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Abstract 
The dissertation have stated that, the rise of the digital platform has transformed competition within the food delivery industry, and organisations like Deliveroo have had to constantly evolve their business models because of the wide nature of technology and the market itself. The speed of the change in customer habits in terms of on-demand convenience and sustainability is altering the priorities of the strategies, and the leaders must be able to implement changes without disrupting the operations. Digital transformation is quite crucial for the organisation to remain competitive in the fast-paced environment of business. Turbulence and globalisation often change the landscape of business to remain dynamic and competitive. 
Agile leadership often promotes autonomy in the team, and therefore, the team can make customer-oriented decisions with the help of necessary resources. Agility often allows employees to resolve the issues in an efficient manner, personalisation of interaction and contribution to the experiences of the customers for making them feel seamless and productive. The data collection process followed a systematic and transparent process that would guarantee rigor and reliability. The sources were located based on systematic key word search which included such terms as Deliveroo leadership, agile transformation, platform governance, Deliveroo digital strategy, and organisational change Deliveroo. Academic databases, business intelligence sites, credible news archives and regulatory repositories were searched. The case findings from chapter 4 help to reveal that the brand Just Eats is practicing collaboration and rapid adoption of changes. The leaders of the company, Just Eats, developed a cross-functional team and used the decentralized decision-making structure to identify changes in customer needs. Chapter 5 stated that Deliveroo deals with huge amounts of datasets, such as rider’s data, employees' data, customers' data, and stakeholder’s data; therefore, data governance seems to be crucial for the brand Deliveroo. This data integration can be combined with data governance, with a strict adherence to policies and standards. From chapter 6, one can know about how this research has fulfilled the mentioned goals and made contributions to both the theoretical knowledge and practical judgment towards decision-making in the environment, being investigated in the chapter. The study set out to examine the extent to which organisations use digital and analytical capabilities to improve performance and strategic outcomes, based on secondary data from various case studies.
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[bookmark: _Toc220921707]Chapter 1: Introduction and Rationale 
[bookmark: _Toc220921708]1.1. Research Background 
The rise of the digital platform has transformed competition within the food delivery industry, and organisations like Deliveroo have had to constantly evolve their business models because of the wide nature of technology and the market itself. However, Deliveroo provides its service offerings in an extremely competitive ecosystem of the on-demand-economy platform environment, where consumer demands, governmental regulation, and digital innovation are rapidly changing (Rialti and Filieri, 2024). Moreover, the success of this firm will be based on the possibility to sustain operational agility and balance innovation and compliance in an environment characterised by low barriers to entry and heavy price pressure (Kovynyov, Buerck and Mikut, 2021). Also, the speed of the change in customer habits in terms of on-demand convenience and sustainability is altering the priorities of the strategies, and the leaders must be able to implement changes without disrupting the operations (Delioğlu and Uysal, 2022).
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[bookmark: _Toc220600125]Figure 1: Agile Transformation Roadmap 
(Source: Businessmap, 2023)
Additionally, in these changing environments, Agile leadership has emerged as one of the necessary requirements of the ongoing organisational change. Agile leadership is focused on flexibility, empowerment, and iterative learning, which make it possible to adjust the strategy swiftly to the ever-changing environment, in contrast to the traditional command-and-control (Kupiek, 2021). Within the context of Deliveroo, cross-functional cooperation and constant innovation make it necessary for the capacity of leaders to mitigate changes and implement new technologies, like AI-based logistics and forecasting analytics (Tigre, 2024). Deliveroo, trying to go global, should also face the complexity of different regulatory frameworks, labour laws, and stakeholder expectations in terms of employment ethics and management of data (Omol, 2024). Therefore, such strains require leaders capable of instilling agility as a part of organisational culture and at the same time remain resilient and ethical.
Furthermore, the significance of the topic is that it explains how agile leadership can initiate a transformation that goes beyond process optimisation and, in particular, how it influences decision-making, learning, and adaptation in platform-based organisations (Ellström et al., 2022). Research has also determined that dynamic capabilities like sensing, seizing and transforming are the foundations of successful digital transformation, and the leadership behaviours that facilitate these capabilities are yet to be understood in digital firms that are growing fast (Ghosh et al., 2022). In the case of Deliveroo, operational performance, employee engagement, and brand reputation of the company are impacted not only by the agility of the existing leadership but also by the circumstances faced by the industry regarding employee rights, being under scrutiny (Desalegn et al., 2024).
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[bookmark: _Toc220600126]Figure 2: Agile Leadership Model
(Source: Nguyen, 2020)
Furthermore, the topicality of the research is supported by recent trends, which state that 70% of all digital transformation efforts in the world do not succeed in their goals, mainly because of the failures of leadership and culture, but not technology (Al-Moaid and Almarhdi, 2024). It is in the industry of Deliveroo that technological disruption and post-pandemic consumer demands have enhanced the urgency of adaptive models of leadership that should strike a balance between innovation and sustainability (Asghar, Kanbach and Kraus, 2025). However, recent Amvia and Deloitte experiences also indicate that successful transformation rates are 1.5 times greater in agile leaders compared with conventional managers, which should explain the timeliness of this enquiry.
Thus, this dissertation analyses at the role played by agile leadership in facilitating organisational change in Deliveroo by filling the gap between theory and practice. The study covers such strategic and operational challenges as innovation alignment to market needs, scaling digital efforts, and employee motivations in uncertain situations (Bekos, Jaakkola and Chari, 2025). Moreover, the agile leadership approach is proven to promote various attributes of adaptability by other scholars; it has been scarcely discussed in the literature regarding how the practice can be applied in the context of the gig-economy platforms, especially the European regulatory framework (Yuet, Noor and Beram, 2025). Therefore, the current study helps to occupy a theoretical and empirical gap since it examines how agile leadership can promote a sustainable change within the complex ecosystem of Deliveroo.
[bookmark: _Toc220921709]1.2. Research Rationale 
The current literature is united by the assumption that agile leadership is a key facilitator of digital transformation through promoting flexibility, innovation, and stability (Rialti and Filieri, 2024). Scholars conceptualise agile leadership as a behavioural expression of dynamic capabilities with the ability of organisations to perceive environmental changes, capture opportunities, and reassemble resources efficiently (Ellström et al., 2022). Leadership agility, in this context, learns and incorporates emotional intelligence, teamwork orientation, and trial and error to navigate uncertainty and complexity (Kupiek, 2021). It has been proven empirically that companies that have embraced the principles of agile tend to be more digital-mature, customer-responsive, and the speed at which they innovate (Delioğlu and Uysal, 2022). 
1.1.2 Theoretical Justification
Moreover, theoretical frameworks, including the Dynamic Capabilities View and Transformational Leadership Theory, have been implemented to demonstrate the undertaking of leadership aspects in facilitating strategic alignment in the context of digital transformation (Ghosh et al., 2022). Moreover, as per Tigre (2024), recent research has emphasised the relationship between agile leadership and organisational culture as theorems that leaders influence mutual values and attitudes on which agile can be based. 
Although on this progress, many grey areas are still present in the literature regarding the functioning of agile leadership in diverse organisational and industry contexts (Kovynyov, Buerck and Mikut, 2021). Most research concentrates on the topic of agile leadership in the industries of software development or manufacturing, while neglecting service-facilitating platform organisations such as Deliveroo, which are closely dependent on a distributed and contingent workforce (Desalegn et al., 2024). Moreover, the processes connecting leadership agility and quantifiable transformation results are still conceptually unclear and improperly explored (Blanka, Krumay and Rueckel, 2022). Also, the current models tend to be based on the organisational hierarchies that are not always stable in gig-economies, where the digital interfaces and the indirectly controlled influence can serve as a form of leadership (Al-Moaid and Almarhdi, 2024). The other dimension that remains under research is the agile leadership-regulatory complexity interaction that is particularly relevant when it comes to those areas that undergo a high level of policy scrutiny, like food delivery (Omol, 2024). Methodologically, the field presents a skew toward cross-sectional survey designs that restrict the causal inference and confinement to a context (Asghar, Kanbach and Kraus, 2025). According to Desalegn et al. (2024), there are also debates about whether agility is a leadership style, capability, or organisational meta-competence, which uncovers conceptual conflicts that make it hard to consolidate the theory.
 Elaborating on these gaps, this dissertation defines the necessity of the context-based investigation of agile leadership as one of the facilitators of organisational change in digital platform ecosystems. In particular, the study deals with the embodiment of agile leadership in the process of transformation at Deliveroo and how it can be agile in behavioural, structural, and cultural aspects to increase adaptability and performance (Rialti and Filieri, 2024). Moreover, the application of agile leadership to business models that are typified by algorithmic management and freelance labour models has rarely been studied in the past (Yuet, Noor and Beram, 2025). This divide restricts the knowledge of how leadership mobility works in the context when direct managerial control is rather low and control is mediated by technology (Kovynyov, Buerck and Mikut, 2021). However, the lack of research to fill this gap leads to the enhancement of the framework of Dynamic Capabilities by adding leadership behaviour as a micro-foundation of organisational elasticity (Ghosh et al., 2022). In addition, the discussion of the context of Deliveroo can inform us about how the convergence of leadership agility, employee autonomy, and regulatory adaptation applies in platform-based contexts (Bekos, Jaakkola and Chari, 2025). Hence, the present research attempts to build upon theory by establishing how agile leadership can be translated into dynamic capabilities that can support transformation when there is uncertainty and even when the institution is under pressure (Tigre, 2024). Therefore, it addresses scholarly demands of multi-context, longitudinal, and qualitative approaches, enabling the depiction of the lived realities of leaders in the digital disruption.
1.2.2 Practical Justification
As a manager, it is important to know how agile leadership facilitates transformation since leadership behaviour is directly related to the success or failure of digital agendas. Practically, numerous organisations, such as Deliveroo, spend vast sums of money on technologies and fail to perform because of the cultural resistance and the lack of proper leadership engagement (Rialti and Filieri, 2024). Moreover, the lack of responsiveness to external shocks like market saturation, regulatory interventions, and many more, the lack of agile leadership leads to fragmented decision-making, misaligned priorities, and slow reaction to the situation (Omol, 2024). In the case of Deliveroo, this is expressed in the form of trying to balance the rapid growth of the service with the use of ethical models of employment and the principles of compliance with data privacy (Delioğlu and Uysal, 2022).
According to the statistics in the industry, executives report leadership ability as the most important obstacle to success in changes, which supports the topicality of this gap (Al-Moaid and Almarhdi, 2024). Several areas of managerial pain in platform business include the inefficiency of scaling digital businesses as well as the loss of motivation of the geographically dispersed contractors (Yuet, Noor and Beram, 2025). In 2023, Amvia conducted an index of agility in organisations, which concluded that customer satisfaction and the rate of innovation were found to be 25 and 30 times higher in companies with an agile leader than in traditional companies. Additionally, in the case of Deliveroo, these benefits would mean quicker restaurant building, greater accuracy in the delivery process, and a better user experience, which are vital in the context of maintaining the competitive advantage (Bekos, Jaakkola and Chari, 2025).
Furthermore, the cost of not creating agile leadership capabilities is heavy. In the absence of adaptive leaders, companies face the risk of technology under-use, disengagement of employees, and low crisis-resilience of the organisation (Ellström et al., 2022). In the case of Deliveroo, this leadership might be embedded, which would boost the rate of innovation and the reliability of operations in its engineering, logistics, and customer-service sphere (Ghosh et al., 2022). In addition to this, adaptability of the leadership is also a new metric that is more actively evaluated by policymakers and investors as a marker of corporate sustainability and governance maturity (Dyduch, 2024). The implications of learning how agile leadership facilitates change, consequently, will lead to not only management but also social value through the facilitation of robust and ethically sensitive forms of business development (Tigre, 2024). Therefore, the applied value of this study is to provide empirically based information on how the leaders of Deliveroo can use the concept of agility to become sustainable in terms of digital transformation, trust by stakeholders, and competitiveness in the long term.
[bookmark: _Toc220921710]1.3. Research Contribution and Motivation
The dissertation adds both theoretical, empirical, and practical insights into the condition of agile leadership as an introduction to organisational change in the digital platform worlds. In theory, it builds on the framework of the Dynamic Capabilities by explaining the role of agile leadership behaviours, including speed in decision-making, empowerment, and reflective learning, as micro-based foundations of organisational adaptability (Ellström et al., 2022). Moreover, the analysis of the case of Deliveroo explains the significance of leadership agility in identifying the sensing and seizing functions that can help firms to capitalise on technological opportunities (Ghosh et al., 2022). It further advances the theory of agile leadership by separating structural and behavioural agility (leadership mindsets and actions) that are a nuance that prior models neglected (Desalegn et al., 2024). Additionally, this study disputes the existing assumption that agile leadership works equally across industries by placing it in the context of the gig-economy service domain (Kovynyov, Buerck and Mikut, 2021). Through it, it finds new conditions at the boundaries, including platform-mediated management and regulatory uncertainty, that affect the way leadership agility is displayed (Omol, 2024). Therefore, the study further adds to the theory development by incorporating the aspects of complexity leadership and institutional theory and adds a multi-dimensional perspective of leadership in digital transformation (Tigre, 2024).
Empirically, the dissertation offers a multi-case comparative analysis based on the secondary methodology through the use of Deliveroo as the central example and providing analogies with other platform-based organisations (Rialti and Filieri, 2024).  Moreover, such a secondary thematic method allows identifying the pattern and performing a cross-case synthesis and provides evidence on the nature of change in the leadership practices at various transformational stages (Yuet, Noor and Beram, 2025). Additionally, case-based evidence is especially useful to comprehend the phenomena which are dynamic, context-dependent, and under-theorised (Eisenhardt, 1989; Yin, 2018). The study brings a fine angle of the observed realities of the leaders who work through technological, cultural and regulatory shocks (Al-Moaid and Almarhdi, 2024).
Furthermore, the research expects to provide managers and policymakers with practical action and how to structure agile leadership competencies. The findings can be used by Deliveroo and other companies of the same type to create leadership development programmes encouraging experimentation, empowerment, and unceasing learning (Kupiek, 2021). This research provides clarity on how agile leadership assists organisations in resource allocation by better and efficiently mitigating the change resistance and optimising performance outcomes (Bekos, Jaakkola and Chari, 2025). Majorly, it further provides decision criteria to use when assessing leadership performance in transformation initiatives and closing the gap between strategic intent and operational execution (Dyduch, 2024). The novelty of this dissertation is that it dwells upon the matter of intersectionality between agile leadership and platform-based digital transformation, an area which is relatively under-researched, yet increasingly important as a strategic issue (Rialti and Filieri, 2024). Therefore, it is the only perspective to combine theoretical, empirical, and practical views to present a whole picture model of how agile leadership behaviours can be used to initiate sustainable organisational change at Deliveroo.
[bookmark: _Toc220921711]1.4. Research Aim, Objectives, and Questions
Research Aim:
This study will examine the role of agile leadership in organisational change at Deliveroo, including its behavioural dynamics, structural facilitators, and situational features that enable adaptability and performance within a dynamic platform economy.
Research Objectives:
· To test the impact of the agile leadership practices on the strategies of digital transformation and the organisational flexibility of Deliveroo.
· To examine the processes by which agile leadership will promote innovation, teamwork, and participation of employees in an organisation based on platforms.
Research Question:
· What role does agile leadership play in organisational change and capacity building of Deliveroo?
[bookmark: _Toc220921712]1.5. Dissertation Structure
The rest of this dissertation is organised in the following way.
Chapter 2 is the review of the pertinent literature on agile leadership, dynamic capabilities, and organisational transformation.
Chapter 3 outlines the research methodology, in which the researcher used the secondary methodology by thematic analysis.
Chapter 4 shows the Deliveroo transformation analysis and how the agile leadership behaviours manifested.
Chapter 5 carries out cross-case comparison and discusses theoretical implications.
Chapter 6 leads to managerial and policy recommendations, conclusions, and suggestions of future research.


