for appraved business requests

usinass Taxi requests are required nhave a Taxi Request Form attached 1 the email request (shown below*), appraved by the ine manager
or business related Taxi requestswhich are linked o fights  arranged via NEOM ravd, the request must be made by NEOM ra v department drecty, not

y the persons requiring the taxi
cost-center charges will be biled © organization’s budget code manthly
1

ancellation should be advised four (4) hours pricr © the pickup time

case the fight is a delayed transportation should be notified as the exfiest opportunity
case of a passenger “no-show”, especally for an airpart pickup. the driver will wait for 30 minutes aker stated Frivatime. Al the end of that § me, the Servicel
rovider is to contact the requestor before leaving the Arpart Failure o respond, the provider shal charge the passenger for a single ¥ip as per the detentions
rates. The route © reach the destination is the sole discretion and responsibility of the driver.
ets or other ive animals shall only be permitted inthe SUV vehicle(s) fthey are transported ina

Approvals

Job Position Name Signature Date
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