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Introduction
The purpose of this report is to provide analysis on the decline of Uber. This report will focus on the different reasons as to why less and less people wish to use Uber. This report will also include a SWOT and PESTLE analysis which will go into depth on the reasons why Uber loses customers. It will discuss how the decline of customers also resulted in the company losing money. 
Most people who use public transport like to feel safe, this is one of the major reasons as to why Uber loses so many customers, it is because they do not feel safe (Hall, H 2019). This report will look at this in more detail alongside other reasons. 























Main Findings
Uber is described as a “ride-hailing company”’. By simply downloading the Uber application onto your phone you are able to get from your location to the destination that you desire with no hassle. 
The application will show you who your nearest drivers are, the route that will be taken by the driver and will calculate how much the ride will cost. The money is taken through the app eradicates the need to carry money. (Tillman, M 2019)
Some of the problems that Uber is facing are that they are losing money. This is because they have competing companies that are offering rides for lower prices. There are also environmental causes such as the increased number of taxi drivers and the spread of Codiv-19. However the problem that this report will be focusing on is their reduction in customers and why this is occurring.

What is the nature of the problem?
The problem that this report will be focusing on is the loss of customers that Uber is facing. 
Uber is losing customers for a number of problems, one of the major reasons is that customers do not feel safe travelling with the company. This is mainly due to the “untrustworthiness of its drivers” (The New Economy, 2015). Customers are losing trust in the company due to its failure to complete background checks on their drivers. This has resulted in drivers assaulting customers. This links to Uber not taking action to stop these incidents from repeating, which is why customers are losing their faith in the company. 
Investigations done by Transport for London (TfL) found 11 Uber drivers were being charged with sexual assault on passengers in 2018. Out of the 11 Uber drivers that were charged with assault 2 were found guilty of the crime where 5 were found to be not-guilty and four of whom are awaiting their trial. Following such safety concerns, Uber were declined from having a licence in November of 2019 by TfL. (Murphy, M 2020)
Another reason as to why Uber are losing customers is due to the failure to maintain their licence. In London, Uber lost their licence in September 2017. TfL refused to renew their licence after they found safety concerns which included drivers who could be “potentially unlicensed and uninsured” (Freeway Insurance Services, 2020). TfL found 14,000 journeys that were made, were done by drivers that used false identifications on the application.
After Uber were refused a licence by TfL, they appealed the decision and received a temporary licence for 15 months. 
They lost their licence again in November 2019 again due to concerns for the safety of passengers.
 
What is the scope of the problem?
There are many other reasons that Uber is losing customers and it is not purely due to their lack of safety measures. Other factors include the spread of the corona virus which has limited the amount of travel especially for the elderly, due to lockdown restrictions. Since the pandemic hit, Uber lost 75% of their customers. Another reason as to why Uber loses customers is due to their competitors. Although Uber is cheaper than other taxi companies, there are competitors who are offering rides for as cheap as Uber. During “super peak times” (Jalloh, M S 2021) Uber increase their prices by double the amount where other companies such as Lyft or Ola offer cheaper options even during prime travelling times. 
Uber is used by 65 counties and over 700 cities around the world. (Okun, P et al 2019). They are losing customers across the globe due to the pandemic. As most countries have strict lockdown procedures, the need for Uber has declined. 
In India, Uber’s biggest competitor is Ola. Ola made it to India before Uber and therefore had a head start and has gained the trust of their customers. In the UK, Uber is one of the most popular companies to hire for a ride, however due to losing their licence, especially in London, they are losing customers to Bolt, Kapten and Ola as they offer more reliability and security. These companies are also aiming to “chip away at the company’s dominance” (Browne, R 2019). 
These factors named above have mostly affected Uber drives. Due to the Corona Virus pandemic, Uber has made over 3000 drivers redundant as a way of saving costs. This has left people without a job in the middle of a difficult economic situation.  
The safety concerns regarding Uber has also affected the drivers working for the company as it gives them a bad reputation which has led to a large number of the population refusing to use Uber to travel out of fear for their safety. This has led to drivers not receiving the salary that they would usually receive.   
The pandemic and the safety issues surrounding Uber is also affecting the general public, in relation to the pandemic, the public may not feel safe using public transport which has in turn resulted in them finding alternative ways to get to their destinations. Customers also do not feel safe when travelling with Uber due to the bad reputation that they have which has led to them finding alternatives and using cheaper methods of travel. 
What is the impact of the problem?
These problems have impacted the company because they have had to make drivers redundant in order to save money to cover costs. Also, by making drivers redundant they are reducing the number of drivers they have taking rides to earn money. 
Drivers who are made redundant will have to find an alternative job in order to be able to pay bills. It is also hard for them because, the reputation of the company is reducing the number of rides that they receive. The company losing their licence in London, means that Uber drivers that are based in that area will also have to find alternative work. 
SWOT analysis
Although Uber are losing many customers, they still have many strengths. Some of these strengths include that it is a very well known brand. Regardless of whether people are using Uber or not, they still know what it is. Uber is also useful for customers who do not like to carry cash with them as all money transactions are done through the application. Uber allow flexibility for their drivers as well as their customers. Drivers are able to work their own hours. This means that customers are more likely to find rides with Uber even if it is not during peak times. 
On the other hand, some of the disadvantages are that Uber change their prices in accordance to when they are busy and when they are not which does not allow continuity for their customers. This can make customers reluctant to use the company. Another disadvantage is that in some areas and countries, many Uber drivers have been found driving without a licence. Police in Cheshire caught an Uber Eats driver without a licence and no insurance. This can cause customers to question the credibility of the drivers that they are taking trips from.  This can also cause customers to question how safe they are when the are in an Uber vehicle.
Uber has opportunities that they can take advantage of. These opportunities can include making their taxi services available in an area that does not have such services as this will allow them to gain more customers and will also give them an advantage over their competitors. Another opportunity that Uber can take advantage of is building relationships with major companies such as Amazon and Ebay. This will help them because by being associated with companies that have a good following and reliable customers can  also increase their revenue. 
Some threats faced by Uber include people using social media to post negative review online and sometimes even spread false rumours that can harm the reputation of the company and therefore stopping them from taking advantage of the opportunities as companies may not want to be associated with a company with bad customer reviews. 
PESTLE analysis
When considering why a company as well known as Uber is losing customers, it is important to acknowledge the different elements that affect what happens to the company. A political element can include the fact that Uber do not have clear policies and procedures for their employees to follow. This can make it difficult in certain situations, for example, if an Uber driver is involved in an accident would it be the fault of the company for not having clear procedures to follow or would it be the fault of the driver as he is the one operating the vehicle. An economical factor can be that their fares are low which means that more people will use Uber because it saves them money and it brings in more customers. A social element could be customers using social media to write reviews. negative reviews can lead to others being reluctant to use Uber due to hearsay. A technological element could be that drivers rely on the app to get customers. If the app crashes they will not get customers and will not make money. A legal factor would be that they have lost their licence in major cities, like London. This can result in other cities refusing to allow Uber to operate in certain areas. An environmental factor would include Covid-19. Due to the spread of the virus, people are not willing to use public transport out of fear of contracting the virus. This is especially in the case of those who are vulnerable and have a weaker immune system. 
























Conclusion 
To conclude, Uber is losing customers due to a number of different factors. Although most factors were brought on by the company and its own workers, there are also external factors that play a part in the decline of Uber. Research shows that Uber loses customers due to the failure of a proper hiring process, however it is important to consider the factors that have been bought to light after completing a SWOT and PESTLE analysis. 

























Appendices




Strengths.	Is a well-known brand.	Cashless payments.	Flexible working hours for drivers.	Low pricing.	Has a higher number of cars available for customers. 	Flexibility for customers. 	Weaknesses.	Brand ideas can be copied and improved by other companies.	Privacy concerns.	Safety concerns	Does not create a connection or relationship with their customers.	Costs of maintenance of vehicles are more than drivers make.	Increase and decrease of prices.	Trips being cancelled.
Opportunities.	Can make taxi services available in areas where it is usually not available.	Can build up a partnership or relationship with schools and hospitals for trips. 	Build relationships and partnerships with Amazon and Ebay – make deliveries.	Increase the number of drivers so that customers do not have to wait long for their cars to arrive.	Threats.	Drivers who are not happy can lead to new drivers from being discouraged to join.	Unhappy customers can create bad publicity.	An increase in competition.	Drivers who are using false identifications are ruining the reputation of the company.	Social media – bad reviews













Element	Factor	Impact 
Political	-Unclear regulations	-Drivers not having licences to drive taxi’s	-accused of not paying drivers minimum wage	-who is to blame in during accidents	-Drivers have been caught without licences. 	-Uber not following laws	
Economical	-cheaper than most taxi’s	-some countries have banned Uber	-brings new job opportunities.	-helps people save money	-creates bad publicity 	
Social		-Easily accessible for public.	-Does not require communication.	-Social media reviews. 	-Anyone can access an Uber.	-negative reviews can make others reluctant to take rides with the company.	
Technological	-everything is done through the application 	-Uber drivers rely on the app.	-Customers do not have to carry cash.	-If the app crashes for a long period of time then Uber drivers will not have any customers	
Environmental	-Covid-19	-excessive use of Ubers creates more traffic and more carbon emissions.		-Covid-19 is reducing the number of customers using Uber.	-carbon emissions are not good for the environment.
Legal	-have been banned in many countries	-lost licence in many major cities such as London and Paris.	-Have had reports that Uber do not follow basic labour and safety laws.	-customers reluctant to user the company.
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