[bookmark: _Toc220921713]Chapter 2: Literature Review
[bookmark: _Toc214751532][bookmark: _Toc220921714]2.1 Introduction
Literature review is the systematic way to collect and synthesize previous findings, depending on the existing knowledge related to the research area (Snyder, 2019). The key purpose of this chapter is to investigate the role of agile leadership in the organisational change at Deliveroo. In addition, this chapter also examines the process through which the agile leadership promotes innovation, teamwork and employee participation in the organisation. The present investigation can strengthen the decision-making ability of leaders, their empowerment and reflective learning in terms of the foundations for organisation. The study can also help in developing a theory on complex leadership and institutional theory in terms of the multi-dimensional aspects of leadership for digital transformation in the organisation. Therefore, the agile approach of leadership can initiate sustainable changes in an organisation like Deliveroo. It has been observed that shortcomings of responsiveness to the external threats, like the saturation of the market and regulatory interventions, have made the decision-making more fragmented. Companies like Deliveroo have faced technological risks and employee disengagement due to a lack of adaptive leadership. In this context, by reviewing the literature related to digital transformation theories, platform strategy, management of customer experience and organisational capabilities, this chapter has developed key themes based on the research objectives. 
[bookmark: _Toc214751533][bookmark: _Toc220921715]2.2 Thematic overview of the literature
[bookmark: _Toc214751534][bookmark: _Toc220921716]2.2.1 Overview of Agile practices of leadership
Agile leadership is a particular style of leadership for striving to remove the bottlenecks for ensuring success with the support of effective and productive employees (Gouldsberry, 2021). Besides driving and promoting changes in the organisational activities, agile leadership also inspires people to become part of the transformation (Agile Business, 2023). Agile leadership is different from traditional leadership as it supports the entire participation of the technical solutions in the organization (Rialti and Filieri, 2024). Under agile leadership, the employee often feels like a part of the broader process in decision-making to make changes in the organisational transformation. Interviews among the 19 managers and employees of the Italian company have proven that an agile leader drives digital transformation in a successful manner by enhancing efficient learning (Rialti and Filieri, 2024). Therefore, agile leadership can be a suitable approach for engaging organisational members in the projects of digital transformation. 
Another study has indicated that the features of Agile leadership are adaptability, collaboration, authorization and holistic learning for making the organisation more competitive and innovative (Ncube et al., 2024). Without changing the outdated methodologies, agile leaders cannot accept the changes in an active manner. In contrast to traditional leadership, the agile approach often fosters a supportive environment for employees to make their own decisions by tackling real-time complexities in an organisation. 
[bookmark: _Toc214751535][bookmark: _Toc220921717]2.2.2 Impact of Agile leadership on the strategies of digital transformation and organisational flexibility
Digital transformation is quite crucial for the organisation to remain competitive in the fast-paced environment of business. Turbulence and globalisation often change the landscape of business to remain dynamic and competitive. An interview with 20 leaders has revealed that agile leaders drive digital transformation in a successful manner by maintaining continuous involvement in digital initiatives and the employment of revolutionary practices (Sarhan, 2025). Organisational shift boosts the morale of employees and makes them connected with the future direction of the organisation. Therefore, agile leadership can work as an effective approach to engage the cohesive and motivated employees in digital transformation. 
As per the opinion of Stoiko (2024), digital transformation supports the reduction of innovation cycles to speed up the market time by creating an interconnected ecosystem. However, agile leadership can act as a trigger to drive digital transformation despite its proven significance. On the contrary, agile leadership can make the organisation quite innovative and productive, respectively. Depending on the systematic review, the study has revealed that organisations are implementing the approach of digital transformation to make the organization agile and resilient (Putra, 2022). However, the study contradicts that agile leadership is not connected with the digital transformation; therefore, it cannot be optimal to increase productivity outputs of the organisation. This was a great limitation or motivation to highlight the trends of research on digital transformation with respect to agile leadership. With the support of the VOS Viewers software, the study has revealed the fact that an agile organisation needs to be dynamic to support the digital-assisted process for change. 
Another study has indicated that agile leadership often works as a crucial factor to successfully navigate the threats and opportunities arising from the digital transformation (Alsuhaimi, 2024). In terms of opportunity, agile leadership can navigate the digital transformation with respect to the capabilities of leaders, organisational structure and cultures of digital initiatives. However, agile leadership introduces significant challenges, including cultural barriers of the organisation, shortcomings of digital literacy, and an imbalance between agility and stability of the organisation. This has suggested the need for expansion of leadership to address the digital context. Practical implications are required for the active implementation of developing the capabilities of agile leadership. Use of the "Adaptive Theory of Leadership" can support the leaders in navigating the complexities related to digital transformation (Alsuhaimi, 2024).
Agile leadership is not only a way of management, but it is defined as the mindset that values adaptability, team environment, and focuses on the customers. Agile leadership can make the work culture more flexible and accountable for boosting growth and innovation in the organization (Namit, 2025). Adaptable leaders can easily implement the new behaviors into existing situations for expressing creativity in the organization for resolving challenges (Anderson, 2019). Therefore, agile leaders can play the role of change agents for supporting organisations to detect the uncertainties and the drastic level of changes (Akkaya, 2020). However, the study by Rafidah et al. (2025) has developed a contradictory sense due to the side effects of agile leadership. Though agile leadership enhances clarity and responsiveness, it can also develop emotional exhaustion due to the staff having to adapt to the changes in the organisation. In addition, agile leadership is highly related to burnout due to the exposure of fundamental dilemmas under the adaptive framework. Hidden pressure can also arise while handling the lifelong learning and innovative aspects. In this context, the use of the Job Demand-Resource (JD-R) model has revealed that agile leadership can be paradoxical in terms of both facilities and constraints (Rafidah et al. 2025). Attention to the human realities can be a sophisticated strategy to strike a balance between flexibility and effective leadership in the demanding organisational sector. For instance, the study by Macintyre (2020) has indicated that approximately 69% of the organisations have experienced negative impacts on team development due to movement into agile management. Without a true shift in the agile approach, organisational transformation is not possible due to differences in the agile methodologies. 
[bookmark: _Toc214751536][bookmark: _Toc220921718]2.2.3 Agile leadership promotes innovation, teamwork and employee participation 
Agile leadership often promotes autonomy in the team, and therefore, the team can make customer-oriented decisions with the help of necessary resources. Agility often allows employees to resolve the issues in an efficient manner, personalisation of interaction and contribution to the experiences of the customers for making them feel seamless and productive (Madanchian and Taherdoost, 2025). Through the navigation of trends and challenges, the leaders can foster an environment by prioritising collaboration, innovation and improvement in a continuous manner. Hence, Agile leadership can ensure the success of an organisation in the rapidly changing market of business. Similarly, other studies have highlighted that agile leadership often acts like a managerial function, like an essential element for ensuring long-term development in the organization (Akkaya et al., 2022). Through the usage of the VUCA (volatile, uncertain, complex, and ambiguous) model, the study has revealed that managers need to adapt agile leadership to facilitate successful careers of the employees in the organisation.  Agile leadership is highly essential to foster innovation, besides enhancing the agility of the organisation to ensure success for the long term. Agile leadership has become an acceptable form of leadership in the contemporary landscape of business throughout the world. An agile approach is highly crucial for the success of an organisation in the ever-changing landscape of business. Agile leaders can also develop an adaptive culture through feedback and customer-centricity to capitalize on the emerging opportunities. 
Agile approach often encourages transparency in communication, trust and mutual respect among the members of the team, which are quite essential to foster innovation and creativity. In contrast to the traditional leadership, the agile approach prioritizes stability, predictability and planning for the longer term. Agile leadership not only means the presence of tight control over everything, but it also flexibly supports teamwork by the removal of roadblocks (Post, 2025). Hence, Agile leaders can establish an environment to make people feel trusted, supported and motivated, also for ensuring great achievement. Similarly, the study has also revealed that agile leadership can enhance mutual trust and effective teamwork in the organisation. In terms of a flexible and proactive approach, agility can drive the technology-oriented management for the reduction of bureaucracy. In contrast, the traditional approach relies on the hierarchical model of decision-making to drive the motivational methods.  
Though the agile and traditional style of leadership has its clear connections with the structure of the organisation, the agile approach is quite transformative to foster an innovative environment with respect to the values of the organisation. As per the study, the traditional model of leadership has a more risk-prone approach due to the top-down approach (Barrett-Maitland et al., 2024). The agile model often concentrates on setting a clear and flexible vision to adapt to the changes. Leaders often inspire the team to align with the work with respect to the organisational goals. Using the common-and-control model, the study has promoted the holistic approach of leadership in the organisation to ensure the effectiveness of leadership in the 21st century. Redirection of the leadership can support the customers with respect to the goals of the customers for meeting their needs. 
Competitive advantages have been created by many industries with the support of agile leadership. Adoption of agile leadership is one of the ways to develop the company’s capability. Agile leadership often creates an approach of leadership with respect to the innovative mindset, adaptability, self-reliance and transparency (Barrett-Maitland et al., 2024). Evidence-driven solutions in leadership can improve the efficiency of the organisation by decreasing the turnover of staff to foster career improvement and success. However, leadership experience is quite limited to the cyclical roles and responsibilities. Team members should have opportunities to lead in the future organisation. Moreover, agile leadership is limited for the growth of staff morale, employee productivity and the implementation of goals. In a similar way, the study has mentioned that the agile pathway of working can develop business prominence for improving the adaptive performance of the team. However, shortcomings of expected improvement and adaptive performance are a great barrier to the implementation of Agility in the choice of leadership. Depending on the goal-setting theory, the study has developed an interlink between the agile pathway of working and adaptive performance among 71 agile teams (Steegh et al., 2024). The results of the study have revealed that an agile pathway of working can contribute to a positive level of team performance while developing relationships with the team. Moreover, an agile way can contribute to the granting of autonomy for prioritising the goals of the organisation. 
Goal-setting theory has indicated that the agile pathway of working can support the agile team while interacting with the goals of performance in an effective way. However, difficulties can arise while contributing to the adaptive performance of the team. In response to this limitation, the study has revealed the significance of goal acceptance and commitment to make the decision-making more coherent with the support of agile teams. Use of a more longitudinal design can be appropriate in the future to identify the relationship between agile working and the adaptive performance of the team. 
Along with innovation and growth, the Agile approach of leadership often encourages employees to become more proactive and engaged in the tasks by making dynamic changes in the organisation. Therefore, the agile approach can be the key to driving the cultural changes for fostering improvement in a continuous manner in the organization (Ogunrinde, 2025). Besides managing uncertainty and resistance during organisational shift, agile leadership can foster flexibility with the help of an empowered team. By navigating the complex shift of transformational initiatives, agile leadership can easily handle the digital disruption with the help of dynamic workforces.  
[bookmark: _Toc214751537][bookmark: _Toc220921719] 2.3 Theoretical Foundation and Contribution
Technology Acceptance Model (TAM)
The purpose of using TAM is to examine the features of the new system of technology to influence the level of motivation for the potential users (Dziak, 2024). This theory can act as a motivation level to predict the likelihood of users to accept and adopt the advanced system. Critical assumptions of the theory are the belief that it depends on the perceived usability and the influences of the external factors on the behaviour of IT users (Burton-Jones and Hubona, 2020). While adopting digital transformation, the agile leaders can easily convince the team members to adopt the new technology and its usage. As the digital transformation is quite complex and dynamic, the development and redefinition of the TAM model is quite necessary to ensure its predictive power among the agile leaders of the organisation, like Deliveroo. The model needs to be extended with respect to the social, organisational and contextual factors to broaden the environment of the organisation. In the case of digital transformation, the TAM model has influenced the agility of firms by adopting advanced technology (Evans, 2023).  Use of the TAM approach can enhance the effectiveness of the team while making the interactive process of change in the leadership practices.  
[bookmark: _Toc214751538][bookmark: _Toc220921720]2.4 Conceptual Framework
Digital transformation is not a future trend; rather, it is necessary for the business to ensure growth and competence in the market. In order to develop confidence while adopting Industry 4.0 during digital transformation, a conceptual framework can be helpful to strengthen the “business process management” (BPM). 
The framework has been designed through the literature review centered on the content in the industry 4.0 technologies. Design principles of the framework and the method of BPM have become integrated into the framework to ensure digital transformation in a structured way. Development of an integrative framework of “Business Process Management” (BPM) often can act as the reference model for the investigators and manufacturing institutions to ensure a successful transition from traditional manufacturing by the approach of Industry 4.0. The model has incorporated the key factors which are ignored while implementing Industry 4.0 in a synergistic way. An in-depth understanding of Industry 4.0 technology and the design principles can be a prerequisite to devising the plan of implementation. Conceptualization and the complete process of business management have handled the associated risks related to the manufacturing organisation. The framework has been developed through considering the overlooked aspects of Industry 4.0 and its impacts on the digital transformation of the organisation. Analysis of gaps, risk management, planning for contingency and cost-benefit analysis have supported this investigation in identifying the impacts of digital transformation on the organisation. The proposed framework of IBM can be utilised by the production organisation to support the journey towards the digital transformation, depending on the Industry 4.0 technologies. 
[bookmark: _Toc214751539]
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[bookmark: _Toc220921721]2.5 Summary Table of Key Literature
	SL No
	Author & Year
	Theory
	Themes 
	Method
	Key Findings
	Gaps
	Relevance

