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�'HFODUDWLRQ��,�KDYH�UHDG�DQG�XQGHUVWRRG�WKH�8Y$�UXOHV�UHJDUGLQJ�IUDXG�DQG�SODJLDULVP�

>KWWS���VWXGHQW�XYD�QO�ELQDULHV�FRQWHQW�DVVHWV�VWXGHQWHQVLWHV�XYD�VWXGHQWHQVLWH�QO�D�]�UHJHOLQJH

QHQ��UHJXODWLRQV�IUDXG�DQG�SODJLDULVP�VFKHPH������SGI"�������������@��,�GHFODUH�WKDW�WKLV�

ZULWWHQ�SDSHU�LV�HQWLUHO\�P\�RZQ�ZRUN��WKDW�,�KDYH�FDUHIXOO\�DQG�FRUUHFWO\�LQGLFDWHG�DOO�WKH�

VRXUFHV�,�KDYH�XVHG��LQFOXGLQJ�&KDSW*37�RU�RWKHU�IRUPV�RI�$UWLILFLDO�,QWHOOLJHQFH��DQG�WKDW�,�

KDYH�TXRWHG�DFFRUGLQJ�WR�WKH�UXOHV��,�KDYH�QRW�SUHYLRXVO\�VXEPLWWHG�WKLV�SDSHU��LQ�WKLV�RU�DQ�

DPHQGHG�YHUVLRQ��IRU�DQRWKHU�VXEMHFW�RU�DV�SDUW�RI�DQRWKHU�SDSHU��



,QWURGXFWLRQ

2XU�UHVHDUFK�DLPHG�WR�XQGHUVWDQG�KRZ�PHDO�GHOLYHU\�ZRUNHUV��RU�
ULGHUV
��LQ�$PVWHUGDP�

RUJDQL]H�WKHPVHOYHV�WKURXJK�ERWK�IRUPDO�DQG�LQIRUPDO�FROOHFWLYH�DFWLRQ�XVLQJ�DQ�

LQWHUVHFWLRQDO�IUDPHZRUN�

,Q�WKH�SDVW�GHFDGH��SODWIRUP�ZRUNHUV��HVSHFLDOO\�LQ�IRRG�GHOLYHU\�VHUYLFHV��KDYH�

VLJQLILFDQWO\�LQFUHDVHG��HVSHFLDOO\�GXULQJ�WKH�&29,'����SDQGHPLF��7KHVH�SRVLWLRQV�DUH�RIWHQ�

VLGH�JLJV�GXH�WR�WKHLU�ORZ�LQFRPH��DYHUDJLQJ���HXURV�SHU�KRXU�LQ�WKH�(8��$SS�EDVHG�GHOLYHU\�

ZRUN�W\SLFDOO\�LQYROYHV�LPSHUVRQDO�HPSOR\PHQW�UHODWLRQVKLSV��ZLWK�FRXULHUV�IUHTXHQWO\�

ZRUNLQJ�DV�VHOI�HPSOR\HG�LQGLYLGXDOV�DQG�UDUHO\�LQWHUDFWLQJ�ZLWK�WKHLU�SHHUV��5HFHQWO\��WKHUH�

KDV�EHHQ�D�ULVH�LQ�JOREDO�SURWHVWV�DPRQJ�IRRG�GHOLYHU\�ZRUNHUV��&RXULHUV�DGYRFDWH�IRU�KLJKHU�

SD\��VDIHU�ZRUNLQJ�FRQGLWLRQV��DQG�EHWWHU�GHOLYHU\�JHDU��,Q�WKH�1HWKHUODQGV��WKH�JURFHU\�

GHOLYHU\�VHUYLFH�*HWLU�LV�VKXWWLQJ�GRZQ��UHVXOWLQJ�LQ�PDQ\�ULGHUV�ORVLQJ�WKHLU�MREV�DQG�QHHGLQJ�

WR�VLJQ�VHWWOHPHQW�DJUHHPHQWV��8QIRUWXQDWHO\��WKHVH�DJUHHPHQWV�RIWHQ�IDLO�WR�DGHTXDWHO\�

FRPSHQVDWH�WKH�ULGHUV��&RQVHTXHQWO\��PRUH�ULGHUV�KDYH�EHHQ�FRQWDFWLQJ�WKH�)19��WKH�XQLRQ�

VXSSRUWLQJ�ULGHUV�LQ�WKH�1HWKHUODQGV��(DUO\�LQ�RXU�UHVHDUFK��ZH�FRQQHFWHG�ZLWK�WKH�)19��

HQDEOLQJ�XV�WR�IROORZ�WKHLU�URDG�WR�FROOHFWLYH�DFWLRQ��7KH�)19�KDV�EHHQ�DFWLYHO\�LQIRUPLQJ�

ULGHUV�DERXW�WKHLU�ULJKWV�DQG�DVVLVWLQJ�WKHP�ZLWK�VHWWOHPHQW�DJUHHPHQWV��

:H�XVHG�GLYHUVH�PHWKRGV�WR�DQVZHU�RXU�UHVHDUFK�TXHVWLRQ��)LUVW��ZH�JDLQHG�DFFHVV�WR�

XQLRQV�DQG�WKHLU�:KDWV$SS�JURXSV�SULPDULO\�WKURXJK�WKH�XQLRQ¶V�ZHEVLWH��7KHVH�ZHEVLWHV�

SURYLGHG�YDOXDEOH�LQIRUPDWLRQ�DERXW�WKH�XQLRQV
