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[bookmark: _Toc228444868]CHAPTER 1: INTRODUCTION
[bookmark: _Toc228444869]1.1 Background of the Study
The modern business environment has seen digital technology emerge as one of the strongest forces of organisational change. The high evolution rates of technologies, including mobile applications, artificial intelligence (AI), big data analytics, and algorithmic management systems have altered how organisations operate and deal with employees to a great deal (Narayanamurthy and Tortorella, 2021). Through these technologies, organisations are able to automate operations, gather real time information, increase communication and operational efficiency. Because of it, numerous firms have implemented digital platforms as a core element of a business model (Yang, 2022; Tsou and Chen, 2023). According to the research, the digital transformation also leads to the organisational innovation and the performance of the firm as it allows organisations to use the data-driven decision-making process and acquire new technological opportunities (Gaglio et al., 2022; Sharabati et al., 2024).
The gig economy is one of the areas where the digital transformation has had such a significant effect, where platform-based work arrangements and flexible employment relations are the defining traits (Popan, 2024). When dealing with this industry, digital platforms are the mediators between service providers and customers. These platforms are based on digital technologies that allow distributing tasks, organizing the work performance, tracking the performance of the employees, and providing communication between laborers and customers (Moore et al., 2024). It has been proposed that the fast development of digital platforms has altered the nature of traditional relationships between labour and brought new types of digitally-mediated work organisation (Pulignano and Grimshaw, 2025). Consequently, digital platforms have been of such a significant nature that it has become a hallmark of the contemporary labour market, especially those in service-based sectors where flexibility and efficiency are highly appreciated.
The gig economy has been growing at a high rate in the United Kingdom (UK) in the last ten years with online platforms forming a significant segment of the service sector. Firms like Deliveroo, Uber Eats, and Just Eat utilize digital infrastructures, which handle thousands of workers and service transactions daily (Al-Kharabsheh et al., 2022). Deliveroo is one of these companies and has become one of the most successful food delivery platforms in UK, which connects restaurants, clients and riders in a complex digital system. As noted by Lloyd and Payne (2023), technological innovation has been an important force in transforming the organisation and labour processes of service industries in UK. Likewise, according to research, digital technologies are changing the job roles and skills needed in the logistics and delivery business since organisations are becoming more dependent on technological systems to align operations (Bryson and White, 2024).
The activities of Deliveroo are closely connected to digital technology. Apps, GPS positioning, and machine learning are some of the ways that the company organizes deliveries and manages its human resources (Marfriady, 2023). Through the Deliveroo rider application, riders get delivery requests, follow their routes, check their incomes, and communicate with the platform. Simultaneously, the algorithmic systems of Deliveroo process real-time data to assign orders and calculate delivery routes and assess the performance of riders by a range of metrics, including speed of delivery, acceptance, and customer rating. Studies have shown that online platforms are based on sophisticated technology systems to operationally scale up service networks and streamline the performance of operations (Karim, Khan and Adeleke, 2024; Benjamin, 2025).
There are multiple benefits of the digital technology integration into organisational processes. Digital platforms have the ability to make things more efficient through being able to optimise delivery routes, shorten waiting times and make communication among stakeholders to be quicker (Najmi and Husna, 2025). The technologies are also efficient in enabling the companies to control performance, as well as service quality; by automated performance evaluation systems. Digital tools can be used to instruct employees and provide navigation services to riders and direct them on completing their tasks by availing real-time information (Deng et al., 2023). Past research indicates that digital technologies can enhance the productivity of the employees through increased collaboration on digital knowledge sharing and facilitating the organisational learning process (Karim et al., 2024). Similarly, Adenekan and Jimoh (2021) believe that job performance in an organisational environment can largely be impacted by technological competence and digital innovation.
Nevertheless, the increasing use of digital technologies in the platform-based organisations has also posed significant questions concerning their influence on the employees. Technology is usually used not just as a coordination tool in digitally controlled workplaces, but a monitoring and control of employee behavior (Harahap et al., 2023). The algorithmic management systems will be able to monitor the workers activity and performance rates and may affect the experience of working and the psychological state of employees. Researchers claim that the digital surveillance can cause more work and less control over the working process in employees (Popan, 2024).
With the example of Deliveroo in the UK, the riders work in a much digitised workplace, in which the majority of managerial decisions are made automatically, not by human oversight. Although such systems might bring about efficiency and transparency within an organisation, it might also cause pressure on the workers to ensure that they perform at high levels in the organization (Hanaysha and Alzoubi, 2022). Constant surveillance and automated appraisal can have an impact on the motivation of employees, their job satisfaction, and stress. The studies on the gig economy platforms have shown that algorithmic management systems can deepen labour conditions when workers strive to achieve digital performance targets established by platform algorithms (Pulignano and Grimshaw, 2025; Cini, 2025).
Thus, the role of digital technologies in employee performance has become a critical issue to organisations that work in the gig economy. Using the example of the company Deliveroo in the UK, the current research attempts to find out how digital technologies contribute to the work experience and performance outcomes of employees who operate in a platform-based organisational framework (Umar et al., 2025). More and more scholars state that studying the interplay of digital technologies and employee behaviour is the key to making the larger picture of what digital transformation implies in the contemporary workplaces (Öngel et al., 2023; Wang et al., 2024). 
My choice of this topic is driven by the fact that I am interested in the way digital technologies are changing the workplace in the present-day world, particularly in the gig economy. The development of applications like Deliveroo prompted me to wonder about the role of algorithmic systems and digital tools with regard to employee performance. I would have liked to investigate not only the advantages, which are efficiency and productivity, but also the difficulties, which are stress and less autonomy. Moreover, the research which has been conducted, specifically in the context of employee performance on the platform-based organisations in UK, was limited, which inspired me to cover this gap. The work represents my research passion in the digital transformation and how it affects the work experience of the personnel.
[bookmark: _Toc228444870]1.2 Problem Statement
Even though digital technologies have become pivotal to the work of platform-based organisations like Deliveroo, minimal knowledge exists regarding how such technologies affect the performance of employees. Various organisations allocate the huge investment in digital systems hoping that the technologies can enhance efficiency, productivity, and quality of the services (Tsou and Chen, 2023; Sharabati et al., 2024). Nevertheless, the effect of digital technology on the employees working under these systems is complicated and not completely comprehended. According to the scholars, the effects of digital transformation on organisational performance can be positive, but the impact of the technologies on employee behaviour and work outcomes can be different and depends on the ways of implementation and integration of technologies to organisational processes (Ahmed and Hamdan, 2023; Odebode and Ogunbayo, 2025).
The application of digital technologies in the context of Deliveroo in the UK is the management and coordination of the work of delivery riders based on algorithmic systems and mobile applications. These systems automatically delegate the work of delivery, track the position of the riders, and analyze the performance based on a set of measures. Although these technologies can help to make operations more efficient, they also result in new types of digital surveillance and algorithmic management that can directly influence the working conditions of the employees (Joyce and Stuart, 2021; Woodcock, 2021). Findings on the digital platforms also suggest the implication of algorithmic management systems in organising the gig economy labour as well as define the experiences and autonomy of workers in platform-based organisations (Challender and Viskum, 2025; Popan, 2024).
Employees in the digital controlled workplaces are usually under constant monitoring by performance management systems. They are measured using their performance indicators which include the speed of delivery, acceptance rate of orders, and the customer rating. Even though these systems can enhance accountability and standardisation, they can also cause work pressure and make employees feel less autonomous (Nurain et al., 2024). Algorithms can force employees to achieve specific performance standards that can cause stress and fatigue as well as lower job satisfaction (Harahap et al., 2023). Past research also adds to the fact that constant digital control can increase work pressures and affect the mental health of employees working in technologically mediated environments (Duan et al., 2023).
Transparency of algorithmic decision-making is another problem related to digital management systems. The employees might not comprehend the manner in which the tasks are distributed or the manner in which performance assessments are computed (Grzesiak and Ulrych, 2025). Such lack of openness can impact the idea of fairness and confidence in workers in the platform that can eventually influence their motivation and performance (Peng et al., 2025). According to scholars, unclear algorithmic management systems may cause ambiguity among employees and undermine trust between the employees and the digital platforms (Cini, 2025; Tzanakopoulou, 2025).
Although the application of algorithmic management systems in the gig economy is becoming more frequent, to date the bulk of available research is concerned with organisational productivity, technological innovation, or customer satisfaction and not with the performance outcomes of employees (Zhang et al., 2025). Moreover, most studies discuss the gig economy overall without outlining the particular organisation like Deliveroo that functions within the UK (Moore, et al., 2024). Consequently, the connection between digital technologies and the work of the employee is under-researched, especially in the platform-based labour setting (Bryson and White, 2024).
Consequently, there has been a huge gap in research on how digital technologies can affect the productivity, efficiency, motivation and stress levels of the employees in platform based organisations. A clear picture of such effects will allow organisations to be able to develop digital systems that ensure sustainable employee performance at the same time keeping their operations efficient (Gül, 2025; Wang et al., 2024). Thus, the proposed study attempts to fill this gap by investigating how digital technology influences the performance of employees in Deliveroo in the UK setting. The research will be conducted to investigate the positive and negative impacts of digital technologies on the working experiences and performance performance of the employees. In this way, the research will help offer an understanding of how organisations can work more efficiently with digital technologies without jeopardizing staff welfare and performance in the long run.
[bookmark: _Toc228444871]1.3 Research Aim
The aim of the research will be to learn how digital technologies applied in the work of Deliveroo affect the productivity, efficiency, and quality of the work of employees, and how employees themselves experience the impact of the technologies on their motivation and stress.
[bookmark: _Toc228444872]1.4 Research Objectives
The objectives that have been established in order to fulfill the research aim are as follows:
1. To discover what kind of digital technologies is applied by Deliveroo to manage and support employees.
2. To assess the effects of digital technologies on the productivity, efficiency, and quality of work of the employees.
3. To investigate the perceptions of the employees regarding the effects of digital technologies on their motivation, stress rates, and the overall performance.
These aims will serve as the guide to the research process as well as assist to organize the analysis of the existing literature connected with the digital technology and employee performance.
[bookmark: _Toc228444873]1.5 Research Questions
According to the research objectives, the study will answer the following research questions:
RQ1: How do Deliveroo use digital technologies to help and manage employees?
RQ2: What impact do these digital technologies have on the employee productivity, efficiency, and work quality?
RQ3: What is the perception of the employees regarding the impact of the digital technologies on their motivation, stress, and overall performance?
The following research questions offer a structure of examining the connection between digital technologies and the performance of employees in the platform-based workplace of Deliveroo.
[bookmark: _Toc228444874]1.6 Significance and Relevance of the Study
The study has both theoretical and practical implications. Academically, the paper can be regarded as an addition to the existing research on the topic of digital transformation and employee performance. Digital technologies are assuming a more important role in the contemporary work places, but little research has been done concerning the impact of these technologies on the individual employees of the platform based organisations. Most of the literature is based on the outcomes of organisations like productivity, efficiency or profitability, as opposed to looking at the experiences and performances of the workers. This study fills a significant research gap in the literature because it examines how digital technology affects employees operating at Deliveroo. It offers information about the effect of algorithmic management systems and digital monitoring devices on employee behaviour, motivation, and performance outcomes.
The study is also of theoretical relevance. It relies on the theoretical frameworks of the Job Demands Resources (JD-R) model and the socio-technical systems theory to understand the impact of digital technologies on the performance of employees. These theoretical frameworks assist in the analysis of the balance between the needs of technology and the resources available in addition to the interplay between the technological systems and human workers. Regarding practical value, the results of this research can be valuable information to the managers and organisations working in the gig economy. Firms like Deliveroo have been hugely dependent on online technologies to facilitate employee management and organization of service delivery. The knowledge of the effect of these technologies on employee performance can enable organisations to create more efficient digital management systems.
As an illustration, organisations can enhance the performance of the employees by making sure that the digital technologies serve the workers but not merely observe them. Clearly communicated information to employees, adequately designed performance assessment mechanisms, and favorable computer-aided tools can not only increase productivity but can also positively affect job satisfaction and well-being. It could also have policy implications on policymakers and labour organisations. With the growing popularity of digital platforms in the labour markets of the present day, the working conditions of the platform workers have become a subject of growing concern. The findings of this study can be used to contribute to the explanation of ethical digital labour regulations, worker welfare, and responsible workplaces. Thus, this research will help to understand the role of digital technologies in determining the performance of employees in platform-based organisations better. The research offers useful information to organisations, workers, and policymakers through assessing the advantages and issues with the use of digital management systems.
[bookmark: _Toc228444875]1.7 Brief Research Methodology
The methodology of the current research is a qualitative study, which is grounded on the secondary data analysis. The study aims at reviewing and analysing the current scholarly literature on the topic of digital technology, algorithmic management, platform work and the performance of the employees.
The study is based on the interpretivist research philosophy. Interpretivism presupposes that the reality is socially constructed, and people perceive their experience differently. The given philosophy fits the given study as it is focused on the comprehension of the effects of digital technologies on the work experiences and perception of the employees.
The inductive research style will be applied to investigate patterns and insights to be drawn out of the available literature. The inductive method presents the researcher with the opportunity to analyse the data and come up with conclusions based on the observed relationships and themes as opposed to testing predetermined hypotheses.
The method of research will be to carry out systematic review of peer review academic journal articles published after 2021. The academic databases that will be used to identify relevant articles will include Google Scholar, ScienceDirect, Emerald Insight, Scopus, and Sage Journals. The main keywords that will be used in the search process will be Deliveroo, digital technology, algorithmic management, gig economy, platform work, employee performance, motivation, and stress.
Articles fitting the inclusion criteria will be picked to be analyzed. These are publication in peer-reviewed journals, applicability to digital technology and employee performance, and publication within the last three years (2021). Research which is not dedicated to the contexts of digital management or the performance of employees will be filtered out.
Thematic content analysis will be employed in the analysis of the selected articles. This technique will entail a systematic reading and coding of the literature to determine the themes and trends of digital technology and employee performance. Such themes as productivity, efficiency, monitoring, motivation, and stress will be studied to know the impact of digital technologies on the work experience and performance results of employees.
Secondary qualitative data will allow the research to extract information based on a broad scope of existing literature, but in a systemic and organized way of analysis.
[bookmark: _Toc228444876]1.8 Structure of the Dissertation
The dissertation is structured into a number of chapters with each of them concentrating on a particular area of the research.
Chapter 1: Introduction gives an introduction of the research topic which involves the background of research, research problem, research aim and objectives, research questions, significance of research, research methodology, and the general outline of the dissertation.
Chapter 2: Literature Review discusses the available scholarly literature relating to the subject of digital technology, algorithm management, and platform work and employee performance. It also speaks of the applicable theoretical foundations including the Job Demands Resources (JD-R) model and the socio-technical systems theory, and presents the main gaps in research that this study attempts to fill.
Chapter 3: Research Methodology describes the research design and methods in the research. It mentions the research philosophy, research approach, research strategy, data collection methods, inclusion and exclusion criteria, data analysis methods and ethical considerations.
Chapter 4: Findings and Analysis summarizes the findings of the thematic analysis done on the literature chosen. It determines the themes and patterns concerning digital technology and employee performance.
Chapter 5: Discussion explains the findings of the research compared to the available literature and theoretical frameworks. It explains the organisational, employee and research implications of the results.
Chapter 6: Conclusion and Recommendations provides a summary of the main findings of the study, its contributions and recommendations to organisations and policymakers. It further explains the research shortcomings and recommends future research directions.
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[bookmark: _Toc228444878]2.1 Introduction
The growing nature of the digital technology in the business operation has reshaped the structures of organisations, management practices and the role of employees in a major way (Hanaysha and Alzoubi, 2022). Digital transformation is the use of digital technologies to enhance organisational operations, decision making and service delivery. Over the last few years, companies in the fields of different industries have been progressively adopting digital platforms, artificial intelligence, big data analytics, and mobile apps to improve their performance competency and competitive advantage (Zhang and Chen, 2024; Gupta et al., 2024). The utilisation of digital technologies has become a critical concern to enhance productivity, promote innovation, and facilitate more efficient reactions to the changing customer needs as organisations are functioning in highly competitive and dynamical markets (Gaglio et al., 2022; Odebode and Ogunbayo, 2025).
In the modern business environment, digital technologies are not only applied to enhance the productivity of the organisation, but also serve in managing employees and coordinating work activities (Yang, 2022). Most organisations have adopted digital systems as part of their approaches to ease communication, automation and performance monitoring among the employees. The use of digital technologies in the administration of labour has only been intensified by the advent of the gig economy (Riyanto et al., 2021). Platform-based organisations arrange work using digital platforms that connect the provider of services with the customer at the same time tracking the performance of the workers in an algorithmic system (Joyce and Stuart, 2021; Woodcock, 2021). These online tools enable organisations to organize tasks, coordinate workflow, and appraise employee behaviour, assign work, and supervise work with few directives, which ensures better efficiency of operations and gives organisations the opportunity to operate in the most effective way and supervise several workers (Challender and Viskum, 2025; Popan, 2024).
Gig economy has been significantly developed in United Kingdom especially in the food delivery industry (Narayanamurthy and Tortorella, 2021). Firms like Deliveroo have come up with digital systems that help them to organize thousands of employees, restaurants, and clients in real time. Deliveroo works mainly on an online platform where riders will get delivery requests, route tracking, and contact the customers via mobile apps (Sharabati et al., 2024). Simultaneously, the platform relies on algorithmic systems and data analytics to allocate tasks, track performance and optimise delivery operations (Bivona, 2023; Cini, 2025; Tzanakopoulou, 2025). These technologies can help the firm control extensive delivery networks in a cost-effective way and keep the quality of the services and flexibility in operations in the fast-growing UK on-demand delivery sector (Moore et al., 2024).
Despite the fact that digital technologies have provided new opportunities to enhance the organisational performance, their impacts on employee performance and work experiences are complicated. Other studies propose that digital technologies can promote the productivity of employees by giving them helpful tools, better access to information, and more effective communication systems through which they can fulfill their tasks (Deng et al., 2023). Knowledge sharing and collaboration can also be promoted through digital work systems, which can have a positive impact on employee performance and organisational productivity (Marsh, 2021; Jiang et al., 2023). Nonetheless, some other scientists believe that algorithmic management and digital surveillance can introduce new types of control at the workplace, which, in turn, influence the motivation of employees, their job satisfaction, and well-being (Harahap et al., 2023; Popan, 2024). Constant oversight and evaluation of performance might add pressure and job stress to work, which might have negative effects on employee engagement and future performance results.
Since digital platforms are gaining growing significance in the UK gig economy, the key aspect to consider is the role played by digital technologies in the ways employees perform in these settings. The significance of understanding this relationship can be justified especially in organisations like Deliveroo where digital systems are central into the work coordination process and the process of assessing the performance of workers. Thus, the chapter is a critical review of the literature that can be found on the topic of digital technology, algorithmic management, and the performance of employees. The chapter also addresses the main research themes that apply to the study as well as presents the conceptual framework within which the research is conducted.
[bookmark: _Toc228444879]2.2 Digital Technology and Organisational Transformation
The world of digital technology has been identified as one of the greatest sources of organisational change in the modern business world. Digital tools are becoming popular among organisations as a way of boosting their efficiency, communication, and decision making processes (Caesario, 2022). Bivona (2023) indicates that digital technologies allow organisations to automate routine operations, gather large amounts of data, and optimise them with the help of advanced analytics. On the same note, Tsou and Chen (2023) maintain that digital technology enables companies to increase organisational innovation and the firm performance through strategic digital transformation. However, as the positive contribution of digital technologies to increase efficiency and performance are pointed out by these scholars, other reports indicate that the advantages of digital transformation can vary according to the ability of organisations to combine technology with the human resource practices and organisational culture (Zhang and Chen, 2024). This implies that adoption of technology (by itself) is not necessarily likely to lead to better organisational performance unless it is complemented by supporting organisational structures and management practices (Gul, 2025).
New business models have also been created as a result of the use of digital technologies. Digital infrastructures have become more common in industries, including transportation, hospitality, and food delivery services, with platform-based organisations becoming more common. These applications are based on the interrelationship of digital systems which are used to organize the dialogue between various stakeholders such as employees, customers and business partners (Najmi and Husna, 2025). According to Gaglio et al., (2022), digital transformation can improve the level of innovation and productivity because organisations can reorganise the work around data-driven processes. Conversely, other researchers point out that platform-based models are efficient but also bring new digital power over the workers in the form of algorithmic management technologies (Joyce and Stuart, 2021). This implies that digital technologies can both enhance the productivity of organisations and at the same time, transform the nature of power between organisations and the employees (Gupta et al., 2024).
Service based industries have been impacted especially by the digital transformation, as the rate and effectiveness of service delivery can be considered as key factors in sustaining competitive advantage (Kurniasih et al., 2022). Chen et al. (2021) postulate that digital technologies allow organisations to build flexible and scalable service systems which could respond promptly to demand fluctuations. As an example, digital platforms may be used to dynamically distribute resources in real time according to data, enabling organisations to effectively run large-scale operations. Similarly, Gupta et al., (2024) accentuate that innovative technologies, including artificial intelligence and data analytics, help organisations enhance performance by enhancing the decision-making process. Nevertheless, according to other scholars, the degree of dependence on the technological system can also decrease human contact in the management process and possibly introduce new issues associated with employee autonomy and job satisfaction (Harahap et al., 2023). Thus, despite the beneficial effect of digital technologies on the efficiency of the services, this question is still controversial regarding the impact of digital technologies on employees.
Digital platforms have changed the traditional forms of services offered in the food delivery sector by allowing business people to make orders using mobile applications and deliver them in less time (Marfriady, 2023). Businesses like Deliveroo are dependent on online technologies to organize the delivery operations between restaurants, riders, and clients. The platform gathers the real-time information on the locations where deliveries are made, traffic situation, and order requests and enables the system to optimise delivery routes and enhance service delivery (Cini, 2025; Bivona, 2023). Although such digital systems make operations more efficient and responsive, researchers like Popan (2024) point out that the prospects of the gig economy tend to be based on digital surveillance and algorithmic control structures that exacerbate the labour situation of the employees. Correspondingly, Tzanakopoulou (2025) points out that digital technologies can also perpetuate labour subordination due to technological control processes that are embedded in the platform algorithms. This is one of the main contradictions of the literature: in as much as digital platforms lead to better service efficiency, they can also give rise to new issues related to worker autonomy and working conditions.
Although the digital transformation has opened immense opportunities to enhance the organisational performance, it has transformed the nature of work in an organisation. Workers are becoming more exposed to computerized systems as opposed to the conventional management systems. Consequently, technological systems tend to incorporate management processes instead of being done by human supervisors (Nurain et al., 2024). According to Joyce and Stuart (2021), the algorithmic management systems enable organisations to manage the work process more effectively through the application of data-driven monitoring. Conversely, Woodcock (2021) proposes that this type of digital management can also cause workers to become more resistant and act as a challenge to managerial control, especially when working in the platform-based setting.
This digitalization of management has brought up some pertinent issues on the role of technology in affecting workforce behaviour and performance. Scholars have started to address the question of the algorithms changing the workplace relationship, specifically in those organisations where the algorithmic system is a key component (Kahfi, 2022). According to Deng, et al., (2023), digital technologies may enhance the performance of employees due to the possibility to share knowledge and increase the access to information. Nevertheless, according to other studies, the same technologies can cause job stress, work pressure because there is always monitoring and performance evaluation (Harahap et al., 2023). This contradictory evidence raises the point that digital technologies may have both beneficial and adverse effects on the employees based on the implementation and management of such systems in organisations.
[bookmark: _Toc228444880]2.3 Algorithmic Management in the Gig Economy
The idea of algorithmic management means that digital algorithms and systems based on data are used to distribute tasks, track their performance, and control the actions of workers (Duan et al., 2023). Algorithms are used to implement most of the managerial roles in platform-based organisations, including task allocation and performance appraisal, by an automated system (Cini, 2025). The systems are based on data analytics and real-time monitoring technologies to control the employees and organize the working process efficiently (Joyce and Stuart, 2021).
Wood (2021) argues that algorithm management systems also allow organisations to organize a large number of workers without engaging in a lot of managerial control (Peng et al., 2025). These systems make use of real-time information in order to effectively distribute tasks so that work is distributed depending on aspects like location, availability, and the level of demand (Benjamin, 2025). To illustrate, in food delivery services like Deliveroo, the choice of a rider to be assigned or not to be assigned a delivery order depends on the proximity, availability of the rider, and estimated delivery time, which are calculated through algorithmic systems. Likewise, Challender and Viskum (2025) point out that platform-based labour management organisations have prioritised the use of algorithmic systems with technology playing an increasingly important role over traditional supervision.
The capacity to handle high volumes of data within a short period of time and with accuracy is one of the biggest strengths of algorithmic management. In comparison to the normal management structure, automated systems are capable of analysing real-time information and making decisions quicker. This enables organisations to streamline operations and enhance efficiency of the services (Adenekan and Jimoh, 2021). According to Bivona (2023), digital performance management systems can help organisations to understand the operation data and enhance performance delivery using advanced digital monitoring and analytics.
Nevertheless, although algorithmic management enhances efficiency within the organisation, it brings new complications to the employees. Baiocco et al. (2022) contend that online platforms are usually dependent on sustained surveillance devices that observe the activity of the workers and the performance metrics. These systems gather information on aspects like delivery speed, rates of accepting tasks and customer ratings. Joyce and Stuart (2021) also posit that platform-based work can be characterised by new types of digital control when technology dictates the behaviour of workers using an algorithm-based monitoring system.
Monitoring systems based on digital monitoring will be able to build a workplace environment where there is relentless scrutiny and appraisal of performance. Employees can be under the pressure of the platform to ensure high rating of performance to get more work or to avoid being penalized (Karim et al., 2024). Consequently, the employees are likely to be more concerned with speed and efficiency at the expense of other elements of service quality (Huu, 2023). According to Cini (2025), employees of delivery platforms are likely to alter their behaviour in ways that are strategically designed to counteract algorithmic surveillance systems to retain positive ratings and be able to work.
The lack of transparency in decision-making processes is another problem related to algorithmic management. Employees usually do not understand the ways in which algorithms are used in assigning tasks or measuring performance (Hoang et al., 2025). According to Woodcock and Cant (2022), such non-transparency may lead to uncertainty and distrust among the workers, especially when the workers feel that when making decisions affecting their employment, they do not fully comprehend the systems that are used to make decisions. Similarly, Popan (2024) points out that algorithmic management can become a contributor to digital control of workers at the gig economy settings.
These issues indicate the relevance of researching the role of algorithmic management on employee performance and work experiences. Although digital platforms are built on the problem of the algorithmic system to enhance efficiency and operational coordination, the effects of the systems on the motivation, stress, and performance outcomes of workers are still a controversial topic in the literature. Consequently, a research is necessary in order to get an insight into the impact of algorithmic management practices on the behaviour and performance of employees in platform-based organisations like Deliveroo.
[bookmark: _Toc228444881]2.4 Digital Technology and Employee Performance
Employee performance can be defined as the efficiency in which employees can undertake job duties and make contributions towards organisational goals. Training, leadership, workplace environment, and employee motivation are traditionally the factors that have impacted the employee performance (Riyanto et al., 2021). Nevertheless, the growing adoption of digital technologies in organisational management has brought with it new variables that define the performance of employees. According to recent studies, digital technologies start to play a significant role in the productivity of employees as organisations can use them to enhance communication, knowledge sharing and workflow optimization (Kahfi, 2022; Nurain, et al., 2024).
Digital technologies can improve the performance of the employees by offering some tools which help the workers to make decisions and perform tasks. As an example, communication systems, digital ones help the employees to share the information faster and to coordinate the activities more effectively. According to Deng et al., (2023), digital knowledge-sharing platforms enable employees to gain access to pertinent information and work in a more productive and quality way. Likewise, Chandwani et al., (2021) emphasise that digital technologies help employees improve their experience by communicating more efficiently and by gaining easier access to organisational knowledge. Nevertheless, as numerous research works highlight the positive aspects of digital technologies in terms of productivity, other scholars note that the efficacy of digital technologies is predetermined by the level of the digital skills of the employees and their capability to adjust to the new technological systems (Huu, 2023).
Digital technologies are at the center of the activities of platform-based organisations like Deliveroo, where the employees are guided through their duties. The Deliveroo rider application ensures that the riders have real-time access to the delivery point, the orders, and the time of delivery. The riders find the quickest routes with the help of the navigation systems and delivery time is shortened, and operational efficiency is enhanced. Bivona (2023) notes that digital platforms are using the developed systems of technologies to control the working process and organize the delivery of services more efficiently.
These online systems have the ability to improve the performance of employees by minimizing confusion and improving coordination among various stakeholders within the delivery process. When workers are provided with timely information that is correct, the workers are able to accomplish their duties more effectively. There are also studies that indicate that digital competence and digital use of the work place may have a positive effect on the productivity of the employees and their overall job performance (Gül, 2025; Hoang et al., 2025).
Nonetheless, digital technologies may also result in new challenges that impact the performance of employees. The development of continuous monitoring and performance assessment systems can add pressure to work and decrease the sense of autonomy of employees. Employees can feel like they are under constant scrutiny and that they are being judged using algorithmically calculated performance indicators. According to Harahap et al. (2023), the growing popularity of digital technologies at the workplace can contribute to the high rates of job stress because of the constant surveillance and the pressure to work harder.
According to Cini (2025), digital monitoring solutions that are employed by delivery platforms tend to focus on efficiency and speed, which might encourage employees to pursue behaviours that will maximize short-term performance results. This could work well in the short run, but it could also promote fatigue and stress in the employees. Equally, Joyce and Stuart (2021) maintain that platform-based workplaces tend to exacerbate labour conditions because the workers strive to achieve performance goals that are decided by the algorithm.
Moreover, the psychological effect of the digital monitoring is also to be taken into account. When employees feel they are watched every minute, there is a possibility that they become more stressed and anxious. In the long-term, this can decrease job satisfaction and have an adverse impact on performance. It is hence recommended by some scholars that organisations need to compromise between technological effectiveness and employee welfare to achieve sustainable performance results (Dao et al., 2025).
Thus, on the one hand, digital technologies can improve the level of productivity and operational efficiency, but on the other, they can also lead to problems associated with the well-being and motivation of workers. These dynamics are also crucial to the analysis of the impact of digital technologies on the performance of employees in platform-based organisations (including Deliveroo).
[bookmark: _Toc228444882]2.5 Employee Perceptions of Digital Technology
The perception of digital technologies by employees is critical in shaping the effects that digital technologies have on work experiences and performance of employees. Employees can perceive digital technologies as the assisting means that can be used to get their work done or as the control tools that limit their freedom. According to research on digital workplaces, the attitude of the employees towards technological systems can be a contributing factor to the effectiveness of this model in facilitating job outcomes and workplace engagement (Marsh, 2021; Jiang et al., 2023). Employees who see digital technologies as helpful and positive will be more inclined to utilize them positively and make them an integral part of their work.
According to Asadullah (2024), platform workers usually are ambivalent about digital technologies. On the one hand, online solutions allow employees to be more flexible and have access to income-generating possibilities. Workers would have a chance to decide when to enter the platform and take up tasks depending on their own availability. This feature is mentioned as one of the primary benefits of gig economy labor since it enables the employees to be more independent in the management of their working hours than with traditional systems of employment (Popan, 2024). Besides that, digital technologies can increase communication, coordination and efficiency of the tasks, which can positively affect the performance and engagement of the employees (Deng et al., 2023).
Conversely, the algorithmic management systems can diminish the control of workers on some of the aspects of their tasks. Algorithms and not the workers themselves determine the allocation of tasks, work performance assessment, and the work schedule. This may generate either a sense of uncertainty or powerlessness. As Joyce and Stuart (2021) state, algorithmic management can in many cases dislocate power to the workers in favour of the platform systems that control labour with the aid of digital surveillance and automated decision-making. Likewise, as Woodcock (2021) notes, employees who are subjected to algorithmic management can have little transparency when it comes to the manner in which decisions are made in a digital environment.
The factors that influence the attitude of the workers towards the digital management systems are perceived fairness and transparency. Having the employees feel that digital systems are fair and accurate in terms of assessing their performance, then they would be more inclined to approach such systems positively. It has been indicated that when employees feel that digital management practices are clear and inspiring, they are prone to portray greater motivation and increased work performance (Kurniasih et al., 2022).
Nevertheless, when employees feel threatened by the digital monitoring systems or they believe that this is an injustice towards them, their motivation can be reduced. Employees can perceive that they are being treated like information points as opposed to being individuals with special skills and experiences. These perceptions have the potential of impacting negatively on job satisfaction and engagement (Pulignano and Grimshaw, 2025). According to Harahap et al. (2023), too much surveillance on the internet can also cause job stress and low job satisfaction, especially when employees believe that the automated systems are studying them all the time.
It is thus crucial to understand the perception of digital technologies by employees to analyse the impact of the technologies on performance outcomes. The attitude of workers to digital systems may affect the reaction to the algorithmic approaches to management and the possibility to complete their work. Although digital technologies have the potential to improve productivity and effectiveness, the adverse attitude towards surveillance, fairness, or autonomy can also diminish motivation and engagement, which eventually influences input from the employees (Nurain et al., 2024).
When properly incorporated, digital technologies can optimize the organizational policies through the streamlining of organizational operations, pushing efficiency, and optimizing the allocation of resources. They help to make decisions based on data, which enables them to respond more quickly and dynamically to management. This, in its turn, may result in improved speed of accomplishing tasks, lower error rate, and improved customer service (Marsh, 2021). Workers, when interacting with these technologies, are frequently able to be equipped with tools that facilitate their work and make it more efficient. To illustrate, automation systems will be able to perform the repetitive tasks and the employees will be able to concentrate on other high value activities that demand creativity and critical thinking. Also, collaborative platforms are used to facilitate communication and sharing of knowledge to increase teamwork and productivity (Hoang et al., 2025).
In the case of organizations, it is imperative to align the digital tools with the policies. The policies that promote the idea of continuous learning, promote digital literacy, and can help employees to adapt to the new technologies are likely to enhance the success of integration. When employees are supported and assured of their use of digital systems, they tend to believe that such tools are useful and this increases their engagement and contribution to organizational objectives (Chandwani et al., 2021).
Academically, our article is adding to the expanding field of literature, which studies the dual effect of digital technologies on the outcomes in the workplace. Although it is evident that productivity gains can be made, our analysis also examines the psychological and motivational aspects that may drive the reaction of employees towards such technologies. With a balanced look at the negative and positive sides of the digital systems implementation, this study provides a balanced view of the wider concept of technology adoption in the workplace. We emphasize the need to balance the advantages of technology with the worries of employees that will result in the best performance of each individual and organizational performance.
[bookmark: _Toc228444883]2.6 Conceptual Framework

This research conceptual framework is founded on the two theories, Job Demands Resources (JD-R) Model and Socio-Technical Systems (STS) Theory. The theoretical approaches can be helpful in explaining the impact of digital technologies on employee performance in platform-based organisations. These theories will enable the study to compare the organisational and technological conditions that influence the work experiences and performance results of employees in digital workplaces (Ahmed and Hamdan, 2023; Zhang and Chen, 2024).
The Job Demands Resources model is a theory that puts forward the relationship between working conditions and the performance and wellbeing of employees (Bakker et al., 2023). By this model, job demands are those features of work that involve the sustained effort like workload, time pressure, and levels of monitoring (Demerouti and Bakker, 2023). Job resources are factors that assist employees in doing their jobs, including availability of tools, autonomy and organisational support (Riyanto et al., 2021). The past studies indicate that employees who possess adequate resources to face job demand tend to more frequently experience high rates of motivation and performance (Ongel et al., 2023). Nevertheless, in the situations when job requirements are overloaded in comparison to the obtained resources, staff members may feel stressed and less satisfied with their jobs, which can adversely impact their performance (Harahap et al., 2023; Dao et al., 2025).
Digital technologies may serve as job resources and job demands in the case of Deliveroo. As an example, the use of navigation tools and communication applications can enable employees to make deliveries efficient by sharing real-time data and ensuring better coordination between riders, restaurants, and customers (Jiang et al., 2023). Studies show that digital technologies are potentially helpful in contributing to the productivity of employees through information sharing and enhancing the effectiveness of tasks (Deng et al., 2023; Chandwani et al., 2021). Meanwhile, the application of algorithmic monitoring systems can augment the pressure on performance since it is constantly assessing the behaviour of the workers based on the digital performance indicators such as speed of delivery, and customer feedback. These monitoring systems can cause the work-related stress and decrease the feeling of autonomy among employees (Harahap et al., 2023; Joyce and Stuart, 2021).
The Socio-Technical Systems theory focuses on the relationship between technological and human aspects within the organisations. This theory suggests that the level of performance within organisations relies on the efficient same-page fit between social and technical systems (Wang et al., 2024). The introduction of technology by itself is not sufficient to ensure better performance without incorporating it into a way that will be beneficial to the employees and their capabilities (Curzi and Ferrarini, 2024; Zhang and Chen, 2024). According to this view, organisations should strike a balance in their technological effectiveness and human resources like motivation, skills and job satisfaction of workers (Hoang et al., 2025).
In platform-based organisations, including Deliveroo, the success of employees is not only determined by efficiency in technology, but also by the way in which workers respond to digital technologies (Dao et al., 2025). Provided that digital technologies are developed to address the needs of the employees and improve their working experiences, they can increase productivity and work satisfaction (Grzesiak and Ulrych, 2025). As an example, digital communication systems and navigation tools can assist workers to accomplish tasks more efficiently and eliminate uncertainty in the workplace (Nurain, et al., 2024). However, in case technological systems introduce too many demands or minimize autonomy, they can have a destructive effect on motivation and performance (Lloyd and Payne, 2023). According to the scholars of the gig economy, the algorithmic management systems may simultaneously enhance efficiency in the business in addition to increasing work pressures on platform workers (Woodcock, 2021; Cini, 2025).
These theoretical views argue that the conceptual framework of this study is that digital technology has an impact on employee performance in the form of productivity, efficiency, motivation and stress (Ahmed and Hamdan, 2023). Digital technologies could serve a better performance because they can bring more information and enable coordination among various stakeholders. Nonetheless, they can also develop new issues regarding tracking, workload, and the well-being of employees (Duan et al., 2023; Gül, 2025). Thus, to comprehend the effect that digital platforms have on employee performance in organisations like Deliveroo, it is important to analyse the positive and negative effects of digital technologies to gain a more thorough insight into their impact.
[bookmark: _Toc228444884]2.7 Conclusion of the Chapter

This chapter has discussed the existing literature on digital technology, algorithmic management, and employee performance in platform-based organisations. According to the literature, digital technologies are important in defining contemporary working conditions, especially in the gig economy. Online services like Deliveroo are highly dependent on technological systems to organize people and regulate organisational activities. Such systems help organisations to enhance efficiency, optimisation of resource dispensation, and quality of services. However, the literature also provides information that digital management systems can introduce new challenges to the employees. The system of continuous monitoring, algorithmic decision-making and performance evaluation can influence workers in terms of autonomy, motivation and psychological well-being. The review shows that the association between digital technology and employee performance is complicated and depends on various elements, such as worker perceptions, job requirements, and organisational practices.
Although the literature on digital platforms has expanded, there is still a lack of empirical material specifically on how digital technologies help to affect employee performance at Deliveroo in the UK. This study thus seeks to fill this gap by trying to understand the impacts of digital technologies on the productivity, motivation and stress levels of employees in this organisational environment. The theoretical background of the relationship between employee performance and digital technology is based on the conceptual framework that was developed in this chapter. It will be followed by the next chapter describing the research methodology applied to conduct the research.



[bookmark: _Toc228444885]CHAPTER 3: RESEARCH METHODOLOGY
[bookmark: _Toc228444886]3.1 Introduction
The chapter is a critical analysis of the methodological framework applied to examine how digital technology affects employee performance with reference to Deliveroo in the United Kingdom. It gives an elaborate explanation of the research philosophy, design, and approach and methods applied in data collection and analysis. Moreover, it deals with ethical concerns pertaining to the research. The methodological decisions in the current study are consistent with the research aim and objectives stated in Chapter 1 that is devoted to the comprehension of the effect of digital technologies on employee productivity, efficiency, motivation, and stress. A qualitative, interpretive method is therefore used due to the multifaceted and socially constructed nature of such phenomena. This allows a subtle analysis of the experience of employees in digitally mediated workplace, especially in the platform-based organisations like Deliveroo.

[bookmark: _Toc228444887]3.2 Research Philosophy and Assumptions
Research philosophy can be defined as the principles that are held about the nature of knowledge (epistemology) and reality (ontology) (Saunders et al., 2003). This paper uses an interpretivist philosophy that is based on the premise that reality is constructed socially and that human experiences are subjective and context-reliant. The interpretivism is especially suitable in this study as it aims at investigating the perceptions and understanding of digital technologies intervention on the work of employees. In contrast to positivist approaches, which also prioritize objective measurement and generalisation, interpretivism aims at knowing meanings, behaviours, and experiences through the eyes of individuals (Bryman, 2016). The way employees engage with algorithmic systems in the platform-based work environment is diverse and the experiences cannot be confined to quantifiable variables only. One of the major reasons why interpretivism should be used is because of the characteristics of the work environment in the digital world. As it is emphasized in the literature that exists, the influences of algorithmic management and digital surveillance do not impact all employees equally but depend on the personal perceptions, organisational background, and socio-technical relationships (Alharahsheh and Pius, 2020). According to Walsham (2006), interpretive methods are especially useful in the study of information systems since human-technology relationships are numerous and heterogeneous. This is very much related to the topic of the present study. Moreover, the interpretivist paradigm helps to investigate such intangible constructs as motivation, stress, and job satisfaction which are the major ones in the present study. These constructs are subjective in nature and have to be approached in a way that enables depth and contextualisation and not statistical generalization (Ryan, 2018).

[bookmark: _Toc228444888]3.3 Research Design
Research design is the general approach which drives the entire research process and leads to consistency between the purposes and methods of research (Creswell, 2003). The research design of this study is a qualitative study accompanied with the secondary data analysis. The qualitative design is also justified by the fact that the study is expected to examine only complex phenomena in society instead of drawing cause-effect correlations between variables (Pathak et al., 2013). The gig economy opens up new complicated dynamics of digital technology, including algorithmic control and digital monitoring, all of which affect employee behaviour in various ways. Denzin and Lincoln (2011) emphasize that qualitative research is especially productive when it comes to studying such complexities, where it is possible to delve further into meanings and experiences.
Secondary data also supports the research design because it provides an opportunity to access a wide array of academic literature (Boslaugh, 2007). Secondary research enables the researcher to generalise current results and determine patterns that are observed among various studies and thus have a complete picture of the research topic (Johnston, 2014). In the present work, the peer-reviewed literature analysis allows identifying the common themes associated with the area of digital technology and employee performance. More importantly, the qualitative secondary research also indicates very practical consideration in its selection. Since primary data collection is limited with the severe limitation posed by the approach to reaching gig economy workers, secondary data will be a viable and strong option. Besides, it enables the researcher to leverage on different empirical situations and thus improves the generalisability of insights at an abstract level (Windle, 2010).

[bookmark: _Toc228444889]3.4 Research Approach
The given research follows an approach of inductive research, according to which the insights and theoretical knowledge are created based on data instead of proving the hypothesis that has already been developed (Saunders et al., 2003). Inductive approach is much related to qualitative researches and interpretivist philosophy. The use of inductive approach can be explained by the nature of the research which is exploratory. The research is not intended to confirm a particular theoretical framework; it tries to create a more profound insight into the way digital technologies can affect the performance of the employees in the platform-based organisations (Azungah, 2018). It is especially relevant considering the changing conditions of digital workplaces and the lack of consensus in the available literature.
In the analysis of secondary data, the study becomes able to find patterns, and themes regarding some of the main constructs like productivity, efficiency, motivation and stress. These themes are developed naturally out of the literature hence making the research process flexible and iterative. According to Thomas (2006), the inductive analysis is quite suitable when it comes to defining the dominant themes in qualitative data and coming up with anything meaningful. Furthermore, inductive approach enables the research to be open to various views and meanings (Kumar and Uijre, 2024). This is essential with regard to the digital platform, where an employee experience can be quite different. The complexity and diversity of these experiences can be captured by the study by not using rigid theoretical frameworks.

[bookmark: _Toc228444890]3.5 Data Collection Methods
The study employs a secondary data collection methodology, namely systematic review of peer-reviewed scholarly articles. Secondary data are the data that have already been gathered and published by other scholars (Johnston, 2014).
The information was obtained using the existing online academic databases, such as Google Scholar, ScienceDirect, Emerald Insight, Scopus, and Sage journals. These databases were chosen because they are credible and cover a substantial amount of high-quality scholarly publications. Specific keywords were used in the literature search, which comprise digital technology, algorithmic management, gig economy, Deliveroo, employee performance, motivation, and stress. The keywords were based on the research objectives and guaranteed the relevance of chosen studies.
Inclusion and exclusion criteria were used in order to ensure rigour. The inclusion criteria were that the studies had to be peer-reviewed articles and that they were published within the past two years and that they were directly relevant to the research topic. Outdated, non-peer-reviewed, and irrelevant studies (to employee performance) were eliminated. This methodology increases validity and reliability of the research.
Thematic analysis was employed to analyse the data that was collected based on the framework suggested by Braun and Clarke (2006). This entailed exposure to the data, coding of pertinent data, and identification of themes and interpretation of results. This study can best be analyzed using thematic analysis due to the fact that thematic analysis enables one to systematically identify patterns in qualitative data. In the process, the most important themes were found, including productivity, efficiency, digital monitoring, motivation, and stress. These are some of the themes, which provide the foundation of the analysis of the following chapters.

[bookmark: _Toc228444891]3.6 Ethical Considerations
Social responsibility is a significant aspect of the integrity and credibility of research. Even though this research will not be based on a primary data collection, some ethical considerations are followed. To begin with, the issue of academic integrity is achieved by citing and referencing all sources. This will guarantee that the original authors receive credit and that plagiarism is not committed. Secondly, all the studies used in the research are credible and peer-reviewed, which makes the research more reliable (Tripathy, 2013).
An important ethical consideration is objectivity as well. It is carried out through the transparent and unbiased analysis on the basis of the evidence found in the literature. Resnik (2015) argues that objectivity is a key to come up with reliable research. Even though some concerns like informed consent and confidentiality would not be directly related, the ethical use of secondary data is a priority. The study is done according to the principles of academic conduct and the fact that all data is used with responsibility and proper usage.

[bookmark: _Toc228444892]3.7 Conclusion
This chapter has summarized the methodological framework that was used in the study critically. As a way of exploring the effect of digital technology on the performance of employees, an interpretivist philosophy, qualitative design, and an inductive approach were used. Thematic analysis was used to analyse a systematic literature review as a secondary method of data collection. The selected methodology will be suitable to the research aim since it will allow exploring the experiences of employees working in digitally mediated workplaces in depth. The study has been stipulated by a strict and transparent method, which guarantees validity and credibility of findings. The results of the thematic analysis will be given in the following chapter.










[bookmark: _Toc228444893]CHAPTER 4: FINDINGS, ANALYSIS AND DISCUSSION 
[bookmark: _Toc228444894]4.1 Introduction 
In this chapter, the results of the thematic analysis of the secondary data gathered in the course of this work, namely the effect of digital technologies on employee performance, are shown, especially in the context of platform-based organizations such as Deliveroo. The discussion shows both favorable and unfavorable results among the employees depending on the specifics of digital tools and the organizational approaches of these companies. The analysis resulted in the following important themes:
· Efficiency and Productivity Enhancement 
· Employee Motivation and Engagement 
· Employee Stress and Autonomy 
· Transparency and Fairness in Algorithmic Management 
· Digital Surveillance and Psychological Impact
These are discussed below, with reference to the literature available and the results of this paper.

[bookmark: _Toc228444895]4.2 Search Strategy 
In order to carry out the systematic review, the effective search strategy was applied to several scholarly databases, such as Google Scholar, ScienceDirect, Emerald Insight, Scopus, and Sage Journals. Search was made using keywords, i.e., Deliveroo, digital technology, algorithmic management, gig economy, platform work, employee performance, motivation, stress, autonomy, digital surveillance, and efficiency in the workplace.
The inclusion criteria were based on peer-reviewed articles published in 2021-2024, which deal with digital technologies and the performance of employees in platform-based organizations. Articles that were not in the field of platform organizations, not in the food delivery industry, and non-English articles were excluded.
The screening process was conducted as follows: preliminary search, then the review of abstracts on relevance, and review of full texts on methodological rigor and correspondence to the objectives of the study. Thematic analysis and data extraction were applied to detect and categorize recurring themes into five primary categories, which are efficiency and productivity improvement, employee motivation and engagement, stress and autonomy, transparency and fairness in algorithmic management, and the psychological effects of digital surveillance. This strategy made sure that the literature that was reviewed was up-to-date, and directly pertinent to the research topic of digital technologies and employee performance within platform-based organisations.

[bookmark: _Toc228444896]4.3 Stages of Thematic Analysis
[bookmark: _Toc228444897]4.3.1 Familiarization with the Data
This is done by getting involved in the data in order to develop a general comprehension of the data. You have gone through all the material that is pertinent like the chosen literature and begin to jot down preliminary ideas or trends that appear to be important to your study.
[bookmark: _Toc228444898]4.3.2 Generating Initial Codes
At this point, you begin to highlight and indicate components of the information that could be the foundation of themes. You label the data by coding important features and concepts pertaining to your research questions and creating a means to organize the information in an organized manner.
[bookmark: _Toc228444899]4.3.3 Searching for Themes
After creating codes, you begin to cluster them under larger themes. Themes are patterns that make sense of the data as applied to your research. This step includes examining the codes and how they can be grouped to create bigger themes.
[bookmark: _Toc228444900]4.3.4 Reviewing Themes
In this step you narrow down on the themes you have identified. You consider whether the themes capture the dataset or not, and whether they are compatible with each other. You need to make sure that the themes make sense and are reflective of the major points of your data, and you can go back to them or revise them whenever it is required.
[bookmark: _Toc228444901]4.3.5 Defining and Naming Themes
Here you specify what each theme is and name it in a clear, descriptive fashion. This will be one of the critical steps in making sure that every theme is comprehended well and clearly connected to the data. You explain the nature of each theme, and how it relates to your area of research.
[bookmark: _Toc228444902]4.3.6 Producing the Report
And lastly, you report on your finding. This phase entails the presentation of the analysis and each theme is addressed in details with evidence based on the data. You analyze the findings, how they address your research questions and relate them to the current existing literature or theory.

[bookmark: _Toc228444903]4.4 Thematic Analysis 
[bookmark: _Toc228444904]4.4.1 Efficiency and Productivity Enhancement
Implementation of digital technologies has been greatly demonstrated to improve the efficiency and productivity of employees in platform-based organizations. The same outcomes were noticed in the case of Deliveroo in this study. Introduction of the digital tools i.e. navigation systems, real-time updates and automated task management resulted to faster and more precise deliveries. Digital technologies enabled employees to get the best routes and task data in real-time, which facilitated the process of delivering goods and minimized inefficiencies (Deng et al., 2023; Bivona, 2023).
These findings are well-supported by the existing literature, as several studies (e.g., Bivona, 2023; Tzanakopoulou, 2025) have found an increase in the speed of service delivery and the effectiveness of operations to be a direct consequence of such technologies. Digital systems improve the performance of employees by offering them with tools to communicate, allocate their tasks, and coordinate different stakeholders to accomplish their tasks better, as it was reported in past studies on the subject (Adenekan and Jimoh, 2021). Nevertheless, as much as these advances are necessary, they come at a cost to the employees especially on their psychological wellbeing as we will see later themes.
[bookmark: _Toc228444905]4.4.2 Employee Motivation and Engagement
Digital technologies in platform-based organizations are usually focused on increasing employee motivation, including feedback in real-time, task incentives, and performance measures. Digital tools like performance tracking systems, customer feedback, automated ratings, etc. have been revealed to influence the motivation of workers in a positive way by creating the sense of accomplishment and competition (Peng et al., 2025; Karim et al., 2024).
However, the results of this research indicate that the impact on engagement is not so positive even though the motivation can be increased. The employees were also quoted to have had ambivalent reactions concerning the effects of technology on their job satisfaction. Although digital systems were valued by some employees because they gave them real-time feedback and expectations, others were demotivated by the pressure to work at high levels that algorithmic management systems imposed on them (Joyce and Stuart, 2021). These issues align with the literature on the role of algorithmic management, in which workers in platform work setups tend to feel that their work is being condensed into performance indicators and not holistic assessments (Woodcock, 2021).
[bookmark: _Toc228444906]4.4.3 Employee Stress and Autonomy
Another major theme that came out in the findings was the connection between digital technologies and employee stress. Although digital tools could help to coordinate the tasks and decrease the confusion, it is also true that the constant monitoring and evaluation of the work of the employees can lead to the rise in their stress levels. The emphasis on the performance indicators, which include the speed of delivery, the rate of acceptance, and the ratings of customers makes the working environment to be of high pressure (Harahap et al., 2023).
Similarly to the available bodies of literature, this research established that workers serving an algorithmic management model, as evidenced by the Deliveroo case, tend to believe that they have no autonomy. Digital systems were used to continuously benchmark their performance based on the work schedules and task assignments, as well as rewards (Karim et al., 2024; Grzesiak and Ulrych, 2025). This online monitoring prohibits the employees to manage their working days, thus feeling powerless and not satisfied with their job. These results are supported by other studies which indicate that digital surveillance has adverse psychological impacts especially in terms of worker autonomy (Tzanakopoulou, 2025; Popan, 2024).
[bookmark: _Toc228444907]4.4.4 Transparency and Fairness in Algorithmic Management
Another critical theme that was found in the results was the problem of transparency in algorithmic decision-making. Digital technologies and algorithmic management systems are associated with issues of fairness and transparency in the allocation of tasks and performance evaluation. A significant number of the workers said that they were confused about how performance indicators were determined and how duties were allocated, which also led to the mistrust of the digital systems (Woodcock, 2021; Grzesiak and Ulrych, 2025).
This is lacking in transparency which makes them feel like they are not fairly treated as the employees are convinced that decisions are being made without their contribution or knowledge concerning their work and remuneration. We have already seen that previous research expressed similar worries regarding the lack of transparency in algorithmic systems that might cause dissatisfaction and disengagement among employees (Joyce and Stuart, 2021; Peng et al., 2025). This study is not an exception and its results coincide with these studies, as it can be noted that there is a necessity to make algorithms systems and performance measurement more transparent.
[bookmark: _Toc228444908]4.4.5 Digital Surveillance and Psychological Impact
It was also found that the digital surveillance involved in the algorithmic management systems has serious psychological consequences on the employees. The employees are under constant pressure as the performance metrics, including the speed of delivery, the number of accepted orders, and the rating of customer, are constantly checked, which results in stress and anxiety (Harahap et al., 2023).
Whereas digital surveillance has the potential to enhance efficiency and accountability, it also leaves a work environment that puts performance over well-being. Employees complained that they were consistently under stress to achieve the goals and get high ratings in order not to be punished or deprived of the opportunities (Karim et al., 2024). This is a continuous stress that may cause burnout and loss of job satisfaction, which is observable in the research that has examined the psychological impacts of digital surveillance (Baiocco et al., 2022; Popan, 2024). This study findings imply that although digital technologies can enhance the operational performance, they are also associated with the loss of employee well-being and work-life balance.
4.4.5 Thematic Analysis of Digital Technology's Impact on Employee Performance at Deliveroo
Familiarization with Data
The review of the data in the familiarization phase helped to comprehend the impact of digital technologies, such as algorithmic management and performance tracking, on Deliveroo employees. This procedure offered a clue to both the beneficial (productivity) and detrimental (pressure, independence) effects.
Generating Codes
The data was processed into codes that revealed such important features as efficiency, motivation, stress, autonomy, and transparency at the workplace. These factors played a vital role in knowing the effects of technology on employee behavior and well-being.
Searching for Themes
The codes were grouped into five major themes:
· Efficiency vs. Well-being: Technologies improve productivity but also increase pressure, impacting employee well-being. 
· Motivation in Digital Workspaces: Digital tools can motivate employees, but this often comes with increased stress and pressure. 
· Erosion of Autonomy: Algorithmic systems reduce workers' control over tasks and schedules. 
· Transparency Issues: Lack of transparency in performance evaluation creates trust issues among employees. 
· Psychological Impact: Constant surveillance contributes to stress, anxiety, and burnout. 
Reviewing and Naming Themes
Themes were checked to make sure that they were accurate in their depiction of the data and were well-defined. These themes emphasize operational advantages of digital technologies as well as their possible adverse influence on employee experience.
Writing the Report
These themes are showcased in the final report, demonstrating how digital technologies at Deliveroo can improve productivity but raise the question of employee welfare, independence, and equality.

[bookmark: _Toc228444909]4.5 Discussion 
The results of this research provide an analytical and subtle insight into the intricate correlation of digital technologies and employee performance in a platform-based organization, in the case of Deliveroo. The adoption of digital technologies, especially the ones that involve the use of algorithmic management systems, has certainly led to the increased efficiency of operations, productivity, and the overall quality of service delivery. Real-time data, automated task assignment and performance tracking systems have enhanced the coordination of the tasks thereby creating a faster and more precise delivery of the services. Nonetheless, as this paper will demonstrate, these benefits come with a great cost to the welfare of employees.
As much as employees experience greater coordination of the tasks and have the comfort of getting real time feedback, they also encounter significant challenges. This is due to the fact that the continuous monitoring of the workers through the algorithmic system is a source of increased stress as workers are monitored continuously using performance indicators such as speed of delivery, acceptance rates, and customer satisfaction ratings among others. Although this unremitting appraisal system is designed to enhance productivity, it also has a major impact of diminishing independence of employees. Digital systems tend to make employees feel that everything they do is monitored by them, and this makes them feel that they have no control over their job, which brings about frustration and dissatisfaction. Additionally, the lack of transparency in the calculation of performance measures and the decision-making process related to task distribution contributes to the uncertainty experienced by employees and the distrust in the systems that manage their work (Woodcock, 2021; Grzesiak and Ulrych, 2025).
These results are in line with the available literature that has pointed at the unintended impact of digital technologies on employee morale and work satisfaction. The research has indicated that technology has the ability to enhance the organizational performance; however, it can also diminish job satisfaction and motivation because of the presence of stress, less autonomy, and sense of unfairness caused by the absence of transparency in the performance reviews (Duan et al., 2023; Harahap et al., 2023).
The findings of the current research indicate the necessity of organizations such as Deliveroo to strike the right balance between utilizing digital technologies to improve organizational performance and ensuring the well-being of employees. These organizations should be keen to note the psychological effects of continuous monitoring and pressure on performance of employees. One of the possible solutions is the introduction of a higher level of transparency to the algorithmic management process, which will enable the employees to learn more about the way tasks are distributed and the way their performance is assessed. Also, the uncertainty can be minimized with better communication about the performance expectations and the criteria employed in the evaluations as this will make the employees feel that they are in charge of their work.
As an additional measure to address the adverse impact of digital technologies, organizations need to focus on the strategies that promote employee autonomy. This could involve providing the workers with greater control in the selection of their work or providing the mechanisms where human control can be involved in the performance assessment so that the algorithms cannot entirely determine the conditions of employment. By establishing a culture in which employees feel appreciated as workers, but as human beings, the motivation levels of employees will probably increase, decreasing stress and eventually creating a more sustainable and productive workforce.
Therefore, as much as the benefits of incorporating digital technologies in organizations are obvious in terms of efficiency and performance, the future success of these technologies will be determined by how well the organizations will balance the benefits with the needs and well-being of the employees. By providing a healthy working environment, in which transparency, autonomy, and fairness are the key factors, organizations will be able to sustain high levels of performance and a happy and motivated workforce.
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[bookmark: _Toc228444911]5.1 Summary of Findings 
Results of this study indicate that the use of digital technologies in platform-based organizations, as is the case of Deliveroo, influences the performance of employees in two ways. Such technologies as algorithmic management systems and digital surveillance devices help to raise the efficiency and productivity, as well as the stress and lack of independence among employees. The research discovered that the efficiency of the employees has been greatly enhanced through the use of digital technologies such as real-time tracking, navigation systems, and automated task management that have reduced delivery time and logistic inefficiencies. These findings are in line with the literature, such as those by Bivona (2023) and Tzanakopoulou (2025) who underline that digital technologies enhance operational efficiency and simplify workflow. Nevertheless, as the literature tends to concentrate on the performance of the organization, this study introduces a small twist to the concept by providing a psychological effect of being under observation all the time.
The results also show that digital technologies have a positive and negative impact on employee motivation. On the one hand, real-time feedback and automated performance tracking systems have an opportunity to motivate employees by immediately rewarding them after achieving performance goals. This goes in line with a study conducted by Karim et al. (2024), who discovered that feedback in digital systems can be used to promote improved performance. Nevertheless, the study also found out that such systems generate more stress because of pressure to achieve targets based on the algorithms. The observation aligns with other studies that propose that algorithmic management systems focus on quantitative measurements at the cost of quality and employee welfare (Woodcock, 2021; Joyce and Stuart, 2021).
Employee autonomy is also a major issue that was raised during the study. Employees complained of feeling that they were being monitored all the time and that they did not have much control over their work. This observation is indicative of the work of Harahap et al. (2023) and Popan (2024) who observe that algorithmic management systems reduce the control that employees have over their work. Digital technologies help to coordinate the tasks; however, they also provide a high-pressure environment in which employees are less independent. This is in contrast to most of the existing literature, which primarily concentrates on the beneficial efficiency effects of technology (e.g., Tzanakopoulou, 2025), but does not consider the psychological cost of working in this type of environment.
The other important observation was that the employees believed that there was not transparency in how their performance was rated through algorithmic systems. This was not transparent and this contributed to the sense of unfairness and mistrust of the systems. This helps to validate the past studies carried out by Woodcock (2021) and Grzesiak and Ulrych (2025), who have emphasized the significance of transparency in algorithm-based decision-making. Nevertheless, this research contributes to the literature by demonstrating that the absence of transparency is also a factor that leads to the issues of employee disengagement and decreased job satisfaction, which is less covered in the previous studies.
Psychological effects of digital surveillance were a major theme of this study. According to employees, they felt stressed and anxious because of being monitored all the time, which is consistent with Baiocco et al. (2022) and Harahap et al. (2023), who also write about the negative psychological outcomes of constant surveillance in the workspace of a platform-based workplace. Nevertheless, this study stands out as it focuses not only on the elevated stress levels but also on the consequences of digital surveillance on employee motivation, well-being, and work-life balance in the long perspective, which are less common in the literature on digital surveillance.
Finally, although the beneficial effects of digital technologies on efficiency and productivity are largely substantiated in the literature, the present study adds valuable data to the employee experience. It demonstrates that, although digital systems are capable of improving operational performance, they also lead to psychological costs, especially stress, autonomy, and perceived fairness. This has been identified as a research gap given that research has often been based on organizational productivity and not employee welfare in digital work environments. The results indicate that companies such as Deliveroo must exercise caution in trade-off between enhancing operational effectiveness and ensuring the well-being and motivation of the employees.

[bookmark: _Toc228444912]5.2 Conclusion 
In this study, the researchers focused on answering three important questions regarding the use of digital technologies in Deliveroo and the effects they have on the performance of the employees. First, the research investigated the way Deliveroo uses digital technologies, including algorithmic management systems and mobile apps, to support and manage the employees. It found out that Deliveroo is very dependent on these technologies to drive the assignment of duties, monitor employee performance and optimise operational efficiency. These digital tools assist in the organization of work, tracking the delivery process, and real-time communication with the employees to make the company effectively manage the assignments and assist workers in their work.
Second, the study analyzed the effect of these digital technologies on the productivity, efficiency, and work quality of employees. The results indicated that the use of digital technologies had a positive effect on productivity and operating efficiency. Automated systems and real-time data proved to be incredibly beneficial in the speed and accuracy of deliveries and the ability of the employees to implement the tasks as efficiently and fast as possible. The study however also revealed the fact that although performance metrics were getting better, they exerted a lot of pressure on employees to achieve their targets sometimes at the cost of service quality. This poses a trade-off between speed and quality, as workers were now more inclined to achieve numerical goals, instead of delivering the highest quality service.
Finally, the research investigated how digital technologies impact employees in terms of motivation, stress, and overall performance as perceived by employees. Although certain employees found the clarity of digital tools in relation to performance expectations and feedback to be helpful, most of them said that it had a negative psychological impact to them. Employees reported high levels of stress, lack of autonomy and dissatisfaction over the fact that there was no transparency in the way they measured their performance. It implies that although digital technologies can facilitate operations, organizations, such as Deliveroo, should go about their use with care to make sure that they contribute to employee well-being and motivation.
The results of this study show that although digital technologies positively influence the efficiency and productivity of operations, they also pose problems related to the autonomy of employees, stress, and job satisfaction. These findings emphasize the importance of adopting a moderate approach in applying digital technologies to platform-based organizations. Companies should not be interested in only operational goals but also adhere to the psychological health of their employees to prevent possible adverse consequences.
The study contributes to the current literature by demonstrating the two-fold influence of digital technologies. Although these tools are useful in enhancing efficiency in the operations, they come with psychological costs, such as stress, loss of autonomy, and fears of being treated unfairly. These results highlight the need to strike a trade-off between efficiency enhancement and employee welfare. The current study adds to the body of research by showing the psychological implications of employees working in a highly surveilled and algorithm controlled environment. The results highlight the importance of a more in-depth comprehension of the impact of digital transformation not only on the performance of an organization but also the well-being and motivation of workers. Companies such as Deliveroo ought to endeavor to incorporate digital technologies in a manner that enhances operational excellence as well as human wellbeing, which will lead to sustainable and productive workforce.

[bookmark: _Toc228444913]5.3 Recommendations 
[bookmark: _Toc228444914]5.3.1 Practical Recommendations
In order to enhance the experience of employees who work with digital technologies, it is necessary that organizations such as Deliveroo should pay attention to several points. In the first instance, it is essential to make algorithmic systems more transparent to ensure employee satisfaction with issues of fairness and trust. Explicit communication on the means of computing performance measures and assigning tasks will be useful in eliminating any ambiguity and the employees will know how decisions are made using these systems. This might help build a higher level of trust in the technology because workers will be assured that their work is being reviewed in a fair and consistent way. Second, it is essential to improve the autonomy of employees to reduce the adverse consequences of continuous monitoring. To enhance their independence and job satisfaction, it would be advisable to give the employees more control over their working hours or their choice of delivery routes. Such flexibility would help minimize the stress that workers experience under algorithmic management systems, thereby causing improved motivation and a healthier workplace.
Another important recommendation is integrating human supervision in performance assessments. Although algorithmic management systems are efficient in monitoring performance, they should not be used solely. Having human judgment in the process of evaluation, organizations will be able to make sure that employees are evaluated in a holistic and fair way, considering their personal situations and wellbeing. Such balance would help workers to avoid being treated as a data point in a system, which would foster a more humane and supporting workplace. Finally, it is crucial to address the well-being of its employees in a high-surveillance workplace. Companies must adopt programs that help to reduce stress and enhance mental health, including counseling, mindfulness programs, and stress-reduction activities. Such programs would aid employees to cope with the stresses that come along with the continuous digital surveillance, which would add to increased job satisfaction and productivity in the long term.
[bookmark: _Toc228444915]5.3.2 Theoretical Recommendations
Theoretically, this research provides a number of opportunities to be explored further. The initial suggestion is to broaden the socio-technical systems theory that was utilized in this paper to comprehend the interaction between digital technologies and human employees. Further studies may expand the framework and investigate the relationship between technology and human behavior in platform-based organizations in the gig economy. By concentrating on the peculiarities of such workplaces, researchers would be able to provide more profound information on how digital technologies influence the experiences and behaviors of the employees. Also, new frameworks need to be created to measure employee performance in the gig economy. Conventional performance indicators that tend to focus on speed and efficiency fail to comprehensively capture the psychological and social aspects of working within a digitally controlled setting. The focus of future research and studies should be to develop theoretical frameworks to explain these factors taking into consideration the emotional, social, and cognitive effects of digital surveillance and algorithmic management on employees. These models might offer a better and broader perspective on employee performance within the gig economy, which would help organizations to build more sustainable and employee-friendly systems. These theoretical developments will help in the formulation of more sophisticated frameworks that can better explain the complexity of digital technologies in platform based organization, and eventually result in a more comprehensive insight into how digital technologies can be harnessed to the advantage of organizations and the workers.

[bookmark: _Toc228444916]5.4 Limitations of Research
There were a number of limitations in this study. To begin with, it used only secondary sources of literature and this might restrict the richness of the information about the employee experience at Deliveroo. The secondary data gave a full picture of the impact of digital technologies, but primary data collection would have been relevant as it would have given a more direct picture of how the Deliveroo employees feel about it based on interviews or surveys conducted. Second, the study was specific to Deliveroo in the UK and is therefore unlikely to be applicable to other platform-based organizations or regions. The platform economy is country-specific, and various policies or market dynamics may affect the effect of digital technologies on the employees. Finally, the paper has not examined the impact of digital technologies on employee performance in the long-term. Further studies are advised to employ longitudinal studies to understand how the correlation between digital technologies and employee performance changes with time.

[bookmark: _Toc228444917]5.5 Recommendations for Future Work 
Several gaps that were identified in this research can be filled in future research. To begin with, interviews or surveys of Deliveroo employees and other employees of similar organizations based on platforms would allow gathering primary data and would be more resourceful in terms of motivation, stress, and autonomy, complementing the results of secondary data. Also, cross-platform comparative analysis (such as Uber Eats and Just Eat) can help discern similarities and differences in the effect digital technologies have on employee performance and provide best practices of handling digital tools in the gig economy. Longitudinal studies would also be useful in investigating the long-term impact of algorithmic management on employee well-being, which would help to better understand how workers would manage to regulate to these systems over the time. Lastly, investigating the impact of digital competence on work based on platforms may uncover the effect of the digital skills of employees on their experiences and performance. This knowledge may assist organizations to be more sensitive in digital systems to serve their employees. By covering these points, future studies will help achieve a better insight regarding the connection between digital technologies and employee performance to provide more specific suggestions on how to enhance organizational performance and employee well-being.
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