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Title: Impact of Digital Technology on Employees Performance: A Case Study of Deliveroo
[bookmark: _Toc220498195]Introduction

[bookmark: _Toc220498196]Background of the Research
Digital technology has emerged as one of the primary agents of organisational change, having disrupted the design, management, and appraisal of work across the industries (Bivona, 2023). The fast development of mobile applications, artificial intelligence, big data analytics, and algorithmic administration systems has had significant impact on platform-based organisations, in which the digital infrastructure is the core of service delivery. Organisations working in the gig economy are strongly dependent on digital tools to organise labour, distribute tasks, track performance and customer communication in real-time (Cini, 2025).
The case of Deliveroo, an online food delivery company based in the UK, is a prime example of this digitally-based business model. Its work relies on advanced algorithms, mobile apps, GPS positioning, and data analytics to pair customer requests with riders, direct delivery routes, and analyse such performance metrics as speed, acceptance rates, and customer ratings (Asadullah, 2024). These electronic applications influence not only organisational effectiveness, but also daily working experiences of riders and functional employees. Although digital technologies are generally well known in the context of improving the efficiency of operations and increasing their scalability, their effect on the performance of employees is not as straightforward (Cano et al., 2021). On the one hand, according to Woodcock and Cant, (2022) digital systems may enhance coordination of tasks, minimise errors, and promote making decisions faster. Conversely, the continuous tracking, grading of the performance, and automated regulation can also lead to work pressure, stress, and lack of job satisfaction that might eventually deteriorate performance in the long-run.
The current literature on the topic of digital transformation has been heavily preoccupied with organisational performance metrics, like productivity and cost reduction. However, the empirical research examining the impact of digitally mediated work systems on the performance of individual employees in platform-based organisations, such as Deliveroo, is limited. This relationship is important in understanding the balance between technological innovation and sustainable workforce performance by organisations. Thus, the research will investigate the effects of digital technology on the performance of employees in Deliveroo and will add to both theoretical understanding and management.

[bookmark: _Toc220498197]Research Problem
In spite of the widespread application of digital technologies in Deliveroo, a lack of empirical knowledge associated with the impact of digital technologies on employee performance is observed. As opposed to digital platforms that are supposed to improve efficiency and quality of services provided, employees and riders are engaged in constant surveillance algorithms, robotic distribution of tasks, and performance appraisal (Cruz and Sales Oliveira, 2025). Such conditions can boost productivity and at the same time produce adverse effects like stress, fatigue, and lack of motivation.
The absence of clarity on whether digital technologies are the main contributor to or a deterrent of employee performance represents a major research gap. Companies such as Deliveroo are persisting in spending a lot on digital systems without thoroughly investigating their impact on the efficiency, engagement, and overall performance of the workers (Wood,2021). The current paper will solve this issue by looking at the impact of digital technologies implemented at Deliveroo on employee performance, determining both positive and negative effects, and discussing the things that influence the perception of employees towards the technologies. The results will be used to identify how digital systems can be designed and managed to improve employee performance with minimum effects on the negative consequences.
[bookmark: _Toc220498198]Research Aim, Objectives, and Questions

Research Aim
The aim of the research is to examine the impact of digital technology on employee performance at Deliveroo.

Research Objectives
· To identify the types of digital technologies used by Deliveroo in managing and supporting employees.
· To assess the effect of digital technologies on employees’ productivity, efficiency, and work quality.
· To explore employees’ perceptions of how digital technologies, influence their motivation, stress levels, and overall performance.