�DFWLYLWLHV�DQG�OLQNV�WR�WKH�:KDWV$SS�JURXSV��

7KHVH�:KDWV$SS�JURXSV�DUH�FHQWUDO�WR�KRZ�ULGHUV�RUJDQL]H�WKHPVHOYHV��:H�JDLQHG�DFFHVV�WR�

RQOLQH�)19�PHHWLQJV��SDUWLFXODUO\�WKRVH�RI�5LGHUV�8QLWHG��7KHVH�PHHWLQJV�VHUYH�DV�GLVFXVVLRQ�

IRUXPV�IRU�ULGHUV��DOORZLQJ�XV�WR�REVHUYH�WKH�PDLQ�IRFXVHV�RI�WKHLU�FRQYHUVDWLRQV�DQG�KRZ�

FROOHFWLYH�DFWLRQV�DUH�RUJDQL]HG��7KHQ��WR�FRQGXFW�LQWHUYLHZV��ZH�DSSURDFKHG�ULGHUV�LQ�WKHLU�

ZRUNSODFH²WKH�VWUHHWV�RI�$PVWHUGDP��:H�ZHQW�WR�EXV\�DUHDV�ZLWK�UHVWDXUDQWV��KRSLQJ�WR�

HQFRXQWHU�ULGHUV��:KLOH�ZH�GLG�PHHW�D�IHZ��ZH�IDFHG�FKDOOHQJHV�LQ�FRQGXFWLQJ�LQWHUYLHZV��,W
V�

LPSRUWDQW�WR�QRWH�WKDW�ULGHUV�DUH�RIWHQ�PRQLWRUHG�GXULQJ�WKHLU�VKLIWV�DQG�PD\�QRW�KDYH�WLPH�WR�

HQJDJH�LQ�FRQYHUVDWLRQV��$OWKRXJK�LW�ZDV�VRPHZKDW�FKDOOHQJLQJ�WR�ILQG�SHRSOH�WR�LQWHUYLHZ��

WKURXJK�WKH�)19�DQG�IULHQGV��ZH�IRXQG�WHQ�ULGHUV�DQG�XQLRQ�RUJDQL]HUV�ZKR�ZHUH�ZLOOLQJ�WR�

EH�LQWHUYLHZHG��7KHVH�LQWHUYLHZV�ZHUH�WKH�PRVW�LQIRUPDWLYH�SDUW�RI�RXU�UHVHDUFK��:H�

FRQGXFWHG�WHQ�VHPL�VWUXFWXUHG�LQWHUYLHZV��DOORZLQJ�XV�WR�GLVFXVV�SUHGHILQHG�WRSLFV�ZKLOH�

NHHSLQJ�WKH�FRQYHUVDWLRQ�FDVXDO�DQG�IOH[LEOH��7KLV�DSSURDFK�HQDEOHG�LQWHUYLHZHHV�WR�VKDSH�

WKH�GLVFXVVLRQ�DQG�KLJKOLJKW�ZKDW�WKH\�GHHPHG�UHOHYDQW��)XUWKHUPRUH��UHIOHFWLRQV�RQ�WKH�



REVWDFOHV�ZH�IDFHG�ZHUH�D�NH\�DVSHFW�RI�RXU�UHVHDUFK��)RU�H[DPSOH��RXU�GLIILFXOW\�LQ�

LQWHUYLHZLQJ�ULGHUV�RQ�WKH�VWUHHWV�XQGHUVFRUHG�WKHLU�ODFN�RI�EUHDN�WLPH�DQG�WKH�DEVHQFH�RI�

GHVLJQDWHG�VSDFHV�IRU�WKHP��:H�HQULFKHG�RXU�DQDO\VLV�ZLWK�LQVLJKWV�JDLQHG�IURP�RXU�VWUXJJOHV�

E\�LQFOXGLQJ�QRWHV�IURP�RXU�WHDP�PHHWLQJV�LQ�RXU�UHVHDUFK�SRUWIROLR��)LQDOO\��ZH�DOVR�

FRQGXFWHG�D�VXUYH\��ZKLFK��DOWKRXJK�QRW�\LHOGLQJ�HQRXJK�UHVXOWV�IRU�EURDG�VWDWHPHQWV��

SURYLGHG�LQWHUHVWLQJ�TXDOLWDWLYH�GDWD�WKURXJK�RSHQ�HQGHG�TXHVWLRQV��7KHVH�UHVSRQVHV�RIWHQ�

KLJKOLJKWHG�LQVWDQFHV�ZKHUH�ULGHUV�IHOW�VXSSRUWHG�E\�WKHLU�FROOHDJXHV��%\�FRPELQLQJ�

SDUWLFLSDQW�REVHUYDWLRQV��LQWHUYLHZV��VXUYH\V��DQG�YLVXDO�GRFXPHQWDWLRQ��RXU�UHVHDUFK�DLPV�WR�

SURYLGH�D�YLHZ�RI�KRZ�IRRG�GHOLYHU\�ULGHUV�LQ�$PVWHUGDP�RUJDQL]H�DQG�VXSSRUW�HDFK�RWKHU�

ZLWKLQ�WKHLU�GLYHUVH�EDFNJURXQGV�

$IWHU�WKH�UHVHDUFK�SHULRG��ZH�SURFHVVHG�RXU�LQWHUYLHZV�DQG�JURXSHG�WKH�RYHUODSSLQJ�

WKHPHV��,Q�DGGLWLRQ�WR�RXU�REVHUYDWLRQV��ZH�ORRNHG�IRU�VLPLODULWLHV�LQ�RXU�LQWHUYLHZV�DQG�

