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[bookmark: _Hlk81639861]Abstract
Uber is a large multinational corporation operating across a number of continents. There are a number of factors that can affect Uber’s operations as a business. These include political policies, economic and fiscal policies, environmental issues, social changes, technological changes, and legal disputes. These issues can also become ethical dilemmas, and because Uber is such a large company, these issues can have significant impacts on Uber’s organisational culture and performance, because many of these issues affect employees. The recent COVID-19 pandemic has also added to issues that have impacted Uber’s business model. In this report I explore the variety of factors that affect Uber and in the context of COVID-19 and ethical dilemmas.  

Introduction
External environment factors are some components, elements or influences or situations which a business unable to control and that affect business operations. These factors are crucial for businesses as they can cause direct or indirect effect on business operations. Uber London Limited is a private transportation company. Originally Uber Technology Inc, is an American technology company commonly known as Uber. Uber first launched in UK in London in June 2012. At the beginning and for the first few years Uber services was limited to only private transportation services. However, now it has expanded its services into many sectors. This includes private hire car services, food delivery, grocery delivery, package delivery, couriers, freight transportation, electric bicycle rental and electric motorised scooter rental etc. But its main focus still remains fixed on the private hire car service industry. Uber provides all of its service through modern technology. It is a technology platform that uses smart phones apps to connect drivers and riders when the service needed. Since the launch of Uber in London in 2012 it has changed the private hire industry drastically. The arrival of ride-hailing services changed the game for forever for traditional UK taxi services. These include London traditional and popular black cabs, local taxi companies, chauffeurs, and other form of private transportation services. With the help of modern technology and being able to book a trip with the touch of a smart phone app, it has changed the way the private hire industry runs, the way customers behave and has completely changed drivers and riders expectations. I chose this organisation because I have been working for Uber as a private hire driver since the beginning of 2015 and know this organisation very well. My aim of this report is to critically assess the private hire industry, how the arrival of Uber Technology changed the workplace culture of private hire industry for drivers, customers, regulators, and the industry as a whole. I will also write about how the COVID-19 pandemic has impacted on the private transportation industry and how Uber and the organisation has reacted to this sudden situation. I will do this by using a PESTLE analysis and Porters 5 forces theory to determine how these factors affected the organisation.
 