	1
	(Rialti and Filieri, 2024)
	Practice-based view (PBV) theory 
	Agile leadership in successful projects on digital transformation 
	Interview 
	Agile leaders drive successful digital transformation through the decision-making loops at a faster rate. 
	The role of leaders in digital transformation is still limited. Smooth transformation of leaders is equally important in future. 
	Agile leadership can be an appropriate approach to engage employees in the transformational project. 

	2
	(Ncube et al., 2024)
	VUCA  framewor
	Agile leadership in the success of contemporary organisations
	Qualitative method
	Agile leadership supports the organisation to make a rapid response to the shifting demands of the market and the advancement of technology.
	Agile leadership is essential for the long-term sustainability of an organisation to ensure success in the global landscape.  
	

	3
	(Akkaya et al., 2022) 
	VUCA model
	Agile leadership and perceived success in a career. 
	Descriptive design
	A group decision-making approach, effective communication and adaptation to uncertain situations can increase the success in a career. 
	Very few studies have identified the relationship between leadership and success in a career. 
	Agile leadership can promote job formation by embedding agile leaders. 

	4
	(Alsuhaimi, 2024)
	Complexity Leadership Theory 
	Agile leadership to ensure digital transformation
	Systematic review 
	Organisational structure and culture of agile principles can support digital initiatives. 
	The potential of agile leadership and its impacts on digital transformation is quite unknown. 
	Digital leadership in navigating digital transformation. 

	5
	(Barrett-Maitland et al., 2024)
	McGregor’s theory
	Agile leadership is the new paradigm for developing organisational aspects 
	Qualitative approach
	Lack of training and resilience in the practices of culture can be a barrier to leadership. 
	The study did not identify the impact of agility in the educational sector. 
	Agile leaders motivate the teams to align with the work. 

	6
	(Burton-Jones and Hubona, 2020) 
	TAM model
	Acceptance of technology to resolve challenges in digital transformation
	Primary sampling 
	Technology-driven remote learning 
	Acceptance of advanced technology and its resilience in the organisation. 
	E-learning can be the way to educate the team members while developing digital transformation. 

	7
	(Dziak, 2024)
	TAM model
	Use of TAM in digital transformation
	Qualitative approach
	Technology-driven remote learning
	Acceptance of technology into the organisation
	Perceived use and usefulness are the benefits of TAM. 

