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[bookmark: _Toc224955445]Chosen Organization: Uber
[bookmark: _Toc224955446]1. Introduction to Uber
Uber is a global technology company operating within the ride-hailing and broader mobility services industry. Founded in 2009 and headquartered in San Francisco, Uber has fundamentally transformed the traditional transportation sector by leveraging digital platforms to connect riders with drivers in real time. The company operates across multiple segments, including ride-hailing, food delivery (Uber Eats), and freight services, positioning itself as a major player in the wider gig economy (Uber, 2026a). Its business model is based on platform intermediation, facilitating transactions between independent drivers and customers through a mobile application, while generating revenue primarily through commission-based fees. Drivers are classified as independent contractors rather than employees, reflecting the firm’s platform-based operational structure (Slavulj, Kanizaj and Durdevic, 2016).
Uber’s rapid expansion highlights its global scale and market influence. Within its first decade, the company emerged as a leading sharing economy platform, reaching approximately 189 million monthly active users by the third quarter of 2025. It operates in over 70 countries and completed more than 11.2 billion trips in 2024. In the same year, Uber generated nearly 44 billion U.S. dollars in net revenue and reported gross bookings of 49.7 billion U.S. dollars in the third quarter of 2025 alone (Statista, 2025). The company holds approximately 25 percent of the global ride-hailing and taxi market, while its closest competitor, Lyft, holds around 8 percent. These figures illustrate Uber’s significant market penetration and its central role within the digital platform economy.
Uber operates in a dynamic and highly competitive environment shaped by rapid technological change, regulatory pressures, and evolving consumer expectations. The ride-hailing industry has grown due to urbanisation and increased smartphone use but remains price-sensitive and competitive, with firms such as Lyft and Bolt. It is also dependent on network effects, where balancing rider demand and driver supply is critical, and any loss of trust on either side can negatively impact overall performance (Yan et al., 2019).
Uber’s mission is “to reimagine the way the world moves for the better” (Uber, 2026b), supported by a vision of seamless and sustainable mobility solutions. While this reflects a strong focus on innovation and scalability, its growth has been accompanied by reputational challenges, leadership changes, and concerns over algorithm-driven pricing, highlighting the complexity of managing change in a fast-paced, technology-driven environment.
The rationale for selecting Uber lies in its exposure to continuous internal and external change drivers, particularly its AI-driven dynamic pricing model. While designed to balance supply and demand using real-time data, it raises concerns around transparency and fairness. The lack of clarity in price determination creates unpredictability for riders and uncertainty for drivers, weakening trust and reflecting broader challenges of algorithmic decision-making in digital platforms (M. Kamraju, 2025).
[bookmark: _Toc224955447]2. Environmental and Organisational Analysis
Dozier (1986, p.177) conceptualises environmental analysis as the process of identifying changes or disturbances in the external or internal environment that may disrupt the stability of an organisation.
[bookmark: _Toc224955448]2.1 External Environment
[bookmark: _Toc224955449]PESTLE Analysis (Macro)
PESTLE analysis is a framework used to systematically analyse the macro-environmental factors including political, economic, social, technological, legal, and environmental influences that can impact an organisation’s performance and strategic decisions (Yüksel, 2012).
[bookmark: _Toc224955717]Table 1 : PESTLE Analysis
	Factor
	Impact on Uber

	Political
	Uber is subject to varying regulatory frameworks globally. Policies regarding driver classification and demand of clearer justification of algorithmic decisions and operations in Uber increase compliance costs and require structural changes in its business model.

	Economic
	Fluctuations in economic conditions affect both rider demand and driver supply. Lack of transparency in dynamic pricing may reduce customer trust and demand. This creates a need to balance efficiency with transparent pricing strategies. Rising fuel costs and inflation can reduce driver participation, while decreased purchasing power may lower demand for ride services.

	Social
	Increasing demand for convenient, on-demand services supports Uber’s growth. Growing concerns regarding fairness in surge pricing are increasing demand for transparency. Negative perceptions of opaque algorithms are eroding rider and drivers’ trust (University of Oxford, 2025). 

	Technological
	Uber relies heavily on AI-driven algorithms for ride matching and dynamic pricing. While enhancing efficiency, the lack of transparency and explainability in algorithmic decision-making raises concerns about fairness and accountability.

	Legal
	Legal challenges regarding driver classification and data usage may significantly impact Uber’s operational model. Increasing regulatory focus on algorithmic transparency may require changes in pricing systems.

	Environmental
	Growing environmental concerns are encouraging Uber to adopt sustainable practices such as electric vehicles. However, transitioning to environmentally friendly operations may increase costs and require long-term investment (Uber, 2026b)



[bookmark: _Toc224955450]Porters Five Forces (Micro)
Bruijl (2018) argues that Porter’s Five Forces framework highlights the importance of analysing the external industry structure in order to develop an effective competitive strategy. It suggests that organisations must understand the forces shaping competition and continuously adapt to market changes to sustain a strong competitive position.
[bookmark: _Toc224955718]Table 2: Porter's Five Forces
	Force (Porter, 2008)
	Observations
	Impact on Uber 

	Competitive Rivalry
	Lyft in the U.S. and Bolt in Europe compete directly with Uber by offering competitive pricing and driver incentives. Lyft has previously promoted more rider-friendly pricing policies to improve trust.
	High competition means users can easily compare fares across apps. If Uber’s surge pricing appears unpredictable, users may switch to competitors. This pressures Uber to improve transparency in its AI-driven pricing.

	Threat of New Entrants
	Regional platforms such as Careem in Middle East, InDrive in Asia, local taxi apps continue to enter markets with simpler or fixed pricing structures.
	New entrants can attract users by offering clearer and more predictable pricing models. This creates pressure on Uber to simplify or better explain its algorithmic pricing to retain market share.

	Bargaining Power of Suppliers (Drivers)
	Drivers often use multiple platforms such as Uber and Lyft simultaneously. Reports have shown drivers switching apps during peak hours to maximise earnings.
	Lack of clarity in fare calculation and commission breakdowns can lead to dissatisfaction among drivers. This forces Uber to improve transparency in how earnings are determined to retain driver supply.

	Bargaining Power of Buyers (Riders)
	Riders frequently compare fares across apps before booking. During surge pricing events, users often check alternatives or delay rides due to high and unclear prices.
	High price sensitivity means that perceived unfair pricing can lead to immediate switching behaviour. This increases the need for Uber to clearly communicate how prices are calculated to maintain customer trust.

	Threat of Substitutes
	Alternatives include traditional taxis, public transport systems such as buses and metros, and private car ownership. In cities like London, black cabs remain a strong alternative.
	When surge pricing significantly increases fares, users often switch to substitutes. Transparent pricing can reduce frustration and help Uber retain users even during high-demand periods.



[bookmark: _Toc224955451]2.2 Internal Environment
[bookmark: _Toc224955452]SWOT Analysis
A SWOT analysis is recognised as an important strategic tool that enables organisations to assess their current position within the market. It is widely used to evaluate both internal and external factors, particularly during periods of uncertainty or when making strategic decisions (Rozmi et al., 2018).
1. Strengths: Uber demonstrates strong global brand recognition, a large user base supported by network effects, advanced AI-driven technological capabilities, and extensive international market presence.
2. Weaknesses: The organisation faces challenges including reliance on opaque algorithmic pricing systems, ongoing legal issues regarding driver classification, thin profit margins, and reputational concerns related to pricing fairness.
3. Opportunities: Uber has opportunities to capitalise on growing demand for on-demand mobility, improve pricing transparency to strengthen trust, expand into sustainable mobility solutions, and grow in emerging markets.
4. Threats: The company is exposed to intense competition from Lyft, Bolt, increasing regulatory pressure, availability of substitutes such as public transport, and negative perceptions due to unpredictable pricing.
[bookmark: _Toc224955453]2.3 Triggers for Change
Uber’s reliance on AI-driven dynamic pricing systems acts as a significant trigger for change, as fares are adjusted using real-time data such as demand, driver availability, and traffic conditions, prioritising efficiency but lacking transparency for both riders and drivers. This leads to rider dissatisfaction due to sudden and inconsistent price fluctuations, with surge pricing increasing negative perceptions by around 25% (Ameen and Malik, 2026). Drivers also face earnings uncertainty due to unclear fare and commission structures, with some reports suggesting platform cuts may exceed 50% (Binns et al., 2025). As Mittelstadt et al. (2016) note, lack of explanation in algorithmic decisions reduces trust, while Pasquale (2015) argues that opaque “black box” systems undermine accountability, reinforcing the need for greater pricing transparency.
[bookmark: _Toc224955454]3. Review and Evaluation of Change Management Models
[bookmark: _Toc224955719]Table 3: Evaluation of Change Models
	Criteria
	Kotter’s 8-Step Model
	ADKAR Model