 What are the factors can affect Uber? 
There are certain factors that can have an adverse effect on Uber business. According to the Uber financial report 2020, Uber identified some of the key factors which may seriously impact on their business that include financial conditions and operational services. Below are some of the most key factors that are affecting Uber business now and future.
1. The COVID-19 pandemic and its impact seriously affected the business, and it may continue to affect part of their business. 
2. Uber business would be seriously affected if drivers were categorised as employee instead of self-employed independent contractor.
3. The private transportation industry and delivery services sectors are very competitive. Many of the competitors are well established and well capitalized. Also, very few or low obstacles to entry and low shifting costs may influence more competitors to join in near future. 
4. To stay popular and competitive in the market the company may need to decrease the fares and service fees. Alongside the company need to offer more incentives for the drivers and promotions and discounts for the riders.
5. From the beginning, the company has lost a significant amount of money in major cities in the world. These include drivers reward, research, and development. In near future the company may not achieve profitability due to higher operating cost.
6. To achieve the target the company must need to attract and keep more drivers, customers, suppliers, shippers, and others those who uses the service. The company has to ensure that they are more appealing, and their service is better than others.
7. Some ethical and cultural issues has created problems to operates Uber in many cities, especially in London. Uber need to face those challenges positively and has to overcome it.
8.  Since the beginning of Uber, the company received unprecedented negative media coverage and criticism. Uber need to ensure and enhance their brand name and reputation. Failure to do this will cause a serious effect on Uber business.
9. To maintain steady growth, financial performances and a bright future outlook, Uber need to restructure their organisational behaviour and culture.
10. People those who uses Uber platform, sometime creates problem, and engages with criminal activity, violent or inappropriate behaviour and dangerous activity. Uber need to prevent, handle, and solve these problems according to the law and has to ensure the safety of their drivers, riders, and others.
11.  Uber’s majority of profits come from trips, especially large city from London, New York, California etc. Uber’s profits can be affected or reduced by many reasons. These include legal or regulatory restrictions, economic, social, weather, recession, or pandemic like COVID-19.
12.  The company’s reputation will be seriously damaged if the company failed to introduce driverless vehicle before their competitor.
13. The business of Uber growing due to retaining and attracting new customers. Also, one of their strategies is to catch customer from their competitors. If they cannot do this continuously their business will be affected.
14. The company fully depends on technology. If there is a security or privacy data breaches and destruction of data will cause a serious problem for the company.
15. Technological attack such as cyber-attack, viruses or similar attack could affect the operation of the business.
16. The company is continuously growing and need funding. If the company fail to attract investor or unable to obtain right fund, then it will have a serious effect on the business.
17.   Due to many legal and regulatory issues, and government regulation the company may need to change their operating and business model, otherwise Uber may not operate their business in those cities.  These include big cities like London.
(Uber 2020 Annual Report, n.d.)
 Studying the Uber annual report 2021, it is clear that the company is facing some major issues that affecting Uber business seriously. These are political, economic, social, legal, technological, and environmental. The ongoing COVID-19 pandemic has been adversely affected their business and it may continue to affect their growth and revenue. Currently Uber is encountering many legal, political, and ethical issues in many cities in the world including London. If Uber fail to resolve these issues accordingly, then they may face ban, restrict, or modified their business strategies. Below are some potential factors and risks that facing Uber.
In the light of PESTEL analysis and Porters 5 Forces theory I am discussing the major factors that affecting Uber business.
The COVID-19 pandemic
The ongoing COVID-19 pandemic seriously affecting Uber business and it may continue. It has adversely affected Uber growth and revenue. When the beginning of 2020 the World Health Organisation (WHO) declared the COVID-19 pandemic, many countries including UK introduce different lockdown measures. These include restriction on movement of people, social distancing, and work from home. Also, closing of all non-emergency businesses, educational institutions, quarantine order, restrictions on travel and public gathering has seriously affected people normal life. As a result, Government and businesses like Uber had to take many crucial decisions to protect their business, drivers, employees, and customers. Uber has immediately suspended their popular ridesharing option Uber Pool to support social distancing and prevent the spread of the virus. 
Political Effects
In order to abide by Government rules and regulation Uber had to close all of their offices, drivers and riders support centre around the world including London. Uber ordered all of their employees to work from home. The busy street of London suddenly became very quiet. A day before where the offices and workplaces were full of people suddenly it became a ghost town.
Alongside the Government furlough scheme Uber announced their own scheme to protect their drivers. During the first quarter of COVID-19, Uber has announced drivers financial assistance programme and supply of PPE (personal protective equipment) for their drivers without any charge. Also, Uber has announced millions of free rides for the emergency healthcare workers. That includes food delivery, helping older people those who are in needs. Especially in London Uber partnered with NHS to provide free ride for health workers and to deliver food and medicine for senior citizens. 
In order to operate the business according to the Government guideline during the COVID-19 pandemic Uber made important changes to their business strategy. In London Uber made it compulsory to wear face covering for all of its drivers and riders during trips unless exempt (Department of Health and Social Care, 2020). 
 To maintain social distancing and to prevent the further spread of the virus Uber has done necessary changes at their drivers and customers apps. Riders can no longer sit at the front and has to sit at the back and has to wear the face mask during whole of the journey.  Uber has suspended all sharing rides due to maintain social distancing. 
Economic Effects
The COVID-19 pandemic has seriously affected Uber business. The bar chart below has showed how the pandemic affected Uber business. From quarter 1 of 2019 to quarter 4 of 2019 the business was growing steadily until pandemic hit. The pandemic started on end of first quarter of 2020 and almost at the same time Uber continued to expand its food delivery business, Uber Eats, in London and many other cities in the world. The lockdown was introduced in end of first quarter of 2020 and despite the booming delivery services from Uber Eats, the business started to contract in first quarter of 2020. This is due to the reduced number of trips on Uber private hire services, as Uber business heavily relied on private hire services. In the second quarter of 2020 the business contracted severely which was almost 65% fewer trips compared to quarter 4 of 2019. Even the new delivery (trips) services which was expanding rapidly at that time could make much difference to the business.
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Figure 1: Bar chart showing trips in millions by Uber businesses from 2019 to 2020 divided into financial quarters. (This figure includes ridesharing trips and food delivery trips). (Uber 2020 Annual Report, n.d.) 
 

In the third and fourth quarter of 2020 when some of the lockdown measures has been lifted, the business has started to grow again gradually. Uber chief Dara Khosrowshah said that the firm’s two side of the business help Uber to steer the challenges ahead (BBC News, 2020). The new delivery service of Uber is a hope for the company but the COVID-19 pandemic has made the future of ridesharing business very uncertain. In first quarter of 2020 globally Uber net revenue was 3.3 billion dollars. But in the second quarter when lockdown introduced the revenue has gone down to 1.9 billion dollars which is a 40% decrease. The affect is mainly on decline on rides and decline in monthly active users (Business Leader, 2021). 

The full economic and financial impact on Uber is completely not measurable as the COVID-19 pandemic is still ongoing. Right now, Uber is prioritising the health and safety of their drivers, employees, customers, and people those who are using their app. Alongside Uber is trying to figure out the full effect of COVID-19 on their business and way of operations, results and impact on economic and financial positions and cash flows due to a number of uncertainties.

Social, Mental, and other Effects

The ongoing COVID-19 pandemic has drastically affected the peoples social and mental health. The pandemic has affected all segments of life specially those who are in socially vulnerable, young, and old. It has led to a prolonged exposure to stress, anxiety, depression, and other mental health issues. Social distancing and lockdown measures has affected people personal life and professional life. One of the UN reports said that if the mental and social crisis issue created by COVID-19 has not tackled appropriately then it will significantly increase the inequality, exclusion, discrimination, and global unemployment in the medium and long term. (Un.org, 2021)
The COVID-19 pandemic has significantly affected many of Uber drivers mental and emotional health. The sudden loss of job and uncertainty put them and their family in a difficult situation of life.

Opportunity created by COVID-19
The COVID-19 pandemic has brought the opportunity for Uber to expand and grow their business in delivery services. Due to the COVID-19 pandemic all restaurants were closed, and takeaway food delivery was the only option, as a result the delivery services was booming at that time. At the beginning, the service was restricted to around 60 towns and cities in the UK, but it has now increased to almost 100 (Edmonds, 2018). Uber partnered with the popular fast food restaurant Mc Donald’s, KFC, and many more local restaurants to deliver food through their app. Uber has recruited thousands of delivery drivers in London and around the country to provide the service. Uber has used the perfect environment to grab the opportunity to expand their business in a new sector.

Legal factors: Uber driver classification, Self-employed, worker or employee
[bookmark: _Hlk81794155]The classification of Uber drivers are a big question in many countries. In UK before the arrival of Uber and its technology private hire drivers were classified as self-employed independent contractor. But when Uber started to operate in London and drivers started to work for Uber then the issue came into limelight what is the real status of Uber driver. Since the beginning Uber was always said that its drivers were self-employed, and they are not eligible for national minimum wage, holiday, or sick pay. In order to resolve the matter in 2016 two former Uber driver James Farrar and Yaseen Aslam filed a case and took Uber to an employment tribunal. Finally on 19th of February 2021 the UK supreme court delivered their verdict and handed down a landmark judgment in the case of Uber BV v Aslam, almost five years after the case was first heard in an employment tribunal. The Court ruled that drivers were not self-employed or independent contractors, but actually they worked for Uber and were therefore entitled to certain employment benefits (Ferguson, 2021).  

· The UK Supreme Court said there are some factors that inspired their decision regarding this matter, the most significant were: 
· Uber driver and rider app has a rating system and if any driver’s rating falls below a specified level, then the driver could face limit using the platform and as a result the cancellation of their contract.
· The prices were decided and determined by Uber and the drivers had no say about it.
· The agreements terms and conditions between drivers and Uber are set by the Uber and the driver has nothing to speak about it.
· Uber always observed the ride request and if a driver did not accept and complete the specified number of calls Uber could punish the driver and can restrict them to using the app.
(Hcrlaw.com, 2018)
· Changes for UK drivers after the ruling: 
· Uber said drivers who are using the ridesharing app will be acknowledged and treated as workers with all the added benefit.
· The company will pay at least the national minimum wage for the drivers who are over 25 years old after a trip accepted and until ends.
· All drivers are eligible to receive the holiday payment based on 12.07% of their income on every 2-week basis.
· All drivers are entitled to be automatically registered into a pension arrangement contributed by Uber and driver as well.
· Free insurance through AXA insurance for all drivers in the event of a sickness or accident injury.
· One off parental payment for every driver.
·  Drivers still has the flexibility to decide when and where they want to work.

Due to the Supreme Court ruling Uber had to reform their business strategies and operating system in UK. The ruling heavily impacted on Uber Business and its services, the way they operate. It was a major legal blow for Uber in London and may lead to other countries challenging Uber legal status.

Major threats to Uber
The private hire services and delivery services in London are highly competitive. There are companies in London which are decades old and providing high quality services, such as London traditional black cab, Addison Lee, Deliveroo, Just Eat and other minicab services. Many of them are well established and low-cost alternatives for many Londoners. Also, low barriers to entry, low switching costs and highly capitalised companies and new entrants are the potential threats for Uber in London. Moreover, for drivers, riders, and consumers to switch over between product and services is very low or no cost. It is easy to change operator for a driver and join with the new operator with the highest earning potential. Similarly, a rider and a restaurant or takeaway owner can easily switch towards the lowest service fee provider. In addition, some well capitalised companies are offering low-priced services, driver incentives, discounted and more innovative products to customers to attract and retain customers. All or some of these factors can adversely affect Uber business in London and many cities in the world now and in future.

To remain competitive in the market specially in London Uber may need to lower trip fares, service fees and to add more promotions and discounts for drivers and customers according to the market needs. Most importantly Uber need to keep majority of the drivers on their side to satisfy the consumer needs and services, as drivers are crucial to deliver the services and products. If Uber unable to keep a critical mass number of drivrs, then the company’s growth will be heavily impacted. 

Ethical dilemmas and issues
[bookmark: _Hlk81856048]Sam Levin wrote an article on 19th of February 2017 regarding sexual harassment at Uber workplace. Originally the claim was made by Susan Fowler a former employee of Uber. First the employee wrote a blog and gave details of the sexual harassment experience which was conducted by her manager. The report was quite shocking for Uber and immediately the former CEO of Uber announced an urgent and detailed investigation. The employee said, she joined with the company as an engineer and at the first day at her job her manager sent her a series of inappropriate messages including sex and he was looking for a new partner. The employee screen shoot the messages and sent it to the HR offices. The employee thought Uber is a big company and dealt with the matter immediately. But she was wrong, she faced resistance. According to the HR offices he was the one of the top managers and this was his first offence. The HR only gave him a warning and resolved the matter (Levin, 2017).

After that, the employee talked to the other female colleagues and found out that the manager did similar things to other employees and HR did not take any action and eventually the manager left the company. Later on, when Susan Fowler tried to change her team, then she was blocked by HR, despite her qualification and 100% performance score. After contacted with the HR she was told that her job at risk and one more complaint would cause her termination. Although, according to law it was illegal to terminate an employee based on this complaint. Ultimately, she quit the job. (Levin, 2017).
Uber is a large organisation and serious issues like this can affect the performance of employees and departments. Uber needs to handle these matters promptly and accordingly as soon as they arrive. 

Conclusion
As shown in this report, Uber is affected by a broad range of external factors, and many of these have an effect on the efficiency and operations of the organisation. One of the biggest factors that has affected Uber in recent years has been the political and legal disputes it has faced regarding its ability to operate in cities like London and the classification of its drivers, whether they are self-employed or workers. The COVID-19 pandemic has recently changed the landscape in which Uber has to operate in, drastic falls in trip numbers and the reorganisation of their business (food delivery vs. ridesharing) has forced Uber to adapt its organisational culture in order to maintain efficiency. Uber has also had issues with their brand reputation, due to a number of ethical dilemmas they have faced which has resulted in negative publicity. 
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Self-Reflective Essay
421 Words
When I completed level 4 of my Certificate of Higher Education in Skills for the Workplace, I became very happy. The feeling was so different than any other time. It was like I achieved something that I wanted for a long time. I told my wife, my 3 children, I shared my feelings with them, and I was proud. At the same time, I was wondering would I be able to continue my study and take admission on level 5 to study B.A (Hons) on Leadership and management skills. Because I work full time and some time it is difficult to divide time among study, work, and family. Also, I have a daughter who goes to school and me and my wife divide our time every day to drop her off and pick up her from school. While I was thinking in back of my mind what I would do, I received an email from my university, offered me to join the course. I discussed it with my wife and daughter, they encouraged me to join the course and they will help me to do my other work while I will be busy at studying. Then I instantly made up my mind and decided to join the course.
The variety of information I have learnt a variety of information that has been revealed to me, that was not revealed to me as a worker for Uber. This module has taught me that Uber is a big business but because it is so big, it can easily be affected by many external factors and this in turn can affect the organisational efficiency of Uber as a business. I learnt how fragile big businesses are, for example the huge number of rideshares that dropped due to the COVID-19 pandemic had a very big impact on Uber and its income. Uber had to focus a lot and analyse their business to recover. I also learnt a lot about the serious impact of ethical dilemmas, and that Uber has not had very good publicity in the last few years. From my research I found that to run and expand their business, Uber must keep the majority of drivers in the gig economy on their side, they cannot lose their drivers to competitors because they are the main method of running their business. Uber must also consider its innovations and be careful in how they invest, such as for self-driving cars, because if they do not be careful, their competitors may come up with better models. 
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Trips. We define Trips as the number of completed consumer Mobility or New Mobility rides and Delivery meal or grocery
deliveries in a given period. For example, an UberPOOL ride with three paying consumers represents three unique Trips, whereas an
UberX ride with three passengers represents one Trip. We believe that Trips are a useful metric to measure the scale and usage of our
platform.
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