Reflection on Research
Process to Critically Analyze the Issues and Determine Solutions for Food Delivery Service in Bristol
Introduction
In recent years, food delivery services have transformed the way we consume meals, particularly during the COVID-19 pandemic, which accelerated the reliance through platforms Priyadharshini et al (2024), like Deliveroo and UberEats has revolutionized the dining experience, allowing customers to order meals from restaurants at the click of a button. However, this innovation comes with its own set of challenges, significant concerns have emerged regarding their business practices, impact on restaurants, and treatment of delivery workers. This reflective essay employs Gibbs Reflective Cycle (1988) to critically analyze the issues faced by these services from these two major companies in Bristol, explore the implications for stakeholders, including labor disputes, customer service challenges, and environmental concerns. Additionally, by integrating data and research findings using a questionnaire structured as a set of questions available on local social media groups, used for this purpose adhering to an ethical and moral guideline (Kumar, 2014), this analysis aims to provide a nuanced understanding of the food delivery service landscape and potential improvements to enhance value creation in this sector.

Description
Deliveroo and UberEats are among the largest food delivery platforms globally and have dramatically reshaped the food delivery landscape by offering convenience and accessibility to customers in access to a plethora of restaurants, enhancing dining options at home. Deliveroo is known for its quick delivery times and premium options, while UberEats prides itself on its extensive network, catering to a wide range of restaurants. However, their business models often come under scrutiny for imposing high commission rates on partner restaurants, leading to financial strain (Woodcock and Graham, 2020). For instance, research shows that delivery platforms charge restaurants fees ranging from 10% to 30% per order, which can severely reduce their profit margins (Apostolidis & McLean, 2020; Hu & Zheng, 2021). Moreover, there are concerns related to worker conditions, are often precarious, marked by a lack of benefits, job security, and fair wages (De Stefano, 2016; Wood et al., 2021).
One of the most significant issues facing delivery platforms like Deliveroo and Uber Eats revolves around their treatment of delivery workers. These companies often classify their riders as independent contractors. Additionally, both platforms have faced criticism over the quality of service and a study by Roy et al. (2021) noted that consumer satisfaction often hinges on promptness and the condition of the food upon arrival, in spite of the previous survey showed on report that customers have a highly interest on delivery service even their satisfaction is affected. With the explosive growth of the online food delivery market, projected to reach billions of dollars by 2030 (Statista, 2023), addressing these issues is paramount for the sustainability of the industry.

Feelings
Initially, the engagement with food delivery apps was driven by the excitement and convenience they offered with the ability to explore various dining options from the touch of a button was revolutionary. However, the juxtaposition of consumer convenience against the backdrop of ethical issues fostered feelings of conflict, prompting a desire to delve deeper into the operational challenges faced by local businesses and gig workers, my feelings shifted. I became increasingly worried about the long-term sustainability of these services and their broader impact on society.

Evaluation
As described prior to both companies, the advantages of food delivery services, such as enhanced convenience for consumers and additional revenue streams for restaurants, are clear. According to Statista (2023), the food delivery service market is expected to grow significantly, indicating its importance in modern life. Yet, the downsides are equally significant. High commission fees, which can reach up to 30%, often lead to reduced profit, pushing some to the brink of closure.
Furthermore, delivery workers frequently work under unfavorable conditions, facing the risk of accidents without adequate insurance. Studies show that gig economy workers often lack basic employment rights and benefits, such as health insurance and sick leave (De Stefano, 2016). This precarious work environment not only affects their livelihoods but can also have implications for the quality of service delivered to consumers, who may experience delays or subpar food quality as a result.

Analysis
Using Gibbs Reflective Cycle, we can further analyze the key issues affecting Deliveroo and Uber Eats from multiple perspectives, such as commission structures, that platforms typically charge high commission rates, which disproportionately affect smaller and local businesses. A study by Hu and Zheng (2021) indicated that restaurants with lower profit margins could face bankruptcy due to the fees imposed by delivery platforms. The dependency on these platforms for revenue forces restaurants to raise menu prices or absorb losses, both of which can alienate consumers.
Additionally, the nature of gig work is inherently precarious, with workers classified as independent contractors. This classification often results in a lack of benefits typically associated with employment, such as health insurance, paid leave and retirement options (De Stefano, 2016). Although earners can benefit from flexible work hours, the unpredictability of payment can lead to financial instability (Wood et al., 2021).
Moreover, with high consumer expectations for service quality, both platforms face immense pressure to perform. Studies demonstrate that delivery time and food quality are paramount to consumer satisfaction (Roy et al., 2021). As these companies strive to meet consumer demands, they often overlook the welfare of their partner restaurants and riders, in summary, these contrasting perspectives highlight a critical dilemma of the pursuit of convenience may come at a significant cost to local businesses and employees.

Solution and Value Creation
To address the identified issues and create value for all stakeholders, several solutions can be proposed for companies like Deliveroo and Uber Eats that could explore alternative pricing models that ensure fairer commission rates for restaurants. A tiered approach could allow smaller and local businesses to thrive while maintaining profitability for the platforms.
Another proposal that is crucial for food delivery platforms to enhance worker protections to improve their working conditions is offering minimum wage guarantees, health insurance stipends, and paid sick leave that could stabilize earnings for delivery workers while fostering loyalty to the company. Such initiatives would align with emerging legislation aimed at protecting gig economy workers De Stefano, 2016).
In addition, those platforms could actively engage in campaigns that educate consumers about the implications of their choices, encouraging them to opt for local businesses or choose delivery options that prioritize fair practices. This could enhance consumer loyalty and contribute to the sustainability of local businesses ecosystems. And leveraging data analytics could improve efficiency in delivery routes, ultimately benefiting both consumers and delivery workers. By investing in robust logistical software, companies could reduce delivery times while providing drivers with optimal routes to ensure their safety and efficiency.
Environmental sustainability is also an increasing concern for both consumers and the food delivery industry. The rise of single-use packaging and increased vehicle emissions contribute to growing environmental degradation. A report by the Environmental Protection Agency highlighted the carbon footprint associated with food delivery services, suggesting that they can contribute significantly to urban air pollution. Integrating Corporate Social Responsibility (CSR) practices such as partnerships with eco-friendly packaging, campaigns that support local farms or implementing a greener fleet of delivery vehicles could mitigate some of these environmental impacts. These efforts would not only enhance their brand image but also foster community goodwill.
Therefore, establishing continuous feedback mechanisms to gather insights from restaurants, delivery workers, and consumers can facilitate necessary adaptations in business practices. Platforms can leverage data analytics to better understand consumer preferences and address adverse feedback quickly.

Conclusion
The analysis of food delivery services through the lens of Gibbs Reflective Cycle has unveiled significant challenges that Deliveroo and Uber Eats must address to sustain their business models effectively. While the convenience offered by these platforms has undeniable value, the ethical implications surrounding commission structures, worker treatment, and service quality must be alleviated. By adopting fairer policies, improving worker protections, and educating consumers, these services can foster a more equitable marketplace that benefits all stakeholders.
In an increasingly competitive market, addressing these concerns will be essential for long-term success and relevance within the food delivery industry. The recommendations outlined in this essay, grounded in research and data, have the potential not only to enhance stakeholder satisfaction but also to promote sustainable practices in the evolving food delivery landscape.
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