










THE INFLUENCE OF SMART PHONE/DIGITAL DEVICES ON DRIVERS WORK ENVIRONMENT IN THE MINICAB INDUSTRY IN LONDON


Digital Skill and Research methods 

ALAN  OMISORE

BMSK4003

ID  1810132

Joy Botu


Table of Contents
Introduction	2
Literature Review	2
Research Methodology	4
Findings	4
Analysis and Description	9
Limitations of the Study	9
Recommendations for Future Research	10
[bookmark: _GoBack]Ethical Considerations	10
Conclusion	10
References	11


[bookmark: _Toc27573084]Introduction
This study sheds light on the impact of the application of smart phones and digital devices in the private hire and minicab industry in London. This focuses on the collection of information from different sources in order to asses the impacts it has had on the drivers in the workplace. I have worked in the mnincab trade for over 30 years and currently run my own school transport business hence my interest in this research.
The application of digital devices has helped many industries to grow their market at a rapid pace, enhance their performance to attract more customers thereby increasing their profit margins and the private hire industry is no exception. This research also covers limitations that hindered the data collection procedures and ethical considerations that are to be taken into account while performing the research.
[bookmark: _Toc27573085]Literature Review
Advantages of smart phones and digital devices at workplace
Digital devices play a fundamental role in the development of an industry. As per the views of Dave et al, (Dave, 2016) digital devices help in the improvement of communication, information flow and collaboration at workplace. In addition to this, utilisation of smart phones and digital devices helps the employees of a workplace to create a collaborative environment. This also promotes the creation of new ideas and helps the industries to serve its customers in a better way. Moreover, implementation of digital devices enables the employees to work remotely in a cost  effective manner (Zagermann, 2017). Therefore, it can be said that implementation of smart phones and digital devices will be advantageous for minicab industry, London. The drivers of the industry are able to identify the customers who are in requirement thereby increasing their workflow efficiency. Apart from this, application of digital devices helps the industry to enhance its annual earnings by providing comfortable services to the customers and meeting their requirements.

Influence of Application of smart phones and digital devices on drivers of minicab industry, London
There was a time when the cab drivers were dependant on radio calls for picking up passengers but with the emergence of digital devices and smart phones the scenario has developed. As per the opinion of Eberhard et al. (2017), application of digital devices has transformed the business operations of drivers of minicab industries. However, Rauschnabel and Ro argued that only the drivers possessing ample knowledge regarding the latest technology can make use of it (Rauschnabel, 2016). In accordance to this, implementation of digital devices has helped the cab drivers to provide on time and better services to customers. It has been observed that the drivers of minicab industry of London are utilising rival application to compete with the upstart Uber (Theguardian.com, 2019). Thus, it can be said that the emergence of smart phones and digital devices has created a positive impact on drivers as well as on the customers. This helps the drivers to acquire information and also to track the customers who are in need.
Kano’s Customer Satisfaction Model
[image: ]
Figure 1: Kano’s Customer Satisfaction Model
(Source: Influenced by Chen et al. 2019)
The “Kano’s Customer Satisfaction model” helps the minicab industry drivers to classify product attributes on the basis of the ways in which customers perceive the services and their satisfaction level. According to the viewpoint of Chen et al. (2019), this model helps the industries to analyse the lag and to enhance their performance levels. In addition to this, with the help of this model the minicab drivers are able to identify “Threshold Attributes” that are expected services by the customers. Moreover, this also helps the drivers to analyse the quality of services they are providing and to work for improving poor performance and is termed as “Performance Attributes”. Apart from this, there are two more attributes; they are “Excitement Attributes and Indifferent Attributes”. This helps the drivers to analyse quality of their services that meets the unexpected attribute of customers that helps the drivers to gain competitive advantage. Thus, it can be said that this model helps the drivers to enhance their performance and to incorporate several exciting attributes at an affordable price.
[bookmark: _Toc27573086]Research Methodology
There are two types of methodologies for conducting research, qualitative and quantitative. Qualitative method helps in acquiring in-depth information of the subject while quantitative method is the one that helps in acquiring information in terms of facts and figures. However, the qualitative information cannot be measured but quantitative data can be measured or analysed with the help of several analytical tools (Tracy, 2019). Qualitative method helps the researchers to acquire knowledge regarding the ways digital devices or smart phones helped the minicab drivers to provide better services to the customers. Thus, for obtaining detailed knowledge and information for certain topics qualitative method can be used to obtain limited information. This research is bolstered with the support of quantitative method in the form of survey as a primary source. This helps to analyse the factors that influences the minicab drivers for enhancing their performances. 
Quantitative method helps the researchers to identify the experiences of minicab drivers regarding the application of smart phones and the ways it has helped them to serve the customers in a better way (Wang, 2016). Moreover, it can be said that these methods helps the drivers to carry out improvement procedures so that they are able to meet the needs of the customers and to provide them quality minicab travel experience. The survey was carried out by distributing printed question and response charts to various local minicab offices in the areas of Kensington, Chelsea, Hammersmith, Fulham, Acton and Ealing through my contacts with managers in the trade. I then went to conduct the face to face interviews at the various offices to get an overall sample of 50.
[bookmark: _Toc27573087]Findings
Q1 Smart phones or digital devices have made the job of the minicab drivers easier.
	Responses 
	Percentage of respondents (%)
	Number of respondents 
	Total number of respondents 

	Strongly Agree
	64
	32
	50

	Agree
	20
	10
	50

	Neutral
	4
	2
	50

	Disagree
	8
	4
	50

	Strongly Disagree
	4
	2
	50


Table 1: Response to positive impact of digital devices
(Source: Created by Author)
[image: ]
Figure 2: Response to positive impact of digital devices
(Source: Created by Author)
Q2 Implementation of digital devices in minicab services has helped the drivers to improve their performances especially in Navigation and avoiding  traffic congestion.
	Responses  
	Percentage of respondents (%)
	Number of respondents 
	Total number of respondents 

	Strongly Agree
	52
	26
	50

	Agree
	40
	20
	50

	Neutral
	4
	2
	50

	Disagree
	2
	1
	50

	Strongly Disagree
	2


	1
	50


Table 2: Response to improvement of performance of drivers with the application of digital devices
(Source: Created by Author)
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Figure 3: Response to improvement of performance of drivers with the application of digital devices
(Source: Created by Author)
Q3 Is there further requirement of improving the minicab services for enhancing customer satisfaction level?
	Responses  
	Percentage of respondents (%)
	Number of respondents 
	Total number of respondents 

	Strongly Agree
	48
	24
	50

	Agree
	40
	20
	50

	Neutral
	6
	3
	50

	Disagree
	4
	2
	50

	Strongly Disagree
	2
	1
	50


Table 3: Response to improvement of performance of drivers with the application of digital devices
(Source: Created by Author)
[image: ]
Figure 5: Response to improvement of performance of drivers with the application of digital devices
(Source: Created by Author)
Q4 Are online payment methods to cab drivers feasible?
	Responses  
	Percentage of respondents (%)
	Number of respondents 
	Total number of respondents 

	Strongly Agree
	24
	12
	50

	Agree
	70
	35
	50

	Neutral
	2
	1
	50

	Disagree
	4
	2
	50

	Strongly Disagree
	0
	0
	50


Table 4: Response to feasibility of payment methods
(Source: Created by Author)
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Figure 6: Response to feasibility of payment methods
(Source: Created by Author) 
Q5 Do you agree with “Online platform helps to find a safe and reliable transportation”
	Responses  
	Percentage of respondents (%)
	Number of respondents 
	Total number of respondents 

	Strongly Agree
	60
	30
	50

	Agree
	22
	11
	50

	Neutral
	0
	0
	50

	Disagree
	10
	5
	50

	Strongly Disagree
	8
	4
	50


Table 5: Response to Online platform helps to find a safe and reliable transportation
(Source: Created by Author)
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Figure 7: Response to Online platform helps to find a safe and reliable transportation
(Source: Created by Author)
[bookmark: _Toc27573088]Analysis and Description
The primary source data obtained from the survey has helped the research to assess the impact of application of smart phones on minicab drivers. The data has been obtained from a sample size of 50 and sampling has been done utilising “Random Sampling Technique”. The obtained data quantified with the help of statistical tool are depicted graphically to provides a visual presentation of the raw data. Moreover, as per the views of (Staats, 2016), collecting data helps the researchers to carry out better decision  making process keeping in mind the research limitations. Thus, it has been observed from the acquired information that most of the respondents have provided a positive response regarding the impact of using digital devices within the minicab industry.
[bookmark: _Toc27573089]Limitations of the Study
During carrying out the research there were certain limitations such as time constraints and word limit due to which in-depth information cannot be acquired. There was limited time and resources to survey a wider sample therefore a limited sample of 50 was used. Moreover, restricted word limit of 2000 has made it difficult to gather information from a wide variety of secondary sources such as articles, books and journals and therefore the researchers cannot perform qualitative literature research effectively. Apart from this, limited fund was also one of the reasons that limited the collection of data from different sources.
[bookmark: _Toc27573090]
Recommendations for Future Research
For improving the quality of research, more time can be provided for gathering information. This will also help the researchers to acquire information from a wide variety of secondary sources as well as from a wide range of sample size. This will further help them to make proper conclusions regarding the matter implementation of digital devices or smart phones in minicab industry. Apart from this, the word limit can be increased to 4000 so that the researchers can gather in-depth knowledge and information from various sources. This will help the researcher to come up with a better quality research project in the future.  
[bookmark: _Toc27573091]Ethical Considerations
The potential ethical risk that has been mostly faced is maintaining the privacy of the respondent’s personal data. This was minimised by protecting their information by taking their details for my records but not putting this information on the survey sheet on which they responded. Thus maintaining  confidentiality of the respondents as per Data Protection Act 1 (Gov.uk, 2019).  The result of this mini research can then be saved without having  to face data loss for future research. Data has been mostly saved in form of softcopy in computer data storing drives. After the University marking, the interpretation of the data would be stored and the raw data with the respondent’s personal information would be erased permanently except their participation consent forms. 
[bookmark: _Toc27573092]Conclusion
The research supports the evidence from secondary sources of marked improvements in the  workplace for minicab  drivers over the last decade through implementation of smart phones or digital devices which has transformed their working environment.
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