VXUYH\�UHVSRQVHV��7KLV�UHVXOWHG�LQ�VHYHUDO�LPSRUWDQW�FRPPRQDOLWLHV��ZKLFK�ZH�GRFXPHQWHG�LQ�

RXU�ILQGLQJV��,Q�RXU�HVVD\V��ZH�ZLOO�ORRN�DW�WKH�PRVW�LPSRUWDQW�ILQGLQJV�DQG�H[SORUH�WKHP�

PRUH�LQ�GHSWK��$�UHFXUULQJ�WKHPH�LV�WKDW�WKH�LQIRUPDO�FRQQHFWLRQV�DQG�VRFLDO�QHWZRUN�RI�WKH�

ULGHUV�DUH�FUXFLDO�IRU�SDUWLFLSDWLRQ�LQ�FROOHFWLYH�DFWLRQ��0RVW�ULGHUV�MRLQHG�WKH�)19�ZLWK�D�

JURXS��7KH�SHRSOH�ZH�LQWHUYLHZHG�ZKR�SDUWLFLSDWHG�LQ�FROOHFWLYH�DFWLRQ�ZHUH�DOVR�LQIRUPHG�

WKURXJK�IULHQGV��$GGLWLRQDOO\��WKH�LQGLYLGXDO�EDFNJURXQG�RI�WKH�ULGHUV�LV�YHU\�LPSRUWDQW��)RU�

H[DPSOH��SHRSOH�ZLWK�D�PLJUDWLRQ�EDFNJURXQG�DUH�KHVLWDQW�WR�VSHDN�RXW�EHFDXVH�WKH\�DUH�PRUH�

GHSHQGHQW�RQ�WKHLU�MRE�DQG�UHVLGHQF\�VWDWXV��

2XU�FRPPRQ�WKHVLV�VWDWHPHQW�LV�WKDW�LQWHUDFWLRQ�LV�HVVHQWLDO�IRU�FROOHFWLYH�DFWLRQ�DQG�

WKDW�WKH�LPSHUVRQDO�QDWXUH�RI�WKH�MRE�DQG�VRPHWLPHV�SHUVRQDO�VLWXDWLRQV�DUH�REVWDFOHV�WR�VXFK�

DFWLRQ��&RPSDQLHV�H[SORLW�WKLV�LPSHUVRQDO�QDWXUH�WR�KLQGHU�FROOHFWLYH�DFWLRQ�IXUWKHU��,Q�RXU�

HVVD\V��ZH�DLP�WR�H[DPLQH�KRZ�LQWHUDFWLRQ�DPRQJ�ULGHUV�RFFXUV�DQG�KRZ�WKH\�RYHUFRPH�WKLV�

REVWDFOH��:H�DOVR�H[SORUH�WKH�YDULRXV�VWUDWHJLHV�FRPSDQLHV�XVH�WR�OHYHUDJH�WKH�LPSHUVRQDO�

QDWXUH�RI�WKH�ULGHU�SURIHVVLRQ�WR�GULYH�ULGHUV�DSDUW�DQG�PDNH�FROOHFWLYH�DFWLRQ�PRUH�

FKDOOHQJLQJ�

2XU�UHVHDUFK�KDV�VKRZQ�WKDW�PXOWLSOH�IDFWRUV�LQIOXHQFH�FROOHFWLYLVP�DQG�WKDW�

XOWLPDWHO\��FROOHFWLYH�DFWLRQV�FDQ�EH�WUDFHG�EDFN�WR�WKH�OHYHO�RI�WKH�LQGLYLGXDO��,QGHHG��

ZKHWKHU�LW�LV�WKURXJK�LQWHUSHUVRQDO�UHODWLRQVKLSV�RU�WKHLU�LQGLYLGXDO�VWUXJJOHV��ULGHUV�VXSSRUW�

HDFK�RWKHU�DQG�DFW�RQ�WKHLU�ZRUNLQJ�FRQGLWLRQV�EHIRUH�FROOHFWLYH�DFWLRQ�LV�RUJDQL]HG��)LUVWO\��

DV�WKH�(OLQH�$LPp�ZLOO�GHPRQVWUDWH��WKURXJK�WKH�FDVH�RI�XQGRFXPHQWHG�ZRUNHUV��WKH�VSHFLILF�

EDFNJURXQG�RI�ULGHUV�LQIOXHQFHV�WKH�ZD\�WKH\�YLHZ�WKHLU�ZRUN�DQG�WKXV�WKH�ZD\�WKH\�

SDUWLFLSDWH�LQ�FROOHFWLYH�DFWLRQ��,QGHHG��PLJUDWLRQDO�EDFNJURXQG�LQIOXHQFHV�HYHU\�VWHS�RI�WKH�



ZD\�OHDGLQJ�WR�FROOHFWLYH�DFWLRQ��,W�LQIOXHQFHV�WKH�ZD\�ZRUNHUV�YLHZ�WKHLU�ZRUNLQJ�FRQGLWLRQV��

WKH�H[WHQW�WR�ZKLFK�ULGHUV�FDQ�SDUWLFLSDWH�LQ�FROOHFWLYH�DFWLRQ�EXW�DOVR�WKH�ZD\�ULGHUV�YLHZ�

XQLRQV��7KXV��WKH�LQGLYLGXDO�OHYHO�KDV�FRQVHTXHQFHV�RQ�FROOHFWLYH�DFWLRQ��)XUWKHUPRUH��

LQWHUSHUVRQDO�UHODWLRQV�VKDSH�FROOHFWLYH�DFWLRQ��,QGHHG��VROLGDULW\�KDSSHQV�ILUVW�ZKHQ�ZRUNHUV�

VXSSRUW�HDFK�RWKHU��$V�*DLD�%DOGL¶V�HVVD\�ZLOO�VKRZ��LW�LV�DOVR�WKURXJK�VPDOO�DQG�RUGLQDU\�DFWV�

WKDW�ULGHUV�LPSURYH�WKHLU�ZRUNLQJ�FRQGLWLRQV�DQG�FRQVWLWXWH�WKHPVHOYHV�DV�D�JURXS��7KH�

LQIRUPDO�ERQGV�WKDW�UHVXOW�IURP�VROLGDULW\��ZKLFK�FDQ�EH�IRVWHUHG�LQ�³IUHH�VSDFHV´��FDQ�

WUDQVODWH�LQWR�FROOHFWLYH�DFWLRQ��,QGHHG��LQIRUPDO�QHWZRUNV�DUH�FHQWUDO�WR�WKH�ZD\�ULGHUV�

QDYLJDWH�WKHLU�FKDOOHQJLQJ�ZRUNLQJ�FRQGLWLRQV��7KHVH�QHWZRUNV�FXOWLYDWH�FROOHFWLYH�UHVLOLHQFH�

DPRQJ�ULGHUV�ZKLFK�HPSRZHUV�WKHP�WR�IDFH�WKH�XQSUHGLFWDELOLW\�RI�WKHLU�ZRUN�HQYLURQPHQW��

0DWKDQMD�9DQ�+RXZHOLQJHQ�ZLOO�ORRN�DW�WKH�UHVHDUFK�IURP�$QQD�7VLQJ�RQ�PXVKURRPV�ZKLFK�

WKULYH�LQ�IRUHVWV�DIIHFWHG�E\�KXPDQ�DFWLYLW\�DQG�HQYLURQPHQWDO�FKDQJHV��6KH�ZLOO�FRQQHFW�WKLV�

WR�KRZ�WKH�ULGHUV�QDYLJDWH�WKH�QHZ�JLJ�HFRQRP\�DQG�KRZ�WKH\�DGDSW��-XVW�OLNH�PXVKURRPV��

ULGHUV�IRVWHU�V\PELRWLF�DQG�FRRSHUDWLYH�UHODWLRQVKLSV�WKDW�SURPRWH�PXWXDO�DLG�DQG�VROLGDULW\��

7KURXJK�LQIRUPDO�UHODWLRQVKLSV��ULGHUV�VKDUH�NQRZOHGJH��FRSH�ZLWK�FKDOOHQJHV��DQG�

FROOHFWLYHO\�DFW�WR�LPSURYH�WKHLU�ZRUNLQJ�FRQGLWLRQV�DQG�ULJKWV�ZLWKLQ�WKHLU�LQGXVWU\��/DVWO\��

6DGX�6DNV�ZLOO�IRFXV�RQ�WKH�QHR�OLEHUDO�PDQDJHPHQW�DQG�WKH�ZD\�LW�RUJDQL]HV�ODERU�LQ�WKH�

FDVH�RI�WKH�SODWIRUP�LQGXVWU\��7KH\�DUH�FHQWUDO�WR�WKH�ULGHUV¶�ZRUNLQJ�FRQGLWLRQV�EXW�DOVR�WR�

WKHLU�DELOLW\�WR�RUJDQL]H�WKHPVHOYHV��,QGHHG��WKURXJK�WKH�K\EULG�IRUP�RI�PDQDJHPHQW�WKDW�LV�

SUHVHQW�LQ�WKHVH�SODWIRUPV��ZRUNHUV�DUH�VXEMHFWHG�WR�VXUYHLOODQFH��GLVFLSOLQH�DQG�UHZDUG��7KLV�

VRFLDO�FRQWURO�KDSSHQV�RQ�DQ�LQGLYLGXDO�OHYHO�DQG�VKDSHV�ZRUNHUV¶�EHKDYLRU���7KXV��ZH�KDYH�

QRWLFHG�WKDW�LQ�WKLV�LQGLYLGXDOL]HG�ZRUN�HQYLURQPHQW��WKH�LQGLYLGXDO�DQG�WKHLU�LQWHUDFWLRQV�DUH�

FHQWUDO�WR�FROOHFWLYH�RUJDQL]DWLRQ��,QGHHG��FRQWURO�DQG�FRXQWHU�VWUDWHJLHV�ERWK�VWDUW�RQ�WKH�

OHYHO�RI�WKH�LQGLYLGXDO�DQG�WKHLU�UHODWLRQVKLSV��ZKHWKHU�LW�LV�WKURXJK�WKHLU�EDFNJURXQG��WKH�

LQIRUPDO�DFWV�RI�VXSSRUW�WKH\�SHUIRUP��WKH�QHWZRUNV�WKDW�IRUP�DPRQJ�ULGHUV�DQG�HYHQ�WKH�

GLVFLSOLQH�ULGHUV�DUH�VXEMHFWHG�WR�



5LGLQJ�7RJHWKHU��7KH�,QWHUVHFWLRQ�RI�0LJUDWLRQ�DQG�&ROOHFWLYH�$FWLRQ�DPRQJ�GHOLYHU\�

ULGHUV��

(OLQH�$LPp�����������

1DPH�RI�JURXS��5HVHDUFK�5LGHUV
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7HDFKHU��5RDQQH�YDQ�9RRUVW

3DUWQHU�2UJDQL]DWLRQ��'H�%XUFKW��3URMHFW���
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�����ZRUGV�

�'HFODUDWLRQ��,�KDYH�UHDG�DQG�XQGHUVWRRG�WKH�8Y$�UXOHV�UHJDUGLQJ�IUDXG�DQG�SODJLDULVP�

>KWWS���VWXGHQW�XYD�QO�ELQDULHV�FRQWHQW�DVVHWV�VWXGHQWHQVLWHV�XYD�VWXGHQWHQVLWH�QO�D�]�UHJHOLQJH

QHQ��UHJXODWLRQV�IUDXG�DQG�SODJLDULVP�VFKHPH������SGI"�������������@��,�GHFODUH�WKDW�WKLV�

ZULWWHQ�SDSHU�LV�HQWLUHO\�P\�RZQ�ZRUN��WKDW�,�KDYH�FDUHIXOO\�DQG�FRUUHFWO\�LQGLFDWHG�DOO�WKH�

VRXUFHV�,�KDYH�XVHG��LQFOXGLQJ�&KDSW*37�RU�RWKHU�IRUPV�RI�$UWLILFLDO�,QWHOOLJHQFH��DQG�WKDW�,�

KDYH�TXRWHG�DFFRUGLQJ�WR�WKH�UXOHV��,�KDYH�QRW�SUHYLRXVO\�VXEPLWWHG�WKLV�SDSHU��LQ�WKLV�RU�DQ�

DPHQGHG�YHUVLRQ��IRU�DQRWKHU�VXEMHFW�RU�DV�SDUW�RI�DQRWKHU�SDSHU��



,QWURGXFWLRQ

:KHQ�P\�GLVFXVVLRQ�ZLWK�&KDUOHV��D�GHOLYHU\�ULGHU�DQG�XQLRQ�PHPEHU��ZDV�FRPLQJ�WR�DQ�HQG��

,�DVNHG�KLP�LI�KH�ZDQWHG�WR�DGG�DQ\WKLQJ��LI�WKHUH�ZDV�DQ\WKLQJ�WKDW�ZH�KDG�IRUJRWWHQ��+H�

PHQWLRQHG�WKH�LPSDFW�RI�PLJUDWLRQ�VWDWXV�RQ�ZRUNLQJ�FRQGLWLRQV��:KHQ�,�PHQWLRQHG�WKLV�VDPH�

WRSLF�LQ�DQRWKHU�LQWHUYLHZ��LW�EHFDPH�FOHDU�KRZ�LPSRUWDQW�WKLV�LV��,QGHHG��-DPHV�SRLQWHG�RXW�

WKDW�WKH�SURWHVW�FDUULHG�RXW�E\�WKH�)19��)UHQFK�DQG�%HOJLDQ�XQLRQV�LQ�$PVWHUGDP�ZDV�D�

VXFFHVV�EHFDXVH�VR�PDQ\�ULGHUV�FRXOG�DWWHQG�DQG�LQ�WKH�FDVH�RI�)UHQFK�XQLRQV�WKHVH�ULGHUV�

FRXOG�DWWHQG�EHFDXVH�WKHLU�PLJUDWLRQ�VWDWXVHV�KDG�FKDQJHG���$V�WKLV�SDSHU�ZLOO�VKRZ��WKLV�LV�

QRW�DQ�LVRODWHG�LQVWDQFH�LQ�ZKLFK�PLJUDWLRQ�SOD\V�D�UROH�LQ�WKH�RUJDQL]DWLRQ�RI�FROOHFWLYH�

DFWLRQ��,QGHHG��SODWIRUP�FRPSDQLHV�UHO\�KHDYLO\�RQ�PLJUDWLRQ��2UWK�������������WKXV�LW�

QHFHVVDULO\�LQIOXHQFHV�WKH�ZD\�ULGHUV�RUJDQL]H�WKHPVHOYHV�

:H�VHW�RXW�WR�GR�UHVHDUFK�DERXW�IRRG�GHOLYHU\�ULGHUV�LQ�$PVWHUGDP�DQG�RXU�TXHVWLRQ�ZDV�

ORRNLQJ�WKURXJK�DQ�LQWHUVHFWLRQDO�IUDPHZRUN�RI�ERWK�IRUPDO�DQG�LQIRUPDO�FROOHFWLYH�DFWLRQ��

KRZ�GR�GHOLYHU\�ULGHUV�LQ�WKH�1HWKHUODQGV�RUJDQL]H�WKHPVHOYHV�GHSHQGLQJ�RQ�WKHLU�GLYHUVH�

EDFNJURXQGV"�,�ZRXOG�DUJXH�WKDW�PLJUDWLRQ�VWDWXVHV�LV�D�NH\�HOHPHQW�LQ�XQGHUVWDQGLQJ�WKH�

ZD\�ULGHUV�RUJDQL]H�WKHPVHOYHV��,�ZLOO�WKHUHIRUH�DVN�WKH�TXHVWLRQ�RI���+RZ�GRHV�PLJUDWLRQ�DQG�

GRFXPHQWDWLRQ�LQIOXHQFH�ZRUN�DQG�FROOHFWLYH�DFWLRQ�LQ�WKH�FDVH�RI�GHOLYHU\�ULGHUV�"�

,�ZRXOG�DUJXH�WKDW�PLJUDWLRQ�VWDWXVHV�RI�ULGHUV�SOD\�D�SDUW�LQ�HYHU\�VWHS�OHDGLQJ�WR�FROOHFWLYH�

DFWLRQ�DQG�WKDW�LQ�RUGHU�WR�VXSSRUW�ULGHUV�DGHTXDWHO\�XQLRQV�VKRXOG�LQFOXGH�WKH�FRQFHUQV�RI�

PLJUDQW�ZRUNHUV��)LUVWO\��FROOHFWLYH�DFWLRQ�LV�D�FRQVHTXHQFH�RI�WKH�QHHG�WR�LPSURYH�RQH¶V�

ZRUNLQJ�FRQGLWLRQV��,�ZLOO�WKXV�ILUVWO\�UHIOHFW�RQ�WKH�LQIOXHQFH�RI�GRFXPHQWDWLRQ�RQ�WKH�ZRUN�

FRQGLWLRQV�DQG�WKH�ULGHUV¶�DSSURDFK�WR�ZRUN��)XUWKHUPRUH��LQ�RUGHU�WR�DFW�RQ�WKHVH�ZRUNLQJ�

FRQGLWLRQV�ZRUNHUV�PXVW�FRQVWLWXWH�D�JURXS�DQG�RUJDQL]H�WKHPVHOYHV��,�ZLOO�WKXV�H[SODLQ�KRZ�

PLJUDWLRQ�VKDSHV�FROOHFWLYH�DFWLRQ��/DVWO\��RXU�UHVHDUFK�ZDV�DLPHG�DW�SURYLGLQJ�OHDGV�IRU�

��-DPHV��3HUVRQDO�,QWHUYLHZ�����������



XQLRQV�DQG�RWKHU�VWUXFWXUHV�ZKR�ZDQW�WR�VXSSRUW�ULGHUV�LQ�WKHLU�HIIRUW��DQG�LQGHHG�XQLRQV�DUH�

WKH�PDLQ�ZD\�WKURXJK�ZKLFK�FROOHFWLYH�DFWLRQV�DUH�RUJDQL]HG��,�ZLOO�H[SODLQ�WKH�LQIOXHQFH�RI�

PLJUDWLRQ�VWDWXVHV�RQ�WKH�ULGHUV
�UHODWLRQV�WR�XQLRQV���7R�GR�VR�,�ZLOO�UHO\�RQ�RXU�UHVHDUFK�

FDUULHG�RXW�LQ�$PVWHUGDP�LQ�������WKLV�UHVHDUFK�FRQVLVWV�PRVWO\�RI�LQWHUYLHZV�ZLWK�ULGHUV��

)XUWKHUPRUH��,�ZLOO�XVH�OLWHUDWXUH�RQ�FROOHFWLYH�DFWLRQ��SODWIRUP�ZRUN�DQG�PLJUDQW�ZRUNHUV��

9LJQHWWH�

2Q�WKH���WK�RI�PD\�������P\�UHVHDUFK�JURXS�DQG�,�ZHQW�RXW�LQ�WKH�VWUHHWV�RI�

$PVWHUGDP�LQ�RUGHU�WR�FRQGXFW��RU�WR�VFKHGXOH��LQWHUYLHZV�ZLWK�GHOLYHU\�ULGHUV��:H�FDPH�

DFURVV�D�IHZ�LVRODWHG�ULGHUV�EXW�DOVR�JURXSV�RI�ULGHUV��:H�PHW�RQH�RI�WKHVH�JURXSV�RQ�

0XQWSOHLQ��:KHQ�ZH�DSSURDFKHG�WKHP��WKH\�ZHUH�VSHDNLQJ�DPRQJ�WKHPVHOYHV�LQ�D�ODQJXDJH�

WKDW�ZDV�QHLWKHU�'XWFK�QRU�(QJOLVK��:H�DSRORJL]HG�IRU�WKH�LQWUXVLRQ��LQWURGXFHG�RXUVHOYHV�DQG�

DVNHG�LI�WKH\�ZRXOG�EH�LQWHUHVWHG�LQ�SDUWLFLSDWLQJ�LQ�RXU�UHVHDUFK��

7KH\�ZHUH�FRQIXVHG�DW�ILUVW��PRVW�ULGHUV�ZH�DSSURDFKHG�ZHUH��EXW�ZKHQ�ZH�PHQWLRQHG�EHLQJ�

XQLYHUVLW\�VWXGHQWV�RQH�RI�WKH�SHRSOH�ZH�ZHUH�WDONLQJ�WR�SRLQWHG�WR�KLV�IULHQG�ZKR�ZDV�D�IHZ�

PHWHUV�DZD\��LQGLFDWLQJ�WKDW�ZH�VKRXOG�DVN�KLP��:H�WKXV�ZHQW�WR�VHH�KLP�EXW�KH�KDG�WR�OHDYH�

DV�KH�KDG�D�GHOLYHU\�WR�FDUU\�RXW��:H�OHIW�VKRUWO\�DIWHU�KLP��7KLV�HFKRHV�DQRWKHU�HQFRXQWHU�LQ�

ZKLFK�ZH�FDPH�DFURVV�JURXSV�RI�ULGHUV�ZKR�VHHPHG��EDVHG�RQO\�RQ�DSSHDUDQFHV��WR�EH�

VHSDUDWHG�QRW�RQO\�DFFRUGLQJ�WR�WKH�FRPSDQ\�WKH\�ZRUNHG�IRU�EXW�DOVR�DFFRUGLQJ�WR�WKH�

ODQJXDJH�WKH\�VSRNH��DQG�WKXV�PD\EH�DFFRUGLQJ�WR�WKHLU�HWKQLFLW\��

$W�WKLV�SRLQW�RI�WKH�UHVHDUFK��PLJUDWLRQ�ZDV�QRW�RXU�PDLQ�IRFXV��+RZHYHU�DIWHU�WDONLQJ�WR�

-DPHV�DQG�&KDUOHV��RXU�HQFRXQWHUV�ZLWK�WKHVH�JURXSV�FDPH�EDFN�WR�PLQG��,I�P\�LQWHUYLHZHHV�

PHQWLRQ�PLJUDWLRQ�VWDWXVHV�DQG�RQ�RXU�ILUVW�DWWHPSW�DW�FRQGXFWLQJ�LQWHUYLHZV�ZH�QRWLFHG�WKDW�

ULGHUV�ZHUH�IRUPLQJ�JURXSV�DFFRUGLQJ�WR�ODQJXDJH�DQG�HWKQLFLW\�WKHQ�VXUHO\�PLJUDWLRQ�LV�

FHQWUDO�WR�FROOHFWLYH�DFWLRQ�DPRQJ�ULGHUV�



0LJUDWLRQ�DQG�ZRUN

$FFRUGLQJ�WR�&KDUOHV��ZLWKRXW�WDFNOLQJ�WKH�LVVXH�RI�VWDWXVHV�RI�PLJUDQW�ZRUNHUV��³ZH�

ZLOO�QRW�EH�DEOH�WR�LPSURYH�WKH�FRQFUHWH�ZRUNLQJ�FRQGLWLRQV´���,W�DSSHDUV�LQGHHG�WKDW�WKH�

PLJUDWLRQDO�EDFNJURXQG�RI�GHOLYHU\�ULGHUV�VKDSHV�WKHLU�ZRUNLQJ�FRQGLWLRQV��,�ZLOO�ILUVWO\�

UHIOHFW�RQ�WKH�ZD\�VRPH�ULGHUV�YLHZ�WKLV�RFFXSDWLRQ�DQG�ZKDW�WKH�LPSOLFDWLRQV�RI�WKLV�

SRVLWLRQDOLW\�DUH��,�ZLOO�WKHQ�H[SODLQ�WKH�LQIOXHQFH�RI�SUHFDULW\�RQ�ZRUNLQJ�FRQGLWLRQV�DQG�,�

ZLOO�FRQFOXGH�E\�FRPLQJ�EDFN�WR�WKH�ZD\�FKDOOHQJHV�IDFHG�E\�DOO�ULGHUV�FDQ�EH�HPSKDVL]HG�LQ�

WKH�FDVH�RI�PLJUDQW�ZRUNHUV��

7KH�LPSRUWDQW�SUHVHQFH�RI�PLJUDQW�ZRUNHUV�LQ�SODWIRUP�PHGLDWHG�MREV�FDQ�EH�

H[SODLQHG�E\�VHYHUDO�IDFWRUV��RQH�RI�WKHP�LV�WKH�DFFHVVLELOLW\�RI�WKH�UHFUXLWPHQW��$FFRUGLQJ�WR�

7RP��WKLV�SRVLWLRQ�LV�HDV\�WR�DFTXLUH�IRU�VRPHRQH�ZKR�GRHV�QRW�VSHDN�WKH�ORFDO�ODQJXDJH���IRU�

VRPHRQH�ZKR�MXVW�DUULYHG�KHUH�IRU�LQVWDQFH���,QGHHG��WKH�IDFW�WKDW�WHFKQRORJ\�DQG�DOJRULWKPV�

DUH�PDQDJLQJ�WKH�DSS�KHOSV�UHGXFH�FRQWDFWV�ZLWK�KXPDQ�UHVRXUFHV��7KLV�PHDQV�UHGXFLQJ�WKH�

LQVWDQFHV�LQ�ZKLFK�RQH�KDV�WR�VSHDN�LQ�D�ODQJXDJH�RQH�GRHV�QRW�VSHDN�DQG�WR�D�SHUVRQ�ZKR�

PLJKW�EH�ELDVHG�E\�UDFLVW�SUHMXGLFHV��2UWK�������������$V�D�FRQVHTXHQFH��SODWIRUP�ZRUN�RIWHQ�

DWWUDFWV�ZRUNHUV�ZKR�GR�QRW�KDYH�DFFHVV�WR�EHWWHU�SD\LQJ�MREV��LQ�RWKHU�ZRUGV�SODWIRUP�ZRUN�

LV�RIWHQ�DQ�DOWHUQDWLYH�WR�RWKHU�SUHFDULRXV�RU�ORZ�ZDJH�MREV��

7KH�IDFW�WKDW�SODWIRUP�ZRUN�DWWUDFWV�ZRUNHUV�ZLWK�D�VSHFLILF�PLJUDWLRQDO�EDFNJURXQG�KDV�

FRQVHTXHQFHV�RQ�FROOHFWLYH�DFWLRQ��,QGHHG��LQ�RUGHU�WR�RUJDQL]H�FROOHFWLYH�DFWLRQV��LW�LV�

QHFHVVDU\�IRU�D�JURXS�WR�KDYH�D�FRPPRQ�IUDPH�RI�UHIHUHQFH��5HIVOXQG���������������

6XFFHVVIXO�FROOHFWLYH�DFWLRQ�HQWDLOV�FOHDU�GHPDQGV�WR�VXEPLW�WR�DXWKRULWLHV��LQ�WKH�FDVH�RI�

GHOLYHU\�ULGHUV�WKH�GHPDQGV�WR�DGGUHVV�WR�WKH�SODWIRUPV��DQG�WKXV�D�FRPPRQ�YLHZ�RQ�ZRUNLQJ�

FRQGLWLRQV��+RZHYHU��LI��ZH�FRPSDUH�SODWIRUP�ZRUN�WR�RWKHU�LQIRUPDO�DQG�PLJUDQWLVHG�ODERU��

WKH�ZRUNLQJ�FRQGLWLRQV�DQG�WKH�SUHFDULW\�RI�WKLV�RFFXSDWLRQ�DUH�QRW�RXW�RI�WKH�RUGLQDU\���2UWK�

��7RP��3HUVRQDO�,QWHUYLHZ�E\�*DLD�%DOGL������������
��&KDUOHV��3HUVRQDO�,QWHUYLHZ�����������



�����������,QGHHG��DFFRUGLQJ�WR�-XOLD��³1RW�DOO�ULGHUV�NQRZ�WKDW�WKH�ZRUNLