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[bookmark: _Toc227580000]CHAPTER 1: INTRODUCTION
[bookmark: _Toc227580001]1.1 Background of the Study
Uber has become one of the most used ride-hailing services in the United Kingdom. According to Uber's 2024 Annual Report, the company operated in over 70 countries and more than 15,000 cities worldwide by the end of 2024. In the fourth quarter of 2024, Uber had 171 million Monthly Active Platform Consumers globally. The company's total revenue reached $44 billion in 2024, showing an 18% increase from the previous year. These numbers show that Uber has become a very large platform that affects millions of workers around the world, including drivers in the UK. Thousands of people drive for Uber every day, and the platform plays an important role in urban transport. Over the last few years, Uber has introduced several changes to its operations, including updates to pricing, commission rates, incentives, driver support features, and rules related to safety and performance. These changes can affect drivers in many ways, both financially and emotionally.
Many drivers depend on Uber as their main or only source of income, while others use it as a part-time job. Because of this, changes in how Uber works can influence not only how much money drivers earn, but also how satisfied they feel with the job, how they manage their time, and how much control they feel they have over their work. Understanding these experiences is important, especially at a time when digital platforms play a larger role in managing workers.
This dissertation explores how recent changes in Uber’s operational procedures have affected drivers in the UK. It focuses on both financial impacts (such as income, stability, and costs) and non-financial impacts (such as job satisfaction, work patterns, communication, and drivers' sense of being valued).

[bookmark: _Toc227580002]1.2 Problem Statement
In the last few years, many Uber drivers have reported difficulties linked to operational changes made by the company. Uber also faces other regulatory challenges in the UK. Since March 2022, when the company changed its operating model, it has been in dispute with UK tax authorities over £1.3 billion in VAT payments (Uber, 2024). Such regulatory pressures may influence how the company manages its UK operations and could affect the financial decisions that impact drivers. These include reduced bonuses, changes in fare structure, fewer surge pricing opportunities, increased running costs, and unclear communication when changes are introduced. Drivers often say they feel pressure to work longer hours and rely heavily on the platform for income.
Previous studies show that digital platforms can influence workers’ conditions through app-based systems, automated decisions, and management rules. However, there is limited research that focuses specifically on the UK Uber driver experience after the most recent operational changes. There is also limited qualitative research that asks drivers directly how these changes affect their daily work.
The UK Supreme Court ruled in 2021 that Uber drivers should be classified as 'workers' rather than independent contractors. This decision highlighted concerns about how much control platforms have over drivers and whether drivers have real business independence (Adams-Prassl et al., 2021). These legal developments show that the relationship between Uber and its drivers is under growing examination.
This decision was significant because it emphasised that employment rights cannot depend solely on contractual terms defined by the company. Instead, the Court highlighted the importance of examining the real nature of the working relationship, particularly in situations where there is an imbalance of power between the platform and the workers (Adams-Prassl, 2023). This reinforces concerns about the level of control exercised by digital platforms over drivers.
The problem this study addresses is the lack of up-to-date understanding of how Uber’s operational changes impact drivers’ financial stability, job satisfaction, and working conditions in the UK.
[bookmark: _Toc227580003]1.3 Aim and Objectives
The aim of this study is to explore how recent operational changes introduced by Uber affect the financial and non-financial experiences of Uber drivers in the United Kingdom. 
To achieve this aim, the study seeks to identify the operational changes that Uber drivers have noticed in recent years, examine how these changes have affected their income and financial stability, explore drivers’ job satisfaction and perceived level of control over their work, understand how drivers adapt to new rules, policies, and app features, and analyse how communication from Uber influences drivers’ trust and understanding of the platform.
[bookmark: _Toc227580004]1.4 Research Questions
This study answers the following main research question:
Main Question
How have Uber’s operational changes affected the financial and non-financial experience of Uber drivers in the UK?
In addition to the main research question, the study addresses several sub-questions. It examines what specific changes in the platform drivers have noticed, how these changes have influenced their earnings and financial security, how drivers perceive their job satisfaction and work-life balance, what strategies they use to cope with these changes, and how clear and effective they find Uber’s communication.
[bookmark: _Toc227580005]1.5 Research Approach
This study uses a qualitative survey with thematic analysis. The survey includes both multiple-choice and open-ended questions, allowing drivers to express their views in their own words. The open comments help reveal deeper feelings, experiences, and challenges that may not appear in simple numerical data. Thematic analysis is used to identify patterns and themes across these answers.
This approach is suitable because it gives a voice to drivers and helps the researcher understand their real experiences in a clear and meaningful way. It also fits well with the study’s aim, which is to explore both financial and non-financial impacts.

[bookmark: _Toc227580006]1.6 Significance of the Study
This research is important for several reasons. For drivers, it provides an opportunity to express their experiences and challenges, contributing to a better understanding of their working conditions. For Uber, the findings may help identify areas where communication, transparency, and support could be improved. For policymakers, the study offers insights into how app-based management affects individuals who rely on ride-hailing platforms for income. From an academic perspective, the research contributes to existing knowledge on digitally managed work, particularly within the UK context and in relation to recent operational changes.
[bookmark: _Toc227580007]1.7 Structure of the Dissertation
This dissertation is organised into six chapters:
Chapter 1 introduces the study, including its background, aims, and research questions.
Chapter 2 reviews academic literature related to ride-hailing platforms, digital management, communication, driver autonomy, and work conditions.
Chapter 3 explains the research design and methods used to collect and analyse data.
Chapter 4 presents the findings from the survey, including both quantitative results and themes from open-ended responses.
Chapter 5 discusses the findings in connection with existing research and explains what they mean.
Chapter 6 presents the conclusion, recommendations, and suggestions for future research.

[bookmark: _Toc227580008]CHAPTER 2: LITERATURE REVIEW
[bookmark: _Toc227580009]2.1 Introduction
This chapter reviews the main academic studies and publications related to ride-hailing platforms, digital management, driver experiences, communication, and working conditions. The purpose is to give background knowledge that helps explain the results of this study. The literature shows that Uber and similar platforms use digital systems to organise work, and these systems affect how drivers earn money, how they feel about the job, and how they manage daily tasks. This review presents the most relevant ideas in simple and clear language.

[bookmark: _Toc227580010]2.2 Ride-Hailing Platforms and Driver Experiences
Uber, Bolt, and other ride-hailing services operate through mobile applications that connect drivers with passengers. Research shows that many drivers join these platforms because of the flexibility they offer (Chen et al., 2019). Flexibility allows drivers to choose when to work, but earlier studies also show that actual earnings often influence when drivers must work, especially during busy hours.
Several studies report that many drivers rely on ride-hailing as their main income, not just as a side activity. Because of this, changes in platform rules or pricing systems can have strong effects on their financial situation.
A study of Uber drivers in London found that most drivers are male immigrants from lower income backgrounds, and many had left permanent jobs to drive for Uber. While most drivers reported being satisfied with the flexibility, a minority said they preferred traditional employment and experienced lower well-being (Berger et al., 2018). This shows that drivers have different experiences and needs.
Researchers also note that drivers value independence, but they often feel pressure from app-based rules and performance targets. This creates tension between the idea of independence and the reality of platform control.
[bookmark: _Toc227580011]2.3 Operational Changes and Their Impact on Drivers
Previous studies show that ride-hailing platforms regularly update their rules, pricing structures, and commission rates (Young and Farber, 2019). These changes may affect driver income because the platform decides how fares are calculated and how much commission is taken from each trip.
Some common operational changes discussed in the literature include: changes to fare rates, changes to surge pricing, reduced bonuses or incentives, changes to cancellation rules, new safety requirement and new app features that guide driver behaviour.
When bonuses or fares decrease, drivers usually experience a drop in earnings. Research also shows that drivers often feel stressed or uncertain when changes are made without clear explanation (Alturkey, 2024). This connects strongly with the findings of the present study.
[bookmark: _Toc227580012]2.4 Income, Financial Stability, and Costs
Income is one of the most important concerns for ride-hailing drivers. Several studies have found that earnings can vary greatly from day to day or week to week, depending on demand, fuel prices, weather, and platform decisions (Chen et al., 2019). Drivers also face rising operational costs, such as fuel; insurance; vehicle repairs; cleaning and taxes.
These costs reduce their final take-home income. Research shows that many drivers feel their earnings have become less stable in recent years, especially when incentives decrease or when competition increases. Financial instability can also affect drivers’ well-being. Some research suggests that certain drivers may speed up or take shortcuts to complete trips faster and earn more money in less time. This pressure to maximise income can lead to unsafe driving practices or poor service quality. When drivers focus too much on earning quickly, they may ignore passenger requests or provide poor customer service (Shi, 2024). This shows how financial pressure can affect both driver behaviour and passenger experience.
[bookmark: _Toc227580013]2.5 Communication and Transparency from Platforms
Communication between ride-hailing platforms and drivers is usually done through short app notifications or emails. Studies show that this style of communication is often not detailed enough, which can lead to misunderstanding or frustration (Rosenblat & Stark, 2016). Drivers may feel confused about new rules, pricing updates, or changes in incentives.
Several researchers note that transparency is an important factor in building trust between the platform and its drivers (Möhlmann and Zalmanson, 2017). When communication is unclear, drivers may feel that decisions are unfair or that they are not respected as partners.
The literature also suggests that drivers prefer more open and two-way communication, where they can ask questions or receive clear explanations about changes affecting their work (Rahman & Valentine, 2021).
[bookmark: _Toc227580014]2.6 Autonomy, Control, and Technology
Although ride-hailing platforms describe drivers as independent workers, research shows that the app plays a major role in directing their behaviour. This process is often called algorithmic management, but in this dissertation, it is referred to as app-based management. App-based management includes several features such as automated trip assignment, automatic pricing, performance ratings, route suggestions, cancellation penalties, and various incentive rules.
Several studies (Lee et al., 2015; Rosenblat & Stark, 2016) show that such systems can reduce drivers’ sense of autonomy. Drivers may feel that they have little control over important aspects of their work, even though they can choose when to go online.
Because the app monitors performance, many drivers feel pressure to accept trips quickly, avoid cancellations, and maintain high ratings (Duggan et al., 2020).
Studies on ride-hailing platforms show that even though drivers can choose when to log in, the app controls many important decisions. The system decides which trips are offered, how much drivers earn, and how their performance is measured. This means that drivers have less control than they might expect, even in flexible work arrangements (Chen et al., 2017).
[bookmark: _Toc227580015]2.7 Job Satisfaction and Work-Life Balance
Previous research shows that job satisfaction among ride-hailing drivers is influenced by several factors, including fairness of pay, quality of communication and respect from the platform, level of control over work, number of working hours, customer interactions, and perceived safety. When earnings drop or when communication becomes unclear, job satisfaction usually decreases (Chen et al., 2019). Many studies also report that drivers work long or irregular hours, which affects work-life balance (Ravenelle, 2019). Drivers may choose their schedule, but they often feel pressure to work during peak times to make enough money.
International research on ride-hailing drivers confirms that flexibility has both advantages and disadvantages. While drivers appreciate being able to choose their hours, many end up working irregular schedules, including evenings and weekends, to earn enough income. This pattern can affect their personal time and family relationships (Chen et al., 2017).
This matches the findings of the present study, where many drivers said they experience more stress, less free time, and lower motivation.
[bookmark: _Toc227580016]2.8 Adaptation Strategies and Multi-Platform Work
Research shows that drivers often adapt to operational changes by working longer hours, focusing on high-demand areas, adjusting their schedules, and using multiple platforms. Using more than one platform, such as Uber, Bolt, or Free Now, is common when drivers want to reduce risk or increase earnings. This allows drivers to switch quickly if one app is slow.
These strategies demonstrate that drivers are active in managing their work, even within the limits set by the platform.
[bookmark: _Toc227580017]2.9 Summary of Key Themes in the Literature
In summary, the literature highlights that ride-hailing platforms offer flexibility but are often associated with financial uncertainty. Operational changes, such as pricing updates and reduced incentives, can significantly affect driver income. Communication from platforms is frequently limited, which can reduce trust. App-based management systems influence drivers’ autonomy and daily decision-making, while drivers adopt various strategies to cope with financial pressure and changing platform rules. 

[bookmark: _Toc227580018]CHAPTER 3: METHODOLOGY
[bookmark: _Toc227580019]3.1 Introduction
This chapter explains how the research was designed and carried out. It describes the research approach, the survey method, how participants were selected, how data was collected, and how the data was analysed. The aim of this chapter is to show how the study was conducted in a clear and transparent way so that the results can be understood and trusted.
[bookmark: _Toc227580020]3.2 Research Design
This study uses a qualitative survey design. This means that the survey included both multiple-choice questions and open-ended questions. The multiple-choice questions helped collect basic information, such as age, working hours, and type of experience. The open-ended questions were the most important part of the survey because they allowed drivers to describe their experiences in their own words. This gave the researcher deeper insights into how they feel about the changes made by Uber.
A qualitative survey was chosen because the aim of the study is to understand personal experiences and opinions, not just numbers. Many drivers have unique situations, and a qualitative approach makes it possible to capture these differences.
[bookmark: _Toc227580021]3.3 Research Approach
The study follows an interpretivist approach. In simple terms, interpretivism focuses on how people understand their own experiences. It accepts that each person may view a situation differently, and these views are important for understanding the topic. This fits well with the study, because Uber drivers may experience operational changes in different ways depending on their income level, working hours, and personal needs.
The aim was not to produce general rules for all drivers, but to explore real experiences from the sample and find common patterns. This makes interpretivism a suitable approach for this research.
[bookmark: _Toc227580022]3.4 Data Collection Method
The main data for this research was collected through an online survey made with Google Forms. The survey was open to Uber drivers in the United Kingdom. The link to the survey was shared in Facebook Uber UK driver groups and through personal contacts. Taking part in the survey was voluntary, and no payments were offered to the drivers. 
The survey included simple demographic questions, multiple-choice questions, and several open-ended questions. The open-ended questions asked drivers to describe what changes they had noticed in the app, how these changes affected their income, how they felt about their work, and what improvements they would like Uber to make. This mix of questions gave both basic information and more detailed personal comments from drivers.
Using an online survey helped drivers answer at a time that was convenient for them. It also allowed the researcher to reach people from different parts of the UK. The full questionnaire is provided in Appendix A.
In addition to the survey, the research also used secondary data. This included academic articles, government reports, legal documents, industry analyses, and Uber’s own policy information. These sources helped the researcher understand the wider context of platform work, compare the survey findings with previous studies, and support the overall analysis.
[bookmark: _Toc227580023]3.5 Sampling Strategy
A convenience selection method was used for the study. This means that people who were available and willing to take part were chosen to take part. The list only includes drivers who got the link and decided to answer. Even though this method doesn't give a perfect sample of all Uber drivers in the UK, it works well for a qualitative study where the focus is on personal experiences rather than exact population data.
34 drivers filled out the poll in total. This number works for qualitative analysis because it gives a range of experiences while still letting the comments be looked at in more depth.
[bookmark: _Toc227580024]3.6 Data Analysis
The data was analysed using thematic analysis, a method that helps identify patterns and themes in qualitative responses. After collecting the survey data, the researcher read all the open-ended answers several times to understand the main ideas. The next step was to code the data. Coding means selecting important words or phrases that represent meaningful points made by the drivers.
Once the coding was complete, similar codes were grouped into broader themes. For example, comments about lower income, fewer bonuses, and higher costs were grouped into a financial theme. Comments about stress, longer working hours, or job satisfaction were grouped into a non-financial theme. Other themes included communication, autonomy, and adaptation strategies.
Thematic analysis was chosen because it is simple, flexible, and well suited to identifying key patterns in people’s experiences. It also allows the researcher to stay close to the drivers’ own words, which keeps the findings realistic and clear (Clarke and Braun,2017).
[bookmark: _Toc227580025]3.7 Ethical Considerations
Ethics were an important part of the research. All participants were informed about the purpose of the study before completing the survey. The first question in the survey asked for their consent. Only those who agreed were allowed to continue. Participation was voluntary, and drivers could stop at any time.
No names or personal details were collected, which protected anonymity. All data was kept securely and used only for academic purposes. Because the study did not involve any sensitive topics beyond work experiences, it was considered low risk.
[bookmark: _Toc227580026]3.8 Reliability and Validity
In qualitative research, reliability and validity focus on trustworthiness rather than numbers. To improve trustworthiness, the survey questions were clear and simple so participants could understand them easily. The researcher also analysed the data carefully and looked for repeated themes across different answers rather than depending on a single comment.
Validity was supported by using open-ended questions, which allowed drivers to explain their real experiences. Because the answers came directly from the participants, the findings reflect genuine driver perspectives. Although the sample size is not large, the goal of the study is to explore experiences, not to represent every Uber driver in the UK. For this purpose, the data collected is sufficient.
[bookmark: _Toc227580027]3.9 Limitations of the Methodology
The study has some limitations. The sample was selected based on convenience, so it may not include all types of Uber drivers. Some drivers may have stronger opinions than others, which can influence the results. The survey was also conducted online, which means drivers who do not use online communities may not have had the chance to join.
However, these limitations are common in qualitative research. Despite them, the study still provides valuable insights into how drivers experience operational changes.


[bookmark: _Toc227580028]3.10 Summary
This chapter explained the methodology used in the study. A qualitative survey with thematic analysis was chosen to explore drivers’ experiences in their own words. The interpretivist approach, online data collection, and careful analysis all support the aim of understanding both the financial and non-financial effects of Uber’s operational changes. The next chapter presents the findings from the survey.

[bookmark: _Toc227580029]CHAPTER 4: FINDINGS
[bookmark: _Toc227580030]4.1 Introduction
This chapter presents the findings from the survey completed by 34 Uber drivers in the United Kingdom. The aim is to show how drivers experience Uber’s recent operational changes and how these changes affect their financial and non-financial wellbeing. The chapter includes both quantitative results from the multiple-choice questions and qualitative insights from the open-ended responses. The findings are organised into the main themes that appeared during the analysis: demographics, operational changes, financial impact, non-financial impact, autonomy and control, adaptation strategies, and multi-platform work.
[bookmark: _Toc227580031]4.2 Demographic Profile of Respondents
Age
The results show that most respondents were between 25–34 and 35–44. Only a few were under 25 or above 55. This suggests that most Uber drivers in the sample are working-age adults with several years of driving experience or general work experience.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 2. What is your age group?  . Брой отговори: 34 отговора.]



Gender
The majority of respondents identified as male, with only a small number identifying as female or preferring not to say. This reflects common patterns in ride-hailing work, where men make up most of the driver population.
Figure 1.2
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 3.Gender  . Брой отговори: 34 отговора.]
Working Experience with Uber
Drivers had a range of experience. Many had been working for Uber for 1–3 years, while others reported working for more than 5 years. Only a few had worked for less than a year. This mix of experience levels helps provide a wider view of changes over time.
Full-Time or Part-Time Work
Most respondents said they drive full-time, meaning Uber is their main source of income. A smaller number said they work part-time. This is important because operational changes may affect full-time drivers more strongly.
Income Dependence
More than half of the respondents said that 75–100% of their total income comes from Uber driving. This shows that many drivers rely heavily on the platform.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: Approximately what share of your total personal income comes from Uber driving?  . Брой отговори: 34 отговора.]
Previous Driving Experience
A number of drivers said they had no previous professional driving experience before joining Uber. Others had worked as taxi drivers or delivery drivers. This shows that Uber attracts people from different work backgrounds, not only drivers.
[bookmark: _Toc227580032]4.3 Awareness of Operational Changes
Noticing Changes
97.1% of the respondents reported that they had noticed operational changes in the last two or three years. Only a few said they had not noticed any changes.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 8. Have you noticed any changes in how Uber operates in the past 2–3 years?  . Брой отговори: 34 отговора.]


Types of Changes Noticed
When asked what kind of changes they had seen, drivers mentioned several common areas: Lower fares, higher commission, fewer bonuses, and less driver support.  Pay dropped and rides became shorter. Reduced per-mile/per-minute rates in base fare. Fewer bonuses and lower fares. Less personal support, more automation.
Many drivers said prices had gone down while costs had gone up. One driver wrote:
“I’ve noticed changes in the ride allocation system, pricing model, and bonus structure.”
Another commented:
“Less transparency, more confusing pay structure.”
These comments show that operational changes are clearly visible to drivers and often linked to earnings.


[bookmark: _Toc227580033]4.4 Communication Clarity
Drivers rated Uber’s communication between 3 and 5 out of 10 on average. This suggests that many drivers feel communication is unclear or insufficient.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 10. How clear do you think Uber’s communication has been regarding these changes?  . Брой отговори: 34 отговора.]
This theme shows that communication is a major concern for many drivers and may affect how much trust they have in the platform.

[bookmark: _Toc227580034]4.5 Financial Impact
Income Changes
A large majority of drivers said that their income has decreased due to Uber’s recent changes. Only a few said their income stayed the same, and almost none reported an increase.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 11. How have these operational changes affected your income as a driver?  . Брой отговори: 34 отговора.]
Drivers explained that lower fares, lower surge pricing, and new commission rates reduced their earnings. Many noted that their costs had gone up at the same time, especially fuel and car maintenance. A common comment was:
“Everything is more expensive than before, my earnings are less.”
Earnings Stability
Drivers rated the stability of their current earnings between 2 and 4 out of 10, showing that income has become unpredictable. Many said that daily earnings vary greatly depending on demand, bonuses, or the algorithm’s decisions.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 12. How stable or predictable are your earnings now compared to before?  . Брой отговори: 34 отговора.]
Main Financial Challenges
From the open responses, several clear financial challenges appeared:
The main financial challenges identified by drivers include increased fuel prices, vehicle repairs and maintenance costs, Uber’s commission rates, low fares, lack of guaranteed daily income, and a reduction in incentives. One driver explained:
“The high cost of vehicle maintenance and fuel combined with the low base fare; I used to cover costs in a few hours, now it's all day.”
Another said:
“The major financial challenges include the high costs of fuel, insurance (private hire/commercial), vehicle maintenance and repair, and vehicle depreciation (rapid loss of car value due to high mileage), all of which significantly reduce your net earnings.”

Fairness of Commission
When asked if Uber’s commission rate is fair, the most respondents (94.1% Figure ) answered “No”. Drivers said they feel the company takes too much from each fare.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 14. Do you think Uber’s commission rate (the percentage it takes from fares) is fair?  . Брой отговори: 34 отговора.]


[bookmark: _Toc227580035]4.6 Non-Financial Impact
Job Satisfaction
Many drivers reported that their job satisfaction had worsened. Some said it was “slightly worse,” and others said it was “significantly worse.” Only a few reported improvements.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 15. How have Uber’s changes affected your overall job satisfaction?  . Брой отговори: 34 отговора.]
Drivers linked lower satisfaction to lower income, higher workload, and stress. Some examples include:
“I have to work longer hours to make the same money, so my personal time has suffered.”
“I have to work longer hours to earn less money, which leaves little personal time.”
Work-Life Balance
Many drivers said their work-life balance has become worse. Because earnings have dropped, they need to work longer hours. This affects their free time, family time, and rest.
One driver said:
“No balance — always chasing rides.”
Another commented:
“Harder to balance with family life.”
Feeling Valued
Drivers rated how valued they feel by Uber between 1 and 3 out of 10, which is very low.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 18. To what extent do you feel valued by Uber as a partner?  . Брой отговори: 34 отговора.]
Professional Identity
When asked how the changes affected their sense of being a professional driver, many respondents said they feel less respected or less in control. One wrote:
“I don’t feel respected or valued anymore.”
[bookmark: _Toc227580036]4.7 Autonomy and Control
Many drivers said they feel limited control over their work. Many answered that they have “some control” or “very little control.” Only a few felt fully in control.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса: 17. How much control do you feel you have over your work (e.g., when and where you drive)?  . Брой отговори: 34 отговора.]
This theme shows that drivers often experience reduced independence despite being considered self-employed.

[bookmark: _Toc227580037]4.8 Multi-Platform Work
Many drivers said they also work for other platforms such as Bolt, Ola, Free Now, or delivery apps. The main reason is to reduce dependence on a single company. Drivers explained that using more than one app helps increase income stability on slow days.
[image: Диаграма за отговорите на формуляра. Заглавие на въпроса:   21. Do you work with other ride-hailing or delivery platforms in addition to Uber (e.g., Bolt, Ola, Free Now, Deliveroo)?  . Брой отговори: 34 отговора.]
Drivers reported that they use multiple platforms in order to increase income opportunities, benefit from better fares on alternative platforms, and reduce waiting times between trips. One driver stated:
“To survive financially.”
[bookmark: _Toc227580038]4.9 Summary of Key Findings
The findings show that most drivers have noticed significant operational changes in pricing, bonuses, policies, and app behaviour. These changes have led to decreased and less stable income for many drivers. Job satisfaction has declined, with increased levels of stress and longer working hours reported. Communication from Uber is often perceived as unclear, contributing to confusion and frustration. Drivers also report limited control due to app-based management systems. In response, many adapt by working longer hours, adjusting schedules, or using multiple platforms to stabilise their income. Overall, drivers feel undervalued, which negatively affects their emotional wellbeing. These findings reflect patterns seen in another UK research. Studies of Uber in London have shown that many drivers work multiple jobs to make ends meet, and that concerns about employment status, commission rates, and working conditions have led to legal challenges and public protests (Dudley et al., 2017). This suggests that the experiences reported by drivers in this study are part of a wider pattern across the UK.

[bookmark: _Toc227580039]CHAPTER 5: DISCUSSION
[bookmark: _Toc227580040]5.1 Introduction
This chapter discusses the results presented in Chapter 4 and connects them to existing research on platform-based work, labour management, and digital services. The aim is to interpret what the findings mean, why they matter, and how they relate to academic studies on earnings, communication, autonomy, and technology-driven management systems. By comparing the survey results with previous research on ride-hailing and digitally managed labour, this chapter explains how Uber’s operational changes affect drivers’ financial situation, job satisfaction, and everyday working experience.
[bookmark: _Toc227580041]5.2 Financial Impacts and Income Stability
The survey showed that most drivers experienced lower income over the last few years, and many said their earnings had become less predictable. These findings support earlier studies that highlight how changes in pricing structures, commission rates, and automated decision-making can reduce earnings for platform-based drivers (Rosenblat, 2018; Veen, Barratt & Goods, 2020).
Many survey participants said that incentives such as bonuses and surge pricing have declined in recent years. This agrees with research showing that major ride-hailing companies often adjust incentives as the market becomes more competitive or more regulated (Farrell et al., 2020). Because drivers rely heavily on these incentives to supplement their income, any reduction has a strong impact on overall earnings.
Drivers also expressed concerns about rising operational costs, such as fuel and vehicle maintenance. These financial pressures have been reported in several studies on ride-hailing work, which describe how drivers cover all running costs while having limited influence over fare structures (Chen et al., 2019).
Overall, the survey confirms that financial pressures have grown, and drivers feel increasingly insecure about their income.


[bookmark: _Toc227580042]5.3 Communication, Transparency, and Trust
A major theme in the findings was the perception that Uber communicates changes poorly. Many drivers rated communication between 3 and 5 out of 10, suggesting that policy updates, pricing changes, or app modifications are often unclear or not explained properly.
This is consistent with earlier research showing that digital platforms often communicate in a one-directional way, usually through short notifications or automated messages (Rosenblat & Stark, 2016). Such communication may be efficient for the company, but it can leave drivers confused or frustrated, especially when changes affect their income.
Trust appears low among respondents. Several drivers mentioned that changes are implemented “overnight” or without proper explanation. These findings align with studies indicating that limited transparency can reduce workers’ confidence in the fairness of platform management systems (Möhlmann & Zalmanson, 2017).
Overall, unclear communication seems to be one of the main reasons why drivers feel disconnected from the company and uncertain about its decisions.
[bookmark: _Toc227580043]5.4 Job Satisfaction and Work-Life Balance
Most drivers reported a decline in job satisfaction. Reasons included reduced earnings, longer working hours, increased stress, and a feeling of being undervalued. This matches previous research on ride-hailing platforms, which shows that job satisfaction is strongly linked to perceived fairness, communication quality, and income stability (Chen et al., 2019).
Work-life balance has also worsened for many respondents. Drivers said they now need to work longer hours to achieve the same income, leaving less time for rest or family. Studies on transport workers indicate that long hours, irregular schedules, and income uncertainty can negatively affect well-being and overall job satisfaction (Berg & Johnston, 2019).
Although some drivers appreciated the flexibility of choosing their own hours, this benefit was often overshadowed by financial pressures. When income drops, flexibility becomes less meaningful, and workers may feel forced to drive at peak times or for extended periods.
Thus, the non-financial effects of Uber’s operational changes appear significant and strongly linked to the financial pressures discussed previously.


[bookmark: _Toc227580044]5.5 Autonomy, Control, and Algorithmic Management
Drivers in the survey expressed a strong perception of limited control over their work. Many said that the app decides most aspects of the job, including pricing, trip allocation, and route suggestions. This feeling is consistent with research on algorithmic management, which describes how digital systems monitor and guide worker behaviour through automated rules and data-driven decisions (Lee et al., 2015; Rosenblat & Stark, 2016).
Although drivers can choose when to log in, their autonomy within the system is limited. The platform determines important factors such as: which trips are offered; how much drivers are paid; how their performance is rated; how incentives work.
Drivers’ comments such as “The app decides everything” reflect the findings of previous studies that show digital platforms often rely on indirect forms of control that influence driver behaviour without explicit instructions (Möhlmann & Zalmanson, 2017).
These findings are also supported by legal interpretations of platform work. The UK Supreme Court, in Uber BV v Aslam, emphasised that the degree of control exercised by Uber—particularly over pricing, performance, and working conditions—was a key factor in determining employment status. The Court argued that such relationships cannot be left solely to contractual arrangements, as this would undermine worker protection (Adams-Prassl, 2023).
This reduced autonomy also affects drivers’ sense of professional identity. Some respondents said they feel less respected or less like professionals due to the high level of automated oversight.
[bookmark: _Toc227580045]5.6 Adaptation Strategies
The results showed that drivers actively adapt to operational changes. Many reported working longer hours, focusing on busy areas, adjusting their schedules to peak times, or carefully tracking more profitable patterns. These strategies are common in research on digitally managed labour, where workers frequently modify their behaviour to align with algorithmic systems (Sutherland & Jarrahi, 2018).
However, some studies suggest that driver strategies focused only on maximising income can create problems. When drivers prioritise completing trips quickly to earn more, this may lead to poor passenger treatment, unsafe practices, or reduced service quality. This highlights a tension between drivers' financial needs and their responsibility to provide safe, high-quality service (Shi, 2024).
A large number of participants also said they work on multiple platforms. This practice, often called “multi-platform work,” helps drivers reduce their dependency on one company and stabilise their earnings during slow periods. Studies on ride-hailing markets show that this strategy is widespread when drivers feel uncertain about income from a single platform (Kassi & Lehdonvirta, 2018).
These adaptations show that drivers are active decision-makers. However, many of their coping strategies come with personal sacrifices, such as fatigue, stress, and limited free time.
[bookmark: _Toc227580046]5.7 Feeling Valued and Professional Identity
Respondents rated their sense of being valued by Uber very low. Many said they feel treated like “numbers” rather than partners. This reflects research showing that workers often feel undervalued when communication is limited and when decisions are made through automated processes (Duggan et al., 2020).
Drivers also reported that they sometimes feel less like professionals due to reduced autonomy and the strong influence of the app. This is consistent with earlier studies that found ride-hailing drivers’ professional identity can be shaped—positively or negatively—by how much respect, feedback, and recognition they receive from the platform (Ravenelle, 2019).
Overall, emotional and psychological factors play an important role in shaping drivers’ experience of the job.
[bookmark: _Toc227580047]5.8 Summary
In summary, the survey results align with existing research on platform-based driving work. Drivers face reduced earnings, limited transparency, and growing pressure to adapt their working patterns. While flexibility remains a benefit, its value is weakened by financial insecurity and increased control from automated systems. As a result, drivers’ job satisfaction and sense of being valued have declined, and many rely on coping strategies such as longer hours or multi-platform work.
[bookmark: _Toc227580048]CHAPTER 6: CONCLUSION AND RECOMMENDATIONS
[bookmark: _Toc227580049]6.1 Introduction
This chapter concludes the study by summarising the main findings, presenting key recommendations, and discussing the limitations of the research. It also offers suggestions for future studies on ride-hailing platforms and the working conditions of drivers.
[bookmark: _Toc227580050]6.2 Summary of Key Findings
The study explored how Uber’s recent operational changes have influenced its drivers in the United Kingdom. Several important findings emerged.
First, most drivers reported lower earnings and less predictable income. Changes in pricing, commission rates, and incentives all contributed to growing financial strain.
Second, drivers’ job satisfaction declined, with many reporting increased stress and weaker work-life balance. Longer working hours are now common.
Third, many respondents said they feel limited control over their work due to automated decision-making in the app. This affects their autonomy and sense of professionalism.
Fourth, communication remains a major issue. Drivers feel that Uber does not explain changes clearly or involve them in decision-making.
Finally, drivers have adopted various adaptation strategies, including working on multiple platforms and adjusting their schedules to improve earnings.
Overall, the results show that Uber drivers face financial uncertainty, reduced autonomy, and a sense of being undervalued, even though many rely on the platform as their main source of income.
[bookmark: _Toc227580051]6.3 Conclusions
The findings indicate that operational changes have increased pressure on drivers, as decreased fares and changing incentives make it more difficult to maintain previous income levels. Earnings instability has a direct impact on working patterns, forcing drivers to work longer hours or focus on specific locations and time periods. Non-financial aspects of the job have also worsened, with increased stress, poorer work-life balance, and weak communication contributing to lower job satisfaction. Furthermore, algorithmic management limits driver autonomy, as key decisions related to pricing, trip allocation, and performance are controlled by the platform. Although drivers demonstrate resilience through strategies such as multi-platform work and extended hours, these adaptations often come at the cost of increased fatigue and stress. Taken together, these conclusions show that Uber’s operational changes have had significant effects on both income and everyday working conditions.
[bookmark: _Toc227580052]6.4 Recommendations
[bookmark: _Toc227580053]6.4.1 Recommendations for Uber
Uber should improve communication by providing clearer explanations of policy and pricing changes in advance. Increasing transparency around trip allocation, incentives, and rating systems would help build trust among drivers. The company should also review its commission structure and consider adjustments that could improve drivers’ financial stability. Strengthening driver support channels would make assistance more accessible and reduce frustration. In addition, reconsidering the design of incentives and bonuses could help drivers better manage rising operational costs.
[bookmark: _Toc227580054]6.4.2 Recommendations for Policymakers
Policymakers should develop clearer regulations for ride-hailing platforms, particularly in relation to transparency, communication, and fair treatment of workers. There is also a need to support improved working conditions for platform-based workers by ensuring appropriate protections. Furthermore, monitoring automated decision-making systems is essential to ensure that algorithmic management remains fair and transparent.
[bookmark: _Toc227580055]6.4.3 Recommendations for Drivers
Drivers should consider using multi-platform strategies carefully to improve income stability. It is also important to track earnings and expenses, including fuel and maintenance costs, to support better financial planning. Sharing knowledge with other drivers, such as information about high-demand areas and optimal working times, may also help improve performance and efficiency.
[bookmark: _Toc227580056]6.5 Limitations
This study has several limitations. The sample size was limited and may not represent all drivers in the UK. The survey relied on self-reported data, which can be subjective. Also, the study focused on one platform, and comparisons with other ride-hailing companies were not included.
[bookmark: _Toc227580057]6.6 Suggestions for Future Research
Future studies could compare different regions of the UK or examine multiple platforms. Interviews or focus groups could provide deeper insights into drivers’ personal experiences. Researchers could also investigate long-term trends in ride-hailing as technology and regulations continue to evolve.
[bookmark: _Toc227580058]6.7 Final Reflection
In conclusion, the study shows that Uber’s operational changes have had important financial and non-financial effects on drivers. While the platform offers flexibility, many drivers face reduced earnings, limited control, and increased stress. Addressing these challenges will require effort from Uber, policymakers, and drivers themselves. The findings add to the understanding of how digital management systems shape working conditions in the modern transport sector.
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[bookmark: _Toc227580060]APPENDIX А: Survey Questionnaire
This appendix presents the questionnaire used to collect data from Uber drivers in the United Kingdom.
The online survey was conducted using Google Forms and can be accessed via the following link: https://forms.gle/PCkMp6a8kVDy4Qnq5
1. Consent to participate
Do you agree to voluntarily participate in this study, understanding that your responses will remain anonymous  
2. What is your age group?  
3.Gender  
4. City or region where you primarily drive for Uber  
5. How long have you been working with Uber?  
6. Do you drive for Uber full-time or part-time?
Approximately what share of your total personal income comes from Uber driving?  
7. Do you have previous experience as a professional driver (e.g., taxi, delivery, etc.)?  
8. Have you noticed any changes in how Uber operates in the past 2–3 years?  
9. If yes, what kind of changes have you noticed?  
10. How clear do you think Uber’s communication has been regarding these changes?  
11. How have these operational changes affected your income as a driver?  
13. What are the main financial challenges you currently face as an Uber driver?  
14. Do you think Uber’s commission rate (the percentage it takes from fares) is fair?  
15. How have Uber’s changes affected your overall job satisfaction?  
16. How would you describe your work-life balance after the recent changes?  
17. How much control do you feel you have over your work (e.g., when and where you drive)?  
18. To what extent do you feel valued by Uber as a partner?  
19. How have Uber’s operational changes affected your sense of professional identity (e.g., feeling like a professional driver, entrepreneur, etc.)?  
  20. How have you adapted to the new rules, policies, or algorithmic systems introduced by Uber?  
  21. Do you work with other ride-hailing or delivery platforms in addition to Uber (e.g., Bolt, Ola, Free Now, Deliveroo)?  
22. If yes, why do you use other platforms?
23. What changes would you like Uber to make to improve your experience as a driver?  
  24. Do you have any other comments about how Uber manages its platform or drivers?  
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8. Have you noticed any changes in how Uber operates in the past 2-3 years?
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10. How clear do you think Uber's communication has been regarding these changes?
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11. How have these operational changes affected your income as a driver?
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12. How stable or predictable are your earnings now compared to before?
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14. Do you think Uber’'s commission rate (the percentage it takes from fares) is fair?
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15. How have Uber’s changes affected your overall job satisfaction?
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18. To what extent do you feel valued by Uber as a partner?
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17. How much control do you feel you have over your work (e.g., when and where you drive)?
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21. Do you work with other ride-hailing or delivery platforms in addition to Uber (e.g., Bolt, Ola, Free
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