	8
	(Macintyre, 2020)
	Agile leadership theory 
	Agile leadership in technological development 
	Survey
	It influences the development positively. 
	Lack of explanation of the leadership.  
	Motivations to adopt the agile methods to meet the changing needs. 

	9
	(Butt, 2020)

	Six sigma model
	Digital transformation using the Integrated Business Process Management
	Qualitative method
	IBM framework can offer a structural methodology to employ in a large organisation for facilitating its transition towards Industry 4.0. 
	Gap identification among workforces is a limitation of the framework. 
	Effective protocols of change management are required to ensure effective management of the business. 



[bookmark: _Toc214751540][bookmark: _Toc220921722]2.6 Conclusion
The above review of literature often suggests that Agile leadership has its crucial as well as multi-faceted roles to drive and sustain the transformation of the organisation at Deliveroo. Agile model of leadership not only indicates the implementation of agile approach in the development of teams, but also develops the core principles for shaping the entire culture of the company and its strategy. By promoting an innovative mindset of continuous experimentation, learning and rapid interaction, this leadership can act as a strategic approach to maintain the loop. Hence, the agile leadership ensures the flexibility and adaptiveness of the company in the fast-changing conditions of the market. Agile leadership can be responsible for making the balance between the short-term needs of operation and the strategic vision for the longer term. Strategic coherence can be maintained by the company with the support of transparent communication and a customer-oriented value framework. In the case of the food delivery sector, like Deliveroo, agile leadership often acts as the primary catalyst to support its operation in a more flexible and adaptive way. Hence, the sector can maintain its competitive advantage in the digital economy of the modern era. 


[bookmark: _Toc215925173][bookmark: _Toc220005185][bookmark: _Toc220921723]Chapter 3: Methodology
[bookmark: _xboc8xfd9uk1][bookmark: _Toc215925174][bookmark: _Toc220005186][bookmark: _Toc220921724]3.1 Introduction
This chapter outlines the research design that will be used to discuss the role of agile leadership in organisational change in the context of Deliveroo. It explains and supports the selected philosophical position, research method, case study design, data collection, and data analysis methods. The chapter has also included the conditions of the choice of Deliveroo as a focal case, the procedures that will be followed to guarantee the quality of the research, and the ethical guidelines followed in the course of the investigation.
[bookmark: _u9z1pb1fg5df][bookmark: _Toc215925175][bookmark: _Toc220005187][bookmark: _Toc220921725][bookmark: _9f2es6x2ulze][bookmark: _Toc215925176][bookmark: _Toc220005188][bookmark: _Toc220921726]3.2 Research Philosophy, Approach, and Design
3.2.1 Research Philosophy
The philosophical perspective of this research is interpretivism, which is suitable since agile leadership, organisational change, and behavioural capabilities are all socially constructed and situation-specific. Interpretivism allows the researcher to grasp the way in which leadership meanings are realised in various organisational descriptions, reports, and industry analyses (Renigunta, 2024). Since the study seeks to identify how agile leadership has affected the transformation of Deliveroo, interpretivism also offers the adaptability to understand the behaviours of leadership, their cultural dynamics and their contextual effects, without subjecting them to objective measurement (Cheng and Zhu, 2024).
                      [image: ]
         Figure 3.2.1: Research Onion
(Source: Time Horizon in research onion, 2025)

[bookmark: _kjm0pu5u6320][bookmark: _Toc215925177][bookmark: _Toc220005189][bookmark: _Toc220921727]3.2.2 Research Approach
The research employs an Abductive research methodology, combining deductive and inductive reasoning. First, it uses deductive inference depending on the theoretical constructs and themes described in Chapter 2, including agile leadership capabilities and dynamic capabilities. Deliveroo’s secondary data reveal emerging patterns that refine and expand the study’s underlying conceptual understanding (Baxter and Nolan, 2024). Abduction is also considered to be appropriate in case-based organisational research due to its ease in going in and out of theory and empirical data, which helps come up with deeper descriptions of complex phenomena (Ndou et al., 2024).
[bookmark: _z91463qvhlf8][bookmark: _Toc215925178][bookmark: _Toc220005190][bookmark: _Toc220921728]3.2.3 Research Strategy
The study uses a case study approach, which is effective in answering the questions of how and what concerning leadership and change in organisations. A case study can allow studying the transformation of Deliveroo in its competitive, regulatory, and technological environment in the real world in detail (Yin, 2023). The strategy facilitates the incorporation of a variety of secondary data and a thematic analysis of the behavioural and structural aspects of agile leadership. Methodological literature confirms that case studies effectively explore dynamic organisational processes and leadership behaviours in digital platforms (Tigre et al., 2025).
[image: ]
[bookmark: _Toc219838664][bookmark: _Toc220599937][bookmark: _Toc220600129]Figure 3.2.3: Research Onion
(Source: Time Horizon in research onion, 2025)
[bookmark: _l32xipc1fjcc][bookmark: _Toc215925179][bookmark: _Toc220005191][bookmark: _Toc220921729]3.3 Justification for Case Study Methodology
The choice of a case study approach is supported by the fact that it is consistent with the research question: “What role does agile leadership play in the process of organisational transformation in Deliveroo?” The given question requires a detailed and situational analysis of the impact of leadership behaviours on strategic change in the organisation, which can be done particularly effectively by a case study. Case studies help to examine complex organisational processes to extract meaningful qualitative data on leadership practice, decision-making, and contextual effects (Yin, 2023).
Deliveroo is an information-rich and relevant case, as it is a rapidly growing company that undergoes continuous change and depends on agile and adaptive leadership that operates in the platform economy with a high level of competition (Tigre et al., 2025). A case study will enable the study to apply longitudinal secondary data such as annual reports, regulatory filings, industry reports, press releases, leadership statements, and multi-layered insight into transformation processes.
[bookmark: _8iog6uh1mjev][bookmark: _Toc215925180][bookmark: _Toc220005192][bookmark: _Toc220921730]3.4 Case Selection and Sampling Strategy
[bookmark: _dbp6x0fyqtmg][bookmark: _Toc215925181][bookmark: _Toc220005193][bookmark: _Toc220921731]3.4.1 Sampling Logic
The current research will use purposive and theoretical sampling techniques, both of which are widely supported in the literature of qualitative case study as methods of building or testing theoretical propositions (Eisenhardt and Ott, 2022). The main aim is conceptual insight into agile leadership’s transformative influence, making probability sampling unnecessary and unsuitable. Deliveroo was selected for the rich context of its agility, digital innovation, leadership dynamics and rapid organisational changes (Tigre et al., 2025).
[bookmark: _b5epg82j3bme][bookmark: _Toc215925182][bookmark: _Toc220005194][bookmark: _Toc220921732]3.4.2 Case Selection Criteria
· Relevance: Deliveroo has experienced massive organisational change, which has been highly occasioned by the decisions made by its leaders, making it a suitable candidate for the analysis of agile leadership.  
· Availability of evidence: The amount of publicly available secondary data is significant and covers annual reports, regulatory reports, news coverage, and industry research (Ribeiro-Navarrete et al., 2023).  
· Recency: The events of change have taken on a central role in the last five to eight years and permit modern insights.  
· Digital platform business model: Deliveroo is a digital platform company, a contextual environment where agile leadership is especially significant.  
[bookmark: _ehx5wx9wio4f][bookmark: _Toc215925183][bookmark: _Toc220005195][bookmark: _Toc220921733]3.4.3 Case Profile
Deliveroo is a UK online food-delivery service that works in Europe, Asia and the Middle East. It was established in 2013 and cooperates with restaurants, grocers, and riders in the form of a two-sided digital marketplace model. Chapter 4 gives a suspicious organisational background. In this context, four case studies such as Just Eat, Uber Eats, Food Hub and Grub Hub will be mentioned in detail. The company Just Eat is an online delivery platform in the UK which is following market based business model. They are using their own website to let customers order food from nearby restaurants. Similarly, Uber Eats follows a logistics-intensive approach, in which partners use their own vehicles to reduce costs. Just Eat performs the marketplace-oriented model, mainly operating as an intermediary that connects customers and restaurants through its platform digitally, with limited logistics control. Uber Eats analyses a low-commission model, emphasising close relationships with local and independent restraints. Grubhub includes a hybrid marketplace model, which combines the commission-based revenues with premium services. The case study of Food Hub highly aligns with the business context of Deliveroo, where the firm follow a low commission business model. They directly contact with restaurants and take online orders and manage their deliveries through partners. On the other hand, Grub Hub practice a hybrid marketplace model and generating revenue through commissions, and premium services.
[bookmark: _2kvtbau2mn8t][bookmark: _Toc215925184][bookmark: _Toc220005196][bookmark: _Toc220921734]3.4.4 Justification of Case Diversity
Deliveroo is the primary case; secondary evidence from the other platform firm supports theme development by revealing comparable patterns and reinforcing analytical insights. This methodological strategy enhances the depth of understanding of the context in addition to maintaining the analytical depth that a one-case study represents (Santos and Grundy, 2025).
[bookmark: _8e1b34g29ku8][bookmark: _Toc215925185][bookmark: _Toc220005197][bookmark: _Toc220921735]3.5 Data Sources and Data Collection 
[bookmark: _hcg2i47f49ip][bookmark: _Toc215925186][bookmark: _Toc220005198][bookmark: _Toc220921736]3.5.1 Types of Secondary Data
The work of the study relies on a number of types of secondary data because it attempts to build a triangulated and holistic viewpoint of agile leadership and organisational transformation in Deliveroo. Annual reports and other investor documents of companies offer an organised and verifiable data on strategic priorities, executive choices and commercial performance, but can present leadership activity in a positive garb (Ribeiro-Navarrete et al., 2023). Press releases and executive statements reveal leadership intentions supporting thematic insights on agility, though they may lack critical objectivity and independent scrutiny. Industry reports provided by companies like Deloitte and Statista provide a more general contextual understanding of platform-economy dynamics, but generally on a high level and are commercially biased. The academic journal articles also provide the theoretical frameworks of thematic coding, but they are often not directly concerned with Deliveroo. The news from respectable sources provides independent analysis but may be biased towards journalism. Regulatory documents on employment and platform governance enhance the comprehension of the force of transformation (Leung and Patel, 2024). 
[bookmark: _no0bg9oam0ts][bookmark: _Toc215925187][bookmark: _Toc220005199][bookmark: _Toc220921737]3.5.2 Data Collection Process
The data collection process followed a systematic and transparent process that would guarantee rigour and reliability. The sources were located based on a systematic keyword search, which included such terms as Deliveroo leadership, agile transformation, platform governance, Deliveroo digital strategy, and organisational change at Deliveroo. Academic databases, business intelligence sites, credible news archives and regulatory repositories were searched. The inclusion criteria were based on relevance, recency (2017-2025), and credible authorship, thus ensuring that materials that were selected answered the research question directly. Articles with low levels of transparency, articles with unproven assertions, and articles with blatant promotion bias were ad hoc excluded. All the listed sources were listed in a data matrix that contained the data on the publication date, origin, and relevance to thematic categories. Cross-checking among the types of sources was used to increase reliability by making sure that the statements made by leadership, industry levels, and independent media analysis are consistent (Rybak and Ellis, 2025).
[bookmark: _ljo34fcahrga][bookmark: _Toc215925188][bookmark: _Toc220005200][bookmark: _Toc220921738]3.6 Data Analysis Approach – Thematic Analysis
[bookmark: _vgvr27kq77yo][bookmark: _Toc215925189][bookmark: _Toc220005201][bookmark: _Toc220921739]3.6.1 Analysis Framework  
The present research makes use of the six-step thematic analysis model as described by Braun and Clarke (2006), which continues to be actively supported in modern organisational research. The analysis took place in the following steps that included familiarisation, coding, theme generation, theme review, theme refinement and reporting. The conceptual framework created in Chapter 2 provided the initial direction in coding, as specific focus was made on themes like agile leadership behaviours, change processes, innovation practices, and teamwork dynamics. The analysis was open to an emergent pattern that would appear due to the secondary data, as per the abductive approach, which enabled the free flow between the theory and the evidence (Hawkins and Rao, 2023).  
[bookmark: _isf2rj39nmqj][bookmark: _Toc215925190][bookmark: _Toc220005202][bookmark: _Toc220921740]3.6.2 Within‑Case Analysis  
The within-case analysis was aimed at building a comprehensive and logical story of the organisational change at Deliveroo. It was done through a structured analytical template that started with the background setting, followed by analysis of leadership behaviours, the change challenges faced, the agile practices used and the outcomes of those practices as an organisation. Triangulation of insights between various types of documents was also used to increase credibility and reduce the bias that may occur when using secondary data. It makes sure that the leadership narratives, external evaluations, and industry assessments are consistent (Murphy and Kelly, 2024).
[bookmark: _qczosimsvpw8][bookmark: _Toc215925191][bookmark: _Toc220005203][bookmark: _Toc220921741]3.6.3. Cross-Case / Cross-Source Analysis  
Cross-source analysis was done to contrast the emerging themes of Deliveroo with the trends that were present in other leading platform organisations, using Uber, DoorDash, and Just Eat as examples, to build on theoretical understanding without conducting full comparative case studies. The similarities in the identified agility of leadership, digital adoption, intensity of innovation, and cultural responsiveness in this analysis were accompanied by a prediction of differences in regulatory pressures, scaling approaches, and organisational design. These cross-source patterns are easy for thematic analysis and interpretation of context (Rogers and Ghaffari, 2025). Just Eat was used to analyse leadership practices within the marketplace-oriented models, which limit delivery control, while it provides insight into the ability under logistics-intensive operations. Food hub has a contrasting offer, worked out by is low-commission, relationship-focused approach, whereas Grubhub explains leadership within a hybrid platform model. Linking the cases enabled clearer identification of shared leadership themes and differences, strengthening the credibility of thematic analysis. 
[bookmark: _i9wfh7fjelgk][bookmark: _Toc215925192][bookmark: _Toc220005204][bookmark: _Toc220921742]3.7 Research Quality and Rigour
Methodological rigour is unavoidable in the development of credible and trustworthy findings. This paper will use the four quality criteria as presented by Yin (2018), which are still a well-known set of criteria in modern qualitative research (Turner and McGinley, 2023).  
Construct validity is supported by the use of several secondary sources of data, such as annual reports, media coverage, communications by the leadership, and industry analyses. The paper uses well-delimited constructs based on the conceptual framework described in Chapter 2, which ensures a uniform means of understanding agile leadership and organisational transformation (Rao and Ellison, 2022).  
The logical connection of the data to codes, themes and ultimate interpretations maintains internal validity. The abductive method of analysis also offers greater credibility as it cyclically switches between theories and facts, which helps to refine the emerging insights and avoids the threat of drawing conclusions too soon (Baxter and Nolan, 2024).  
The external validation is analytical generalisation, where the results are generalised to the theoretical hypotheses relating to agile leadership and not the generalisation of the results to all organisations. This methodology is in line with the modern requirements of qualitative case study in the digital and platform-based setting (Khan and Dubois, 2025). 
[bookmark: _lc3gj5mwfzyk][bookmark: _Toc215925193][bookmark: _Toc220005205][bookmark: _Toc220921743]3.8 Ethical Considerations
Publicly-Available Data: The current study uses secondary information that is publicly available and hence presents no risk to human subjects. The fact that no personally identifiable or sensitive information is obtained makes the ethical exposure low. However, the organisational data should be employed conscientiously, which requires accuracy, openness and respect towards the represented institutions (Parker and Houghton, 2022).
Integrity, Attribution, and Accurate Representation: Ethical integrity demands that the secondary materials be credited accordingly and that they are not misinterpreted. The analysis, therefore, avoids one-sided reporting or exaggerated reports by confirming information from various sources that are recognised as true. This research method is in line with the requirements of a rigorous qualitative study, thus protecting fairness in the presentation of organisational practices and leadership behaviours (Mitchell and Rowe, 2023).
[bookmark: _f8xs966909yc][bookmark: _Toc215925194][bookmark: _Toc220005206][bookmark: _Toc220921744]3.9 Chapter Summary
The main case study has been chosen as the company Deliveroo due to the strong evidence of agile leadership, digital innovation, and rapid organisational change. Data is aggregated based on a variety of credible sources, such as company reports, industry studies, media, and other executive messages, and thus, inclusiveness in triangulation is achieved. The thematic analysis framework presented by Braun and Clarke informs the coding and interpretation of the appearance of patterns. Rigour stems from transparent procedures and analytical generalisations, while ethics relies on public data and objective reporting.
[bookmark: _heading=h.otpr477skfjl]

[bookmark: _Toc220921745]Chapter 4: Findings
[bookmark: _7ccrhtv7sd6d][bookmark: _Toc220921746]4.1 Introduction 
The chapter 4 research findings can be taken as one of the main sections in the dissertation, as it holds a proper analysis of the collected data. In this chapter, a total of four case studies will be mentioned, and each of them will illustrate the details such as company background, strategies, weaknesses, KPIs, and success. The chapter includes a total of four case studies or companies that cover different aspects of the UK food delivery market. These four companies are core competitors of Deliveroo. The UK food delivery market is expanding, and the approximate value was £12–13 billion in 2025. The market is also suffering from high competitiveness and a much-needed technological advancement. All companies prioritised the customer needs and focused on the areas of reliability, consultancy, customer support, and high-tech support. Here, a total of 5 case studies will be discussed in details such as Deliveroo, Just Eat, Uber Eats, Food Hub and Grub Hub.
[bookmark: _ozgby6e3j3fp][bookmark: _Toc220921747]4.2 Case Studies
For this chapter, the chosen competitors of Deliveroo are Just Eat, Uber Eats, Food Hub and Grub Hub.
[bookmark: _j2bekt7gg04s][bookmark: _Toc220921748]4.3 Case Study 1:  Deliveroo
Deliveroo is known as one of the most renowned multinational firm UK, which was founded in 2013. The company is highly technology driven that help in connecting grocers, retailers, customers and other restaurant chains. In 2024, the brand earned the revenue of £7.4 billion, in 2024 and the profit was almost 6%. In 2024, the net profitability of Deliveroo was almost £2.9 million. The company expanded its business and product delivery options into groceries, and 16% of GTV was received. 
Due to the thin profit margin and a broken cost structure due to the volatility of the market, the firm Deliveroo is experiencing difficulties in managing payment options, investments and promotions. Apart from that, most of the employees are complaining about a high surge of commission fees, so that delivery partners earn a few capitals for each order. The opportunity for the firm is to promote a subscription based services along with making deals and special offers for customers. To maintain employee rights, the company has adhered UK based regulations and acts.
Further implementation strategy is to enhance riders’ experiences by introducing a performance based incentives and a clear salary structure. The outcome of this initiative is reliability and employee satisfaction that further enhance employee retention rate.

[bookmark: _fvyc3le0bsjc][bookmark: _Toc220921749]4.4 Case Study 2: Just Eat
4.4.1 Introduction and background 
The key competitors of Deliveroo are Just Eats and it is a UK-based firm that is responsible for delivering food to local customers. In 2006, the company entered the food delivery market, and the parent company is Just Eat Takeaway. The company can be put under the online Food delivery platform and facilitate the “on-demand food ordering” (Just Eat., 2025). The company Just Eats have built a strong connection with 88,000 restaurant chains and is able to deliver food in 97% of postcodes in the UK. Further estimation finds that Just Eat contributed to the economy of the country, and the value was £3.5 billion. The market share has been expended up to 25% to 32%, and the Market position of Just Eats is based on extensive restaurant networks.

4.4.2 The challenges and opportunities
The intense competition is one of the core challenges facing Just Eat, which ultimately results in the compression of the profit margin by Just Eat. Some Major rivals of Just Eats’ are Deliveroo and Uber Eats, and these firms are giving aggressive competition, which results in order fluctuation for the firm. Another major challenge is the operational complexities and maintaining service quality due to a limited number of delivery partners and growing demand. As per the growing demand, the company has developed a significant opportunity to deliver more than food (Race and Conway, 2025). They might expand the delivery system to groceries and build a partnership with huge retailers such as Asda and One Stop. Moreover, the company can enlarge its offerings and diversify its delivery options to hotels, pubs, and more.
[image: ]
[bookmark: _3dqiazte4xnj][bookmark: _Toc220599938][bookmark: _Toc220600130]Figure 4.4.2: Just Eat Delivery 
(Source: Race and Conway, 2025)
4.4.3The Approach and Implementation 
The company Just Eats needs to think beyond delivering food, and they need to intensify their product ranges such as retail items and groceries. In order to unlock an updated strategy of obtaining a revenue stream, the company must build a strategic partnership with ecommerce fir to strengthen its media program and marketing strategies. From the perspective of technologies, the company must work on AI integration to improve customer engagement through the Group Ordering system (Iyer and Malhotra, 2024). They need to launch their own Menu AI tool that will speed up the process of ordering and delivering the required menu faster. They must follow a strategic partnership with Sainsbury, and enable the opportunity for customers to get groceries at home within 30 minutes.
4.4.4 Outcome and result
The company has made a noticeable improvement in takeaway platforms, and the gross transaction value has improved by 4% in 2024.  In 2024. The EBITDA of Just Eat was €460 million, and the firm acquired support from global tech investors for €4.1 billion. The key business KPIs are total order which were 879 million in 2024, and revenue of €5,085 million. Therefore, KPIs such as average time, order summary, success rate, and delivery reliability can be measured to detect brand success.
[bookmark: _hd3prbiqau66][bookmark: _Toc220921750]4.5 Case study 3:  Uber Eats 
4.5.1 Introduction and background 
Uber Eats seems to be the global online platform that provides advanced technology-driven services to customers. Customers can access the official website of the company and order their preferred meals. The company Uber Eats was introduced in 2014, and the company is mainly known for its ride-hailing services, along with currently they are serving food to customers at their home location. The company has been operating as a subsidiary of Uber and provides services to 45 cities in the UK. After emerging, the company Uber Eats took 27% of market share, and the market value was £14.3 billion in 2025 (Uber, 2026). In 2024, the company reached the milestone of providing services to 1 billion people in the UK. According to the data, the main competitor of Uber Eats was Deliveroo and Just Eat. The major competition is receiving the Uber Eats by the Firm Deliveroo, which holds accounts for running dark kitchens. 
[image: ]
[bookmark: _ghds8bulxzyt][bookmark: _Toc220599939][bookmark: _Toc220600131]Figure 4.4.1: Uber Eats Grocery sector 
(Source: Uber. 2026)
4.5.2 The challenges and opportunities 
The company Uber Eats has been experiencing some operational challenges due to labour issues. The company solely depends on delivery partners, and a lack of delivery personnel can cause delays or cancellation of orders. Moreover, the delivery partners are trying to leave jobs due to inconsistent earnings, poor compensation, and incentive structures. The works are reporting about a thin profit margin for long delivery, which ultimately erodes the economic structure of the firm (McCallum, 2024). The brand needs to introduce innovative services, such as introducing a subscription-based program for customers. In this process, subscribers will get additional discounts and immediate, real-time offer options. In this way, the company can attract new customers and expand its business to other regions.
4.5.3The Approach and Implementation 
In 2025, Uber Eats introduced a multi-faceted model to improve delivery time, reduce the overall cost, and improve efficiency. The company is arranging a recruitment program for delivery partners and introduced a new cost structure for employees. The company invested a huge amount of capital in a training program for employees to deal with peak hours and consistent customer demands. They need to open the dark kitchen at multiple places to shorten the delivery time. Uber Eats has incorporated AI-driven tools and software to schedule and match orders and delivery partners at the nearby locations of those orders. The algorithm will help in analysing faster routes and avoiding congestion for Uber delivery partners.
4.5.4 Outcome and result
The strategic leadership of the firm targets to address its operational challenges, and after a successful improvement, almost 20% more efficiency among delivery partners can be noticed. The advanced technological implementation will cut the delivery time upto 15 minutes from 30 minutes (Uwasomba et al. 2025). The implementation of micro fulfilment hubs can help in fulfilling the food needs in high demand region. This approach reduces 12% of complaints and order errors by the customers and builds a positive brand image.
[bookmark: _c50je3mxyget][bookmark: _Toc220921751]4.6 Case study 4: Company Name Food Hub
4.6.1 Introduction and background 
The company Food Hub was introduced in the food delivery market in 2008 in England. The key business strategies of Food Hub lie in improving their online websites to bridge the gap between customers and local restaurants and food outlets. The brand is simultaneously focusing on offering technology-driven solutions, such as the integration of POS and KDS for enhancing customer service efficiencies (Foodhub, 2026). In 2025, the UK’s food delivery sector achieved revenue of £14.3 billion, yet Deliveroo seems to be the major contributor and grabbed 80% of orders. In contrast, the Food Hub made-up 56% of market share in 2025.
4.6.2 The challenges and opportunities 
The main challenge of Food Hub is declining market share due to poor service quality and a lack of positive customer experience. Customers are repeatedly reporting incorrect orders and issues with refunds. Moreover, some other reports covered the account security concerns of customers; therefore, customers are tense about fraudulent transactions. These issues create an opportunity for the firm to introduce new AI-driven, cloud-based, and analytical technologies, which can detect threats or suspicious activities within their official website (Bivona, 2023). The leadership plan for the Food Hub is to practice partnership with grocery delivery partners such as Snappy Shopper to keep up with the new demand of customers. Arranging an online loyalty program will help the brand to connect with customers and gather valuable feedback for their firm.
4.6.3 The Approach and Implementation 
The leaders of Food Hub need to blend the expansion of business with the adoption of innovative business models. They should prioritise a cost-effective ordering system by introducing subscription-based models for the restaurant partners. In this way, they can lower the aggressive competitiveness of the rivals. Other approaches for Food Hub are to leverage technology-based offerings such as Google-based ordering, offline order generation, an self-depending Kiosks to control consumer touch points (Keeble et al. 2022).  In order to achieve this, the firm should integrate the EPOS system and initiate automation for swift delivery to multiple locations. They further integrate with third party application and the most reliable Google apps to expand the customer reach.
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[bookmark: _g5weqdcjbmzr][bookmark: _Toc220599940][bookmark: _Toc220600132]Figure 4.6.3: Food distribution strategies 
(Source: Keeble et al. 2022)
4.6.4 Outcome and result
The adoption of low commission models provided the firm with an opportunity to leverage its cost-effective services. It will enhance the customer retention rate and attract stakeholders such as multiple restaurant chains from the UK. The main KPI for the firm is order volume, and it is growing at a rate of 3.1% in 2025. The partnership network for Food Hub has grown to 30,000 restaurant involvements and completed 65 million orders. The satisfaction of customers and positive reviews on the website are other KPIs. 
[bookmark: _2mhntxvifm6t][bookmark: _Toc220921752]4.7 Case study 5:  Grub Hub
4.7.1 Introduction and background 
The Grub Hub is another competitor of Deliveroo, which was introduced in this market in 2004. The headquarters of Grub Hub is in the USA, and it was the first food delivery partner to develop the idea of taking meals from restaurants and sending those to customers. The core product and services of Grubhub depend on using digital platforms to deliver food. Grubhub has a vast user base and covers 4000 cities in the US, yet the company decided to expand in UK market (Grubhub, 2026). There are more than 33 million active customers who have been engaged with the firm for decades. In the US, the major competitor of Grubhub is Door Dash, which holds almost 90% of the market share.
4.7.2 The challenges and opportunities 
The key challenges for Grubhub are the complicated structure of logistics and the inability of leaders to coordinate among stakeholders to initiate on-time delivery. Moreover, GrubHub still depends on manual processes in customer support and order management (Shead, 2020). Due to the interference of humans, the process is lengthy and time-consuming. The company received a new order to respond to a new demand of customers by implementing automation and AI within the system.  They might prioritise the customer-focused innovation plan to remain competitive in this food delivery market.
4.7.3 The Approach and Implementation 
The brand Grubhub should focus on building a positive brand image and recognition. They need to use automation in chat support to explain and resolve the queries of customers. The company can target suburban areas to temporarily avoid the competition from other delivery partners, such as Deliveroo. The brand should focus on customer-focused demand and arrange both online and offline campaigns to directly engage customers. The offline process should be arranged for suburban areas to gain more insight and build a positive connection with customers (Erkmen and Turegun, 2022). In the suburban and snake areas, there must be limited food delivery options that can be noticed, so that Grubhub can establish its business. Moreover, the brand must work on simple online e-commerce strategies to leverage sales and the number of orders.
4.7.4 Outcome and result
The results show that the sales value increased and the brand obtained recognition as one of the most successful food delivery partners in the UK. The brand is providing an affordable food option by including small and mid-sized restaurants in its business. They aim to offer lower and middle-income level households to strengthen their position in this market. The success can be measured by the feedback and ratings received by Grubhub, which state that the firm's delivery efficiency is within 30 minutes (Erkmen and Turegun, 2022). The delivery partners are well-behaved, trained, and friendly in nature. The metrics show that the company efficiently manages on-time food readiness through seamless contact with the restaurant chain. Therefore, the customer satisfaction score is 71 to 73 points, which depicts a higher customer retention rate for the firm.
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Tables of Case Study Analysis 
	Cases
	challenges
	opportunities
	solution
	implementation
	Outcome

	Deliveroo
	Due to the thin profit margin and a broken cost structure due to the volatility of the market, the firm Deliveroo is experiencing difficulties in managing payment options, investments and promotions.
	The opportunity for the firm is to promote a subscription based services along with making deals and special offers for customers.
	To maintain employee rights, the company has adhered UK based regulations and acts.

	Further implementation strategy is to enhance riders’ experiences by introducing a performance based incentives and a clear salary structure.
	The outcome of this initiative is reliability and employee satisfaction that further enhance employee retention rate.



	Just Eat
	Some Major rivals of Just Eats’ are Deliveroo and Uber Eats, and these firms are giving aggressive competition, which results in order fluctuation for the firm.
	They might expand the delivery system to groceries and build a partnership with huge retailers such as Asda and One Stop.
	Moreover, the company can enlarge its offerings and diversify its delivery options to hotels, pubs, and more.

	The company must build a strategic partnership with ecommerce fir to strengthen its media program and marketing strategies.

	In 2024. The EBITDA of Just Eat was €460 million, and the firm acquired support from global tech investors for €4.1 billion.

	Uber Eats
	The company solely depends on delivery partners, and a lack of delivery personnel can cause delays or cancellation of orders.
	The brand needs to introduce innovative services, such as introducing a subscription-based program for customers.
	In this process, subscribers will get additional discounts and immediate, real-time offer options.
	The company is arranging a recruitment program for delivery partners and introduced a new cost structure for employees.
	The strategic leadership of the firm targets to address its operational challenges, and after a successful improvement, almost 20% more efficiency among delivery partners can be noticed.


	Food Hub 
	Moreover, some other reports covered the account security concerns of customers; therefore, customers are tense about fraudulent transactions.
	The leadership plan for the Food Hub is to practice partnership with grocery delivery partners such as Snappy Shopper to keep up with the new demand of customers.
	Arranging an online loyalty program will help the brand to connect with customers and gather valuable feedback for their firm.

	They should prioritise a cost-effective ordering system by introducing subscription-based models for the restaurant partners.

	The main KPI for the firm is order volume, and it is growing at a rate of 3.1% in 2025.

	Grub Hub
	The key challenges for Grubhub are the complicated structure of logistics and the inability of leaders to coordinate among stakeholders to initiate on-time delivery.
	The company received a new order to respond to a new demand of customers by implementing automation and AI within the system.
	The company can target suburban areas to temporarily avoid the competition from other delivery partners, such as Deliveroo.
	Moreover, the brand must work on simple online e-commerce strategies to leverage sales and the number of orders.


	The metrics show that the company efficiently manages on-time food readiness through seamless contact with the restaurant chain.





[bookmark: _8wtv16zftjkb]


[bookmark: _Toc220921753]4.8 Chapter summary 
The discussion chapter stated the broad opportunity of business in the UK food delivery market. Deliveroo is dominating the UK market and holds 90% of the market share; therefore, other competitors are improving their leadership strategy to strengthen their business. The Food Hub, Uber Eats, and Grubhub are suffering from challenges such as excessive competition, operational challenge and declining market rate. These companies practised strong leadership to find opportunities to respond to the new customer trend. 


[bookmark: _Toc220921754]Chapter 5: Discussion and Analysis 
[bookmark: _362c5pwa2oap][bookmark: _Toc220921755]5.1. Purpose and Positioning 
The purpose of the discussion chapter is to examine the role of agile leadership in the improvement of the business for Deliveroo. The Agile leadership structure of the Company ensures that the employees are promoted based on their work and are adapting to new changes to become a part of innovation. This chapter thoroughly compares and contrasts the findings from the literature chapter and result chapter to further interpret the findings in a detailed manner. The literature chapter mentioned the impact of Agile leadership in the context of the digital transformation of the brand (Iyer and Malhotra, 2024). The chapter mentioned about Resource based view theory, TAM, and Dynamic Capability Theory to understand the relationship between company performance and agile leadership planning. On the other hand, Chapter 4 has highlighted a case study analysis of four major competitors of Deliveroo who have been trying to hold the top position in the UK’s food delivery market. Uber Eats, Just Eat, Food Hub, and Grub hub are major companies that have been delivering foods at the doorstep of customers and are looking for further innovation and chances to achieve long-term success in this competitive market.
[bookmark: _wdznning6lui][bookmark: _Toc220921756]5.2. Analytical Framework and Logic 
The Technology Acceptance Model (TAM) has been used in the literature, and the acceptance of this model paved the path for Deliveroo to bring organisational transformation. The framework connects multiple stakeholders of Deliveroo, such as workers, riders, customers, employees, investors, managers, the CEO, and the IT team.  In that case, the theory highly supports accepting riding applications, AI driven forecasting system, machine learning, automation, a route optimisation system, and a performance dashboard to become the most demanding delivery partner for the UK.
The application of the Resource-based View Theory helps in demonstrating the application of internal resources for creating competitive advantages. The RBV theory guides the brand Deliveroo in prioritising the human Capital and targeting to build a cross-functional collaboration team for reacting quickly to changes in the market and any other customer needs (Chukwunweike and Aro, 2024). The usage of the Dynamic Capabilities Theory supports the brand in making rapid decisions in the context of detecting threats and opportunities. Customer feedback gathering and searching for loopholes for the firm seems to be a major success criterion for Deliveroo. 
[bookmark: _koh9e2lzymi3][bookmark: _Toc220921757]5.3 Cross-Case Synthesis: Compare and Contrast with Literature 
[bookmark: _Toc220921758]5.3.1 Theme 1: Over view of agile leadership and on the strategies of digital transformation and organisational flexibility

From a literature perspective, it can be stated that Digital transformation is one of the core competencies for an organisation, as it help the firm cope with changes in the business market. The food delivery firm Deliveroo has recognised the need to take strategies to overcome technological disruption. The agile leadership planning creates such a workplace where the team can be trusted by each other and support each other in experimentation (Ratajczak, 2023). As per the strategic model, the agile leadership is focusing on the adaptive strategies by providing a feedback cycle for the short term. Agile leadership supports innovation for Deliveroo and engages stakeholders who can invest in technological upgradation.
The case findings from chapter 4 help to reveal that the brand Just Eats are practicing collaboration and rapid adoption of changes. The leaders of the company, Just Eats, developed a cross-functional team and used the decentralized decision-making structure to identify changes in customer needs. The Agile leaders of Just Eats focused on integrating AI and personalisation, which can offer specific recommendations of dishes for customers and send notifications to them on special offerings, discounts, and unique disease from authentic restaurants. As per findings from the previous chapter, it can be found that a major competitor of Deliveroo, Just Eats have moved beyond food items, so that they deliver essentials, and groceries to their customers.
[image: ]
Figure 5.3.1: Agile leadership 
(Source: Ratajczak, 2023)
The application of the Resource-Based Theory in the business context of Deliveroo helps in evaluating the need for technological transformation for their business. As per the importance, the human capital is the core requirement for the brand.  The agile leaders strictly pass the command to the employees and delivery partners to become capable in handling digital technologies, apps, and software to complete the delivery process. Agile leaders strictly prohibits to practice of traditional operational models to predict needs optimize routes, and manage orders given by customers. The agile leaders involve investors and stakeholders who support innovation and AI implementation within the business to automate the entire food delivery system.

[bookmark: _Toc220921759]5.3.2 Theme 2: Formation of a link between agile leadership that promotes innovation, teamwork and employee participation 
The literature part provides a glimpse of the impact of agile leadership in making an organisation flexible to accept any situation and act accordingly. For a food delivery brand, the customer experience plays an important role in shaping the organisational performance. Customers are the central pillar for the brand like Deliveroo, and currently, customers are preferring quick delivery and a strong online procedure in the ordering process (Mehrotra et al 2025). The agile leadership supports alternative planning and start-up meetings, which pivots the insight into customer experience. The literature study further used the Job Demand Resource model to detect the perspective of customers and candidates about the firm’s business.
From Chapter 4, further findings justify that, the Uber Eats is one of the leading food delivery partners in the UK, and customers prefer this brand due to its punctuality and staffs behaviour. The brand is currently focusing on building a positive image by leveraging innovative strategies for personalisation, convenience, and reliability in the brand (Kachhadiya, 2025). Uber Eats strengthens its website and mobile applications, so that users from the UK can operate this app easily and help in saving time for them. CX strategy for the brand can be improved by understanding the preferences and past order history.
[image: ]
Figure 5.3.2: Customer experiences Design 
(Source: Kachhadiya, 2025) 
The application of the Technology Acceptance Model for Deliveroo can be used for comparing the brand with others to understand business loopholes. The TAM model is based on two factors such as Perceived usefulness and perceived ease of Use. As per agile leadership planning, the brand Deliveroo can use its own websites to help customers in quick ordering, real-time order tracking, and moreover, provide multiple options for payment. The PEOU is focusing in solving customer queries, dissatisfaction, and re ordering process by integrating search filters and simplifying order history.

[bookmark: _Toc220921760]5.3.3 Theme 3: The role of agile leaders in prioritising the change management, training, and adoption 
Agile leaders play an essential role in training, adoption, and management to embrace sustained value and employee retention on a long-term basis. For the delivery based company, long-term collaboration with delivery partners and employees is essential to run the business seamlessly. The agile leaders act as role models to state the necessity for changes within the firm, while fostering an open communication with stakeholders to dig into the future requirements (Popan, 2024).  Agile leaders always prioritize the end on approaches, real-world training, coaching, and mentoring for employees to improve knowledge in the required field.
Grub hub is using strategic leadership practices to provide workplace training to employees to use software and apps seamlessly. Grub hub arranges for digital training for employees on customer support, logistics maintenance, and order handling.  In agile leadership, leaders prefer to arrange a virtual workshop in weekly basis to convey ideas of new features and upgradation of the system.  Grubhub successfully delivers the onboarding tutorial, webinars, and application guidance to enhance technological competence for the firm. 
[image: ]
Figure 5.3.3: Food Delivery Diagram 
(Source: Popan, 2024)
The application of DTC theory helps in justifying the concept of agile leadership for Deliveroo in a broader sense. The key resources of this theory are sense, size, and design to cope with the demand for regular training for employees in software and application handling (Jia et al. 2022). Deliveroo should create an opportunity for employees to learn through in-app guidance by video tutorials, step by step frameworks, visuals nd interactive pop-ups. On the other hand, the hands-on approaches can help team members in dealing with AI and automation software, such as POS, to compare sales value and resolve errors in revenue generation.
[bookmark: _Toc220921761]Justification of these themes on case study:  building strategies of digital transformation and organisational flexibility at Deliveroo 

The literature part shed lights on the impact of data governance and integration in business success of Deliveroo. The platform Deliveroo deals with huge amounts of datasets, such as riders’ data, employees' data, customers' data, and stakeholders’ data; therefore, data governance seems to be crucial for the brand Deliveroo. This data integration can be combined with data governance, with a strict adherence to policies and standards. The company must align with the Data Protection Act 2018 (DPA) and GDPR to safeguard the data ethically and transparently (Lord et al. 2023). It will help the brand to improve its image and safeguard the private data of customers and stakeholders from any kind of data theft. 
[image: ]
Figure 5.3.4: Importance of Data Integration 
(Source:Lord et al. 2023)
The case study analysis of Food hub’s practice of ethical business and social responsibility by managing customers’ data, financial record and inventory levels securely. The agile leadership planning suggests that the competitor brand, Food Hub, implement an ERP system that can provide real-time insight to the Food Hub to understand demand, forecast peak hours, and improve accuracy in the ordering system (Mendonça et al. 2023). The practice of data governance by the leaders of the firm further integrates new policies for data governance. The agile leadership planning structures the policies in the simplest way to get accustomed by employees and delivery partners to these company policies. 
The agile leadership planning for Deliveroo highly supports the data-driven decision making through automating the function inside the organisation. The automation within the IT structure can save 100 hours on a weekly basis, which will help the team to focus in campaign related activities to enhance customer engagement. Deliveroo can use cloud-based software such as AWS to ensure consistency and meet the demand of the business. 

[bookmark: _Toc220921762]5.4 Integration into the Conceptual Model for Proposition 
Chapter 2 supports Agile leadership as a key driver for the transformation of the firm, Deliveroo. The new conceptual framework for the business of Deliveroo aligns the process improvement and redesign with the application of theories such as TAM, RBV, and Dynamic Capability theory. The framework needs to be empirically supported through a more linear process; therefore, the outcome must state the technology acceptance rate by employees of Deliveroo. The current conceptual framework relies on the improvement of the sales value of the firm after practicing technologies in ordering, online payment acceptance, and building communication with the restaurant chain.  Therefore, the revised diagram is well supported by the IBPM framework. After technological enhancement, the company achieved sales of 72.6 million in 2025, and a 7% increase of sales can be noticed. Moreover, the GTV was £1.18 billion in 2025, and order volume reached up to ten million per year.
[bookmark: _qvxlg4bt2qhp][bookmark: _r4qw5dwg9zcx][bookmark: _Toc220921763]5.5 Robustness Consideration 
In this section, the influence of agile leadership on the firm’s performance might include an alternative explanation, such as market-driven adaptation. Here, the contingency theory can be used as the UK’s food delivery market is volatile. The theory explores the needs in the UK food delivery market, which revolves around a smooth ordering process, online transaction and real-time tracking of orders. All of these are related to customer satisfaction and demand for using the company website without the prolonged wait time for waiting. Another rival theory is the determination of technologies such as APIs to connect more restaurant chains to deliver food at sub urban regions (Pulignano and Grimshaw, 2025). Further application of AI and analytics can help in predicting orders, calculating time, route optimisation, and demand forecasting. The secondary data usage is dominating for interpreting the case analysis of Deliveroo. Henceforth, some reliable data sets are consultancy reports, press releases, industry reports, and annual reports of the company. The over-reliance on secondary data, such as investors report articulate a perspective performance for the company, which seems to be a potential bias for the firm.
[bookmark: _33e4mqqbuqil][bookmark: _Toc220921764]5.6 Practical Synthesis 
As the practical synthesis from the research, it is aimed to improve sales of Deliveroo, based on an agile leadership strategy. A largely aligned goals of the company results 8.3% rise in GTV and 7% more sales in the first quarter of 2025 (Gossart and Srnec, 2024). The practical insight help in including the strategies taken by Uber Eats to fulfill the demand of customers and minimise the delay in serving orders to the customers’ doorsteps. The process incorporates the implementation of a dark kitchen and the use of online applications for customers to place a smooth order.
[bookmark: _p2msvbtrcdbn][bookmark: _Toc220921765]5.7 Chapter Summary 
From the entire discussion, it can be stated that agile leadership planning is highly appropriate for the brand Deliveroo. The agile leaders are supporting the changes towards digital transformation to give tough competition to the competitors. This part compares and contrasts the case studies of different food delivery companies and detects the importance of technological upgrade for improving CX and customer experiences.  Employees of the firm Deliveroo need a supportive environment where they can obtain learning opportunities. Moreover, strategies such as implementing AI-focused automation, analytics, and other software can help the firm in maximising the conversion rate and improving customer retention in the long term.


[bookmark: _Toc220921766]Chapter 6: Conclusion
[bookmark: _stb7fwa4vu4j][bookmark: _Toc220921767]6.1 Introduction
This chapter summarizes the findings of the whole study and provides a summary of the main theoretical contributions, outlines managerial implications, limitations of this study, and future research directions. This chapter aims to show how this research has fulfilled the mentioned goals and made contributions to both the theoretical knowledge and practical judgment towards decision-making in the environment, being investigated in the chapter. The study set out to examine the extent to which organisations use digital and analytical capabilities to improve performance and strategic outcomes, based on secondary data from various case studies. Chapter 4 was a multi-case analysis structured in a manner that Chapter 5 was a cross-case analysis in order to establish patterns, divergences, and mechanisms. It is based on these findings that this final chapter provides the overriding answer to the “so what?” scholar-practitioner question.
[bookmark: _77d5shexzlli][bookmark: _Toc220921768]6.2 Short Summary of the Most Important Findings
The cross-case analysis showed some regular and theoretically supported findings and not isolated case-based results. The following findings can be stated as major findings:
Organisations that oriented digital technologies with strategic goals performed better in an environment of a good governance framework and analytic skills. Normalised digital material made it possible to scale as well as improve operational effectiveness in cases. Digital initiatives had the most positive performance impact when carried out as part of a wider organisational procedure and not as a standalone tool.
Results varied by organisational background, especially the levels of digital maturity, data quality, and managerial dedication. Firms with fairly regulated or resource-restricted operational contexts realized slower facilitative capability formation to enhance the direct positive relationship between digital adoption and performance. All these findings collectively point to the fact that value creation requires less technology and more complementary organisational abilities.
[bookmark: _9thhrshhsbfu][bookmark: _Toc220921769]6.3 Theory Implications
The research has a number of significant contributions to theories by improving current frameworks and how digital and analytical capabilities work in organisational settings.
Contribution 1: Explaining the Theoretical Base
The results serve mostly to the Practice-based view (PBV) and the Resource-Based View (RBV) (Rialti and Filieri, 2024). An apt perspective that helps to comprehend how companies change digital resources under the developing conditions is dynamic capabilities, namely sensing, seizing, and reconfiguring. The cross-case evidence can be used to argue that digital assets have an insufficient effect on the creation of sustained advantage; instead, firms need to build the ability to feel the presence of opportunities using data, capture it by making a decision in time, and reorganize resources to support this decision.
Building on RBV, the results reveal that digital technologies as strategic resources can only be realised in situations when they are introduced into organisational routines and facilitated by managerial competence. This is corroborated by previous literature, which opines that IT resources are neither adequate nor sufficient in generating competitive advantage.
Contribution 2: Boundary Conditions and Contingencies 
One of the most important theoretical contributions from the VUCA framework is finding the conditions of the boundaries across which the existing relations can be strong or weak (Ncube et al., 2024). Although some studies in the past tend to establish a positive relationship in the direct relationship between digital adoption and performance, this research indicates that the relationship depends on factors like data governance, organisational culture, and leadership commitment. Digital initiatives have not produced the anticipated benefits in instances where data quality was of low or resources in governance structures were not well defined. The results make current assumptions on the body of literature on digital transformation because they prove that moderators contextually play a significant role. The efficacy of digital capabilities is determined by organisational fit and not best practices, as Home Depot predicted, based on the contingency theory.
Contribution 3: Insights on the data and references 
In addition to establishing relations, the research illuminates causal processes that support the formation of digital values. Cross-case trends reveal that the standardized digital templates and analytical dashboards lower cognitive workload, reduce learning curves, and enhance the spread of the best practices to organizational units (Alsuhaimi, 2024). This insight into processes provides a deeper understanding of the area of dynamic capabilities that have been criticized as conceptually fruitful, but are empirically imprecise.
In addition, the results emphasize the role of human-technology interaction, in which managerial interpretation and decision-making play a key mediating role between data insights and action strategy. This is in line with socio-technical views and can facilitate technology adoption research because it highlights the importance of collectivism as opposed to individual uptake.
Contribution 4: Integrative Revision of the Conceptual Model
In Chapter 5, a TAM model was developed, which was rationalized on the cross-case evidence. To be more exact, new mediating factors, like the analytical capability and governance clarity, were added, and overly simplistic direct relations between the technology adoption and performance have been eliminated (Burton-Jones and Hubona, 2020). The developed model reflects the non-linear, sophisticated character of the digital transformation.
In locating these contributions in the existing literature, the study supports the existing studies on the significance of complementary capabilities but breaks the deterministic perspectives of the technology-driven performance. The evidence indicates that digital transformation is more of a dynamic organisational process and not a strategic decision.
Generalisability Statement
Although the research is contextual, the findings can be applied to organisations functioning in knowledge-intensive sectors, medium-to-large companies, and conditions of growing digitalisation. The results are especially applicable to those companies that are in the middle of their digital maturity and have a moderate regulation level.
[bookmark: _fqid9pfsjkck][bookmark: _Toc220921770]6.4 Managerial Implications 
The managerial ground for this research is to suggest that the firm Deliveroo should develop a centralised content platform for better usage. For instance, the firm operates multiple channels such as the rider portal, CMS for marketing, in-app notifications, and dashboards. It creates confusion in order handling and might develop a chance for errors, cancellation, and delay in delivering orders (Igwegbe, 2025). The company should adopt a content management system by integrating policies for reusable content, such as new safety regulations and policy handling. The firm should create a cross-functional team for customer support, marketing, and dispatching products, so that the firm can be aware of customer needs and perceived changes in demand patterns. 
The major competitors of Deliveroo are Uber Eats, and the current study suggests the brand use a machine learning model to address operational bottlenecks in the food delivery industry. For instance, investing in an AI algorithm can help in analyzing the previous purchase data of customers, forecasting demands, and weather conditions. This model includes the need for digital training for restaurant staff and delivery partners, so that employees can offer customised assistance for each customer.
The real time Personalisation can be taken as another strategy or recommendation for these food delivery brands, like Just Eat. The brand should help customer to notice the real ratings and feedback of restaurants, so that customers can order food from authentic restaurants. This personalisation can help vegan customers to find out plant-based food and it will improve customer satisfaction.
[bookmark: _yg95ix247ly6][bookmark: _Toc220921771]6.5 Limitations and Suggestions for Future Research 
This study, although its contribution can be noticed, also has a number of limitations. To begin with, the use of secondary data implies the risk of bias associated with available data, reporting, and vendor-based stories. The lack of primary data restricts the opportunities to portray subtle managerial perceptions and immediate decision-making procedures. Second, there are limitations to the Generalisability of findings to other sectors with differing technological and regulatory features because of the industry and country concentration of the chosen cases. Third, the measurement limitations, especially of directly linking the performance results to digital initiatives, inhibit causal inference because counterfactual conditions are not seen.
These restrictions present a number of opportunities in the future. The refined propositions can be tested through the longitudinal or panel-based quantitative studies across the industries or over time to enhance the causal assertions. The mixed-method designs that integrate survey and interviews, as well as archival records, would give more depth into the micro-level mechanisms, like the adoption behaviour of employees and the allocation of tasks between humans and AI. At the macro level, research in the future may be on platform governing and regulatory issues in cross-country markets. Also, the triangulation of web analytics, operational metrics, and financial performance data would contribute to the strengthening of the measurement and its validity.
[bookmark: _of167sd2oogv][bookmark: _Toc220921772]6.6 Closing Statement 
Overall, this research makes contributions to the existing knowledge on the generation of organisational value through digital and analytical capabilities, as it explains theoretical processes, boundary circumstances, and dynamics of the process. The study utilizing both the knowledge of dynamic capabilities and the RBV indicates that consistent increases in performance are the result of the congruence achieved between technology, governance, and human capabilities. The most relevant insights would be those related to organisations aiming at strategic digital transformation in multifaceted and changing environments, as they provide a theoretical polishing and practical advice on how they can apply it.
[bookmark: _mng08i4zf5b5]
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