Research Questions
RQ1: What digital technologies are used by Deliveroo to manage and support employees?
RQ2: How do these digital technologies affect employee productivity, efficiency, and work quality?
RQ3: How do employees perceive the influence of digital technologies on their motivation, stress, and overall performance?
[bookmark: _Toc220498199]Significance of the Research
This study is significant for both academic and practical reasons. In terms of the academic output, it adds to the increasing body of knowledge on digital transformation and employee performance, a setting that so far has not been studied comprehensively relative to conventional companies (Deng et al., 2023). The results will contribute to the insights into the role of an algorithmic management and digital surveillance in determining personal performance results. In practise, the study will give the management of Deliveroo good insights on the role of digital technologies in improving the productivity, wellbeing, and motivation of employees. These lessons can guide development of digital systems, performance indicators and support systems that facilitate sustainable employee performance (Ciano et al., 2021). Moreover, the research will be helpful to policymakers and organisations that use platforms, allowing them to create more equitable and effective digital labour practises. The research facilitates evidence-based decision-making, which will help to create a balance between technological efficiency and human centred management by pointing out advantages and limitations.
[bookmark: _Toc220498200]Preliminary Literature Search
Su et al., (2022) suggests that Deliveroo operates on a digital platform ecosystem that involves the rider app, the algorithmic dispatch, and optimisation of data. Deliveroo states that it relies on machine learning to enhance the efficiency of the marketplace and quality of services, which presupposes continuous data gathering and updating of models to influence the operations. Hill, (2021) claim that the rider-facing systems at Deliveroo are the Deliveroo Rider app, which allows riders to perform core business activities (going online, task assignment, visibility of earnings, and support) and demonstrates the versatility of the app as a coordination mechanism as well as the work tool (Deng et al., 2023). Deliveroo also makes it clear that a rider is assigned an order to a rider based on an algorithm (Frank), meaning that it is automated in the way it allocates the tasks based on the logic of the system and real-time factors (Wood, 2021). These sources combined make Deliveroo a powerful example of why digitally mediated management and performance should be studied.
Cini, (2025) indicates digital technologies have the potential to enhance performance due to faster allocation, optimisation of routes, and standardised coordination, though they also introduce pressures that impact the quality of work. Deliveroo position machine learning as an enhancement of the service experience with an increase in efficiency, which is directly connected to the outcomes of operational performance (Ciano et al. 2021). Chen et al., (2021) discusses that platform work generally distinguish performance shaping by metrics (e.g., ratings and acceptance behaviours) so that digital evaluation systems affect both the output levels and quality indicators. Tampi et al., (2022) study that the intensive measurement and control dynamics are also a feature of the work on Deliveroo, implying that algorithmic control can cause speed and compliance with the possible reduction of the dynamics of autonomy that can influence the long-term performance and quality of the provided services. This justifies the exploration of performance in multi-dimensional (productivity, efficiency, and quality) rather than just in speed (Cruz and Sales Oliveira, 2025).
Asadullah, (2024) indicates that the attitude towards platform technologies is ambivalent: the riders can see technology both as facilitating (flexibility, coordination) and as restrictive (monitoring, opaque decisions). Bivona, (2023) describes that algorithms management and wellbeing studies indicate that there are psychosocial stressors associated with algorithmic management, which confirms that the experience of demands and control are felt by employees in performance outcomes. Deliveroo-related work also talks about the impacts of measurement, ranking, and perceived control that are capable of affecting motivation and behaviour in the workplace (Hill, 2021). The internal description of automated offering of orders provided by Deliveroo demonstrates that they involve a decision-making process that is integrated into algorithmic systems and which can influence the aspect of trust and perceived fairness that are crucial motivational and stressing factors (Tampi et al., 2022). This purpose hence guides the research to what the workers interpret of technology, rather than pure KPIs of operation.

Theoretical Review

1) Job Demands–Resources (JD-R) Model
The JD-R model informs on how the demands (e.g., time pressure, monitoring, uncertainty) and resources (e.g., autonomy, support, helpful tools) influence job outcomes. Algorithms in the context of Deliveroo, such as distributing orders and monitoring performance, can enhance needs (speed, continuous assessment), but the application can as well serve as a resource (navigation, coordination, income visibility) (Ganbold et al., 2021). JD-R can be used to organise the analysis of the effects of digital technology on stress and motivation and vice versa, and their impact on performance. It offers a clear prism through which to understand why the same technology can make the workflow more efficient, yet increase the risk of burnout.

2) Socio-Technical Systems (STS) Theory
STS theory suggests that performance is the result of mutually optimising the social system (people, roles, culture) and the technical system (tools, algorithms, workflows). STS is perfect with Deliveroo since its service model is based on a combined digital infrastructure (app + algorithms + data) and a workforce distributed. STS can be used to evaluate the extent to which performance outcomes are a result of improved tech alone or of the way technology is changing the work design, communication, incentives, and control (Chen et al., 2021). It also aids in the realisation of misalignments (e.g., effective algorithms and low perceived fairness) capable of demotivating, distrusting and eventually perform poorly.

Literature Gap
In spite of the growing discussion of algorithmic management within platform-work research, much of it focuses on control, autonomy and precariousness rather than, in a systematic manner, connecting digital technology to employee performance outcomes (productivity, quality, sustainability of performance) directly. Moreover, the evidence is scattered on various platforms and nations and it is hard to make Deliveroo specific findings applicable to the UK scenario. Other researchers emphasise ratings, acceptance behaviour, and algorithmic decisions, but less focus is placed on the way workers respond to such systems and how these responses lead to performance in the long-term (Baiocco et al., 2022). The gap is filled in this dissertation by the synthesis of 2021-onwards peer-reviewed qualitative literature to establish a dedicated concept of what Deliveroo-type digital management entails and how it affects performance.


[bookmark: _Toc220498201]Research Methodology

[bookmark: _Toc220498202]Research Philosophy
This paper will follow an interpretivism philosophy, which believes reality to be socially constructed and influenced by subjective experiences of individuals. It understands that employees of Deliveroo perceive digital technologies, including algorithmic management and monitoring differently, which impacts their performance. Interpretivism is suitable since the research would attempt to gain insight into the perceptions instead of quantifying objective facts (Ciano et al., 2021). This method promotes a detailed study of the complicated interaction between digital technology and employee performance by relying on meanings and experiences shared in the qualitative literature.
[bookmark: _Toc220498203]Research Approach
This research employs an inductive approach to enable patterns and insights to arise out of the current qualitative literature instead of testing predetermined theories (Woodcock and Cant, 2022). This is appropriate since the studies on platform work and Deliveroo are still immature. The method allows establishing new correlations between the digital technology, employee experiences, and performance and drawing evidence-based and context-sensitive conclusions.
[bookmark: _Toc220498204]Research Strategy
The research strategy to be used in this study is the secondary, qualitative research strategy, which is grounded on the review of journal articles. This methodology is appropriate due to the abundance of research studies of high quality that already study the platform work and algorithmic management. It enables a general comparative study of the results under context, and circumvents time, access, and ethical limitations of primary data collection.
[bookmark: _Toc220498205]Data Collection
Journal articles published in 2021 or later will be used to collect data to maintain contemporary relevance. It will use academic databases including Google Scholar, Scopus, Emerald Insight, ScienceDirect, Sage and Taylor and Francis. The terms to be searched will be the combinations of the words Deliveroo, algorithmic management, platform work, digital technology, employee performance, Gig economy, motivation, and stress. Articles that satisfy the inclusion criteria will be collected, screened, and structured using reference management software.
[bookmark: _Toc220498206]Inclusion and Exclusion Criteria
	Inclusion Criteria
	Exclusion Criteria

	Published in peer-reviewed journals from 2021 onwards
	Published before 2021

	Written in English language
	Written in languages other than English

	Focuses on digital technology or algorithmic management
	Focuses on non-digital management contexts

	Contains keywords related to platform work and performance
	Does not include performance-related outcomes

	Published in reputable, recognised academic journals
	Published in predatory or non-peer-reviewed outlets



[bookmark: _Toc220498207]Data Analysis
The analysis will be performed through thematic content analysis of the selected articles. The research shall be read, coded, and categorised into relevant themes covering digital technology and employee performance. Themes will be then revised, polished and recreated into a coherent story. This method allows one to discover patterns in a systematic manner and retain contextual knowledge.
[bookmark: _Toc220498208]Research Limitations
The research is based only on the secondary data, thus making it impossible to see the most recent internal practise of Deliveroo. Comparison of studies might be influenced by the differences in research design and the definition of performance (Su et al., 2022). Also, the results might not be able to capture differences in regions or individual variation amongst the Deliveroo employees. Regardless of these constraints, systematic selection enhances the validity of the findings with the help of high-quality and recent studies.
[bookmark: _Toc220498209]Ethical Considerations
Even though the research involves secondary data, the ethical standards of research will be adhered to. All the sources will be properly referenced and intellectual property will be adhered to. Results will be reported in an honest manner without misrepresentation and selective reporting. The evidence-based and objectively framed discussion of Deliveroo would be conducted. No sensitive or personal information will be used, which will reduce the ethical risk.
[bookmark: _Toc220498210]Risks
The main risk is the lack of Deliveroo-specific qualitative studies published since 2021. To address this, the quality studies on similar food-delivery platforms will be incorporated and well explained. The other risk is that the researcher may have a risk of developing bias in the theme development; this will be minimised through transparent coding process and strong association of the interpretation with the evidence. The selection of the article can also be limited by the access (or rather, lack of access) to the paywalled journals, although in case of opportunities, the access to the university library and the open-access sources will be utilised. Lastly, platform technologies are changing very fast, so certain findings can become obsolete in the nearest future, but pay attention to new literature would help to minimise the threat.
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