	Developer and Origin
	Developed by Kotter (1996) based on research into failed organisational change initiatives
	Developed by Hiatt (2003) based on empirical research into individual change success factors

	Core Purpose
	Designed to guide organisational transformation through a structured, leadership-driven process
	Designed to ensure successful individual change and adoption, forming the foundation for organisational change

	Level of Analysis
	Macro-level (organisation-wide change)
	Micro-level (individual and employee-level change)

	Model Structure
	8 sequential steps: urgency, coalition, vision, communication, empowerment, short-term wins, consolidation, anchoring change
	5 sequential outcomes: Awareness, Desire, Knowledge, Ability, Reinforcement

	Nature of the Model
	Linear and prescriptive, with a clear sequence that organisations are expected to follow
	Non-linear in application, allowing flexibility in addressing gaps in individual readiness

	Approach to Change
	Top-down, driven by leadership, management, and organisational strategy
	Bottom-up, driven by individual engagement, motivation, and behavioural change

	Theoretical Foundation
	Based on leadership theory, organisational behaviour, and transformation management
	Based on behavioural psychology and change adoption theory

	Focus on Leadership
	Strong emphasis on leadership roles, particularly in creating urgency and guiding coalitions
	Limited direct focus on leadership; more emphasis on supporting individuals through change

	Communication Role
	Communication is central, particularly in sharing vision and aligning stakeholders across the organisation
	Communication is targeted at building awareness and desire at the individual level

	Handling Resistance to Change
	Addresses resistance indirectly through vision, communication, and involvement
	Directly targets resistance through Desire, Knowledge, and Reinforcement stages

	Employee Involvement
	Employees are involved primarily after vision and strategy are established
	Employees are central to the model, with change success dependent on their understanding and acceptance

	Focus on Culture
	Strong emphasis on embedding change into organisational culture in the final step that is anchoring change
	Limited explicit focus on culture; focuses more on sustaining behaviour through reinforcement

	Scalability and Application
	Highly effective for large-scale, complex, and long-term transformation initiatives (Sharma, 2025)
	Effective for team-level, departmental, and individual change, especially in operational or technological contexts

	Flexibility
	Relatively rigid due to its sequential structure; difficult to adapt in highly dynamic environments
	More flexible and adaptive; stages can be revisited based on individual progress

	Resource Requirements
	High as it requires significant leadership involvement, time, coordination, and organisational resources
	Moderate as it requires ongoing communication, training, and monitoring of individual progress

	Time Orientation
	Long-term, focused on sustained transformation and cultural integration
	Can be applied in both short-term and long-term change initiatives

	Strengths
	Clear roadmap for change; strong leadership alignment; effective in embedding long-term cultural change; suitable for strategic transformation
	Strong focus on adoption; reduces resistance; improves engagement; practical and measurable at the individual level

	Limitations
	Overly linear; may ignore individual behavioural challenges; resource-intensive; less suited for rapidly changing environments
	Lacks organisational and strategic perspective; does not address structural alignment or leadership dynamics

	Evidence-Based Insights
	Effective in environments requiring leadership alignment, governance, and long-term cultural transformation
	Demonstrates higher success rates in adoption and reduced resistance, particularly in technology and system implementation contexts (Sharma, 2025)

	Measurement of Success
	Success measured through achievement of milestones and cultural integration of change
	Success measured through progression across ADKAR stages and individual adoption levels



[bookmark: _Toc224955455]3.1 Justification and Relevance in Uber
A hybrid approach combining Kotter’s 8-Step Model and the ADKAR model is well suited for managing change in Uber, particularly in addressing AI-driven pricing transparency. Kotter provides a structured, organisation-wide framework for leadership alignment, strategic direction, and embedding change, while ADKAR focuses on individual adoption by ensuring drivers and riders understand and accept the new system. This combination enables both top-down transformation and bottom-up acceptance, which is critical in trust-dependent digital platforms. As noted by Sharma (2025), Kotter ranks highly in leadership involvement and stakeholder alignment, while ADKAR is strong in individual preparedness. In Uber’s context, Kotter drives strategic change and communication, while ADKAR reduces resistance and supports behavioural adoption, making the integrated approach effective for improving transparency, trust, and long-term sustainability.
[bookmark: _Toc224955456]4. Leadership and Organisational Culture in Change
In the context of Uber, addressing issues related to AI-driven pricing transparency requires a combination of leadership styles to manage both structural transformation and stakeholder acceptance.
Transformational leadership is highly effective in driving change by inspiring a shared vision, building trust, and promoting long-term commitment. In Uber’s context, it supports transparency by encouraging openness, accountability, and ethical use of AI, addressing concerns around pricing and fairness among drivers and riders.
Transactional leadership focuses on performance, control, and compliance through rewards and penalties. It is useful for enforcing pricing policies and regulatory requirements, but is limited in addressing deeper issues of trust and motivation, making it less effective for long-term cultural change at Uber.
Situational leadership adapts leadership style based on context and stakeholder needs. In Uber’s diverse environment, it allows leaders to be directive for technical changes and supportive when addressing user concerns, making it effective for managing both system implementation and stakeholder acceptance.
Organisational culture plays a significant role in determining how change is perceived, accepted, or resisted within an organisation. In Uber’s case, its culture as a fast-growing, technology-driven platform influences how changes related to transparency and accountability are implemented.
According to Schein’s model, culture operates at three levels: artefacts, espoused values, and underlying assumptions. In Uber, artefacts are reflected in its data-driven platforms, algorithmic systems, and performance metrics, which signal a strong focus on efficiency and technological optimisation. At the level of espoused values, the organisation promotes innovation, scalability, and customer convenience. However, underlying assumptions often prioritise growth and operational efficiency over transparency and accountability. This misalignment can create resistance when changes, such as improving pricing transparency, require a shift in organisational mindset and values.
Hofstede’s cultural dimensions further explain variations in how change is perceived across different contexts, particularly through dimensions of power distance, individualism, and uncertainty avoidance (Dartey-Baah, 2013). Uber’s global presence means that stakeholders across regions may respond differently to AI-driven systems. In cultures with high uncertainty avoidance, a lack of clarity in pricing algorithms may increase discomfort and resistance, while in highly individualistic societies, perceptions of fairness and personal benefit become more significant. These cultural differences highlight the need for tailored communication and implementation strategies to ensure consistent acceptance of change.
Handy’s model identifies four cultural types: power, role, task, and person cultures. Uber predominantly reflects a task culture, characterised by a strong focus on performance, results, and problem-solving through technology. At the same time, elements of power culture are evident in centralised decision-making and leadership control over strategic direction. While this combination supports rapid innovation and efficient execution, it may also limit participation, open communication, and inclusivity. As a result, changes that require transparency and stakeholder trust may face resistance if individuals feel excluded from the decision-making process.
Overall, Uber’s organisational culture both supports and constrains change. While its emphasis on innovation and efficiency enables technological advancement, its underlying assumptions and centralised structures may hinder efforts to build transparency and trust.
[bookmark: _Toc224955457]5. Proposed Strategic Change Management Plan
[bookmark: _Toc224955458]5.1 Change Vision and Objectives
The vision of the proposed change is to develop a transparent, fair, and explainable pricing system that enhances trust among riders and drivers while maintaining operational efficiency. This involves transitioning from a fully algorithm-driven model to a hybrid participatory pricing approach, where users have greater visibility and involvement in fare determination.
The key objectives are to improve pricing transparency through clear fare breakdowns, increase driver control over earnings, reduce rider uncertainty and negative perceptions of surge pricing, and strengthen overall platform trust. Additionally, the change aims to align Uber’s pricing practices with regulatory expectations and ethical standards in AI-driven decision-making, ensuring long-term sustainability and user confidence.
[bookmark: _Toc224955459]5.2 Proposed Solution: Hybrid Participatory Pricing System
The proposed solution introduces a Hybrid Participatory Pricing System that combines AI-driven pricing with controlled user input to improve transparency and fairness. The platform generates a baseline fare using real-time data inputs such as distance, traffic, demand–supply conditions, and historical pricing patterns. This baseline acts as a bounded price range, ensuring stability and preventing extreme deviations.
Within this range, a time-bound bidding mechanism allows riders to propose fares while drivers can accept or submit counter-offers, supported by a real-time matching algorithm optimised for proximity and response efficiency. To maintain system performance, constraints such as minimum and maximum thresholds, automated fallback pricing, and latency limits are implemented.
Within the estimated timeline of 12 months, the system integrates explainable AI (XAI) to provide transparent fare breakdowns, improving user understanding of price formation. This approach enhances pricing visibility, increases driver earnings control, and reduces perceived unfairness, while maintaining operational efficiency and scalability within Uber’s existing platform infrastructure.
[bookmark: _Toc224955460]5.3 Stakeholder Analysis
The stakeholder analysis is based on the Power–Interest Matrix (Johnson, Scholes and Whittington, 2008), originally derived from Mendelow’s stakeholder mapping concept which categorises stakeholders according to their level of influence and interest, enabling effective engagement and prioritisation.
[bookmark: _Toc224955720]Table 4: Stakeholder Analysis
	Power–Interest Category
	Stakeholders
	Power
	Interest
	Impact of Change
	Engagement Strategy

	Manage Closely
	Drivers, Senior Management, Product Managers
	High
	High
	Direct impact on pricing control, earnings, and strategic implementation
	Continuous engagement, involve in decision-making, provide clear communication and incentives

	Keep Satisfied
	Regulators, Investors/Shareholders, Government Authorities
	High
	Low
	Influence through compliance, financial performance, and policy enforcement
	Ensure compliance, maintain transparency reports, provide periodic updates

	Keep Informed
	Riders, Driver Communities/Unions, Customer Support Teams
	Low
	High
	Directly affected by pricing transparency, fairness, and usability
	Provide clear in-app communication, training, updates, and feedback channels

	Monitor
	Media, General Public, Third-Party Partners
	Low
	Low
	Indirect impact through public perception and ecosystem support
	Minimal communication, monitor sentiment, provide general updates if required




[bookmark: _Toc224955461]5.4 Implementation Framework
The implementation framework integrates Kotter’s structured change process with ADKAR to ensure both organisational execution and individual adoption. This aligns with change management principles that emphasise measurable outcomes and continuous feedback (Hiatt, 2006).
[bookmark: _Toc224955721]Table 5: Implementation Framework
	Phase 
	Kotter Step
	ADKAR Element
	Practical Actions
	Timeframe

	Stage 1: Initiation and Problem Recognition

	Phase 1
	Create Urgency
	Awareness
	Analyse pricing complaints, driver dissatisfaction, and trust metrics; present findings to leadership
	Month 1

	Phase 2
	Build Coalition
	Desire
	Form cross-functional team (product managers, engineers, policy team); align leadership on change objectives
	Month 1–2

	Stage 2: Strategy Development and Communication

	Phase 3
	Develop Vision
	Awareness + Desire
	Design hybrid pricing system (base fare + bidding); define rules, thresholds, and system logic
	Month 2–3

	Phase 4
	Communicate Vision
	Awareness
	Communicate changes via internal briefings, app notifications, and user updates
	Month 3–4

	Stage 3: System Development and Enablement

	Phase 5
	Empower Action
	Knowledge + Ability
	Develop bidding interface, pricing breakdown features; train engineers and support teams
	Month 4–6

	Stage 4: Testing and Scaling

	Phase 6
	Generate Short-Term Wins
	Reinforcement
	Pilot launch in selected 5 cities; monitor complaints, acceptance rates, and feedback
	Month 6–7

	Phase 7
	Consolidate Gains
	Ability + Reinforcement
	Refine system using pilot data; expand rollout and optimise algorithms
	Month 7–9

	Stage 5: Institutionalisation and Sustainability

	Phase 8
	Anchor Change
	Reinforcement
	Embed transparency into policies, standardise pricing communication, integrate into long-term strategy
	Month 9–12



[bookmark: _Toc224955462]
5.5 Communication Plan
Following is the communication plan for each stage of the implementation:
[bookmark: _Toc224955722]Table 6: Communication Plan
	Stage / Stakeholder
	Communication Objective
	Key Message
	Channel
	Frequency

	Stage 1: Initiation and Problem Recognition

	Senior Management
	Build urgency and secure approval
	Pricing opacity is reducing trust and performance
	Reports, presentations
	Weekly

	Drivers
	Create awareness of change need
	Current pricing lacks transparency and fairness
	In-app notifications, emails
	Bi-weekly

	Riders
	Introduce upcoming improvements
	Pricing system will become more transparent
	In-app messages
	Occasional

	Regulators
	Signal intent to improve compliance
	Uber is addressing transparency concerns
	Formal reports
	Monthly

	Stage 2: Strategy Development and Communication

	Internal Teams (Engineers, Product Managers)
	Align on system design
	Introduction of hybrid pricing system (base fare + bidding)
	Workshops, meetings
	Weekly

	Drivers
	Build interest and acceptance
	Greater control over fares and earnings
	App updates, webinars
	Bi-weekly

	Riders
	Prepare users for new system
	More visibility and control over pricing
	App tutorials, FAQs
	Bi-weekly

	Senior Management
	Ensure strategic alignment
	Progress on system design and roadmap
	Dashboards, reports
	Weekly

	Stage 3: System Development and Enablement

	Engineers & Tech Teams
	Ensure implementation clarity
	Development of bidding interface and transparency features
	Internal platforms, sprint meetings
	Daily/Weekly

	Customer Support Teams
	Prepare for user queries
	Understanding new pricing system and FAQs
	Training sessions
	Weekly

	Drivers
	Build knowledge and ability
	How to use bidding and understand earnings
	In-app guides, training modules
	Weekly

	Riders
	Educate on usage
	How to interact with new pricing interface
	App tutorials
	Weekly

	Stage 4: Testing and Scaling

	Drivers (Pilot Cities)
	Encourage participation and feedback
	Test new pricing system and share feedback
	In-app prompts, surveys
	Continuous

	Riders (Pilot Cities)
	Improve adoption and trust
	Transparent pricing improves fairness
	In-app notifications
	Continuous

	Senior Management
	Monitor performance
	Pilot results and system performance metrics
	Dashboards
	Weekly

	Regulators
	Maintain transparency
	Pilot outcomes and compliance updates
	Reports
	Monthly

	Stage 5: Institutionalisation and Sustainability

	All Users
	Reinforce adoption
	Transparent pricing is now standard practice
	In-app notifications, updates
	Ongoing

	Drivers
	Sustain engagement
	Stable and fair earnings system
	Dashboard insights, reports
	Monthly

	Internal Teams
	Embed change in operations
	Transparency integrated into core system
	Internal communications
	Ongoing

	Regulators
	Ensure compliance continuity
	Full implementation of transparent pricing
	Compliance reports
	Quarterly



[bookmark: _Toc224955463]5.6 Financial and Resource Plan
Total Estimated Budget: $8M to $12M
The financial and resource plan outlines the allocation of technological, human, and operational resources required for the implementation of the proposed system. Investment is primarily focused on system development, AI infrastructure, and user communication to ensure both efficiency and transparency.
[bookmark: _Toc224955723]Table 7: Financial and Resource Plan
	Resource
	Estimated Cost (USD)
	Description

	System Development & Engineering
	$3M – $4M
	Development of bidding system, backend integration, and pricing algorithms

	AI & Data Infrastructure
	$1.5M – $2M
	Implementation of dynamic pricing models, explainable AI (XAI), and data processing systems

	Cloud Infrastructure & Maintenance
	$1M – $1.5M
	Scalable servers, storage, and real-time processing (AWS/GCP)

	UI/UX Design & Testing
	$0.5M – $1M
	Design of user interface, usability testing, and experience optimisation

	Pilot Testing & Deployment
	$0.5M – $1M
	Launch in 5 cities, performance monitoring, and system adjustments

	Training & Internal Development
	$0.5M – $0.8M
	Training programs for engineers, support staff, and operations teams

	Communication & User Education
	$0.3M – $0.6M
	In-app tutorials, notifications, FAQs, and awareness campaigns

	Compliance & Legal
	$0.2M – $0.5M
	Regulatory alignment, audits, and reporting systems




[bookmark: _Toc224955464]5.7 Risk Assessment and Mitigation
[bookmark: _Toc224955724]Table 8: Risk Assessment and Mitigation
	Risk
	Impact
	Mitigation Strategy

	Driver resistance due to uncertainty in earnings
	High
	Provide clear earnings breakdowns, training, and incentive structures during transition

	Rider confusion with bidding system
	Medium
	Design simple user interface, provide tutorials and in-app guidance

	Technical challenges in system integration
	High
	Conduct phased development, pilot testing, and continuous monitoring

	Increased transaction time due to bidding
	Medium
	Implement time-bound bidding windows and fallback pricing options

	Regulatory concerns regarding pricing practices
	High
	Ensure compliance, maintain transparency reports, engage with regulators

	Data and algorithm reliability issues
	High
	Use robust data validation, monitoring systems, and regular updates



[bookmark: _Toc224955465]5.8 Evaluation and KPI
[bookmark: _Toc224955725]Table 9: Key Performance Indicatiors (KPI)
	KPI
	Target
	Measurement Method

	Reduction in pricing-related complaints
	↓ 25–35% within first 6 months
	Customer support tickets, complaint logs

	Driver satisfaction score
	↑ to 80%+ satisfaction rating
	Driver surveys, app feedback ratings

	Rider trust score
	↑ by 20% within 6 months
	In-app trust surveys and ratings

	Adoption rate of new pricing system
	70–85% of rides using new system within 3 months of rollout
	Platform usage analytics

	Ride acceptance rate
	↑ by 10–15% due to pricing control
	Driver acceptance data

	Ride completion rate
	Maintain ≥ 95% completion rate
	Platform performance metrics

	Average fare deviation from baseline
	Maintain within ±10–15% range
	Pricing analytics dashboard

	Average wait time per ride
	≤ 5–7 seconds increase during bidding phase
	System latency tracking

	Driver earnings stability
	Reduce earnings variance by 15–20%
	Driver income analytics

	Regulatory compliance score
	100% compliance with transparency requirements
	Audit reports and compliance checks



[bookmark: _Toc224955466]6. Discussion and Critical Reflection
1. Strengths of the Proposed Change
· Combines AI efficiency with user participation, improving transparency and perceived fairness.
· Enhances trust and visibility in pricing through clear fare breakdowns.
· Increases driver control and earnings clarity, improving satisfaction.
· Hybrid use of Kotter and ADKAR supports both organisational alignment and individual adoption.
2. Limitations of the Proposed Change
· Bidding may increase decision time and complexity, affecting user experience.
· Risk of price inconsistency due to user-driven variability.
· Requires high initial investment in technology and training.
· Global scalability may be limited by market and user differences.
3. Ethical Considerations
· Improves transparency and accountability through explainable AI.
· Reduces information asymmetry between platform, drivers, and riders.
· May create accessibility and fairness issues for less tech-savvy users.
4. Sustainability and Long-Term Impact
· Strengthens trust, retention, and platform stability.
· Aligns with regulatory and ethical AI expectations.
· Success depends on balancing efficiency with fairness.
· Requires continuous monitoring and adaptation.
This approach differentiates Uber from competitors by shifting from a purely algorithmic model to a semi-decentralised pricing mechanism, enhancing both transparency and user empowerment.
[bookmark: _Toc224955467]7. Conclusion
Key Findings
The analysis identified Uber’s AI-driven dynamic pricing system as a key source of transparency and trust issues affecting both riders and drivers. While the platform enables efficiency and scalability, the lack of clarity in pricing and earnings mechanisms has contributed to declining stakeholder confidence. External pressures, including regulatory scrutiny and increasing competition, further reinforce the need for a more transparent and strategic pricing approach. The evaluation of change management models demonstrated that a hybrid approach combining Kotter’s 8-Step Model and the ADKAR framework is most suitable, as it supports both organisational alignment and individual adoption. The proposed hybrid participatory pricing system addresses these challenges by introducing a base fare with controlled bidding, enhancing transparency and user involvement while maintaining operational efficiency.
Key Findings
Strategic Recommendations
It is recommended that Uber implement the hybrid participatory pricing system through a phased rollout, beginning with pilot markets and scaling based on performance outcomes. The organisation should prioritise the integration of explainable AI features and clear pricing breakdowns to enhance transparency and rebuild trust among stakeholders. Additionally, continuous stakeholder communication, user education, and training will be essential to support adoption and reduce resistance. Uber should also monitor performance using defined KPIs and incorporate user feedback to refine the system over time. Ensuring regulatory compliance and maintaining a balance between pricing efficiency and fairness will be critical for long-term sustainability.
Overall, embedding transparency into Uber’s pricing strategy will be essential for strengthening trust, improving stakeholder satisfaction, and sustaining competitive advantage in the evolving digital platform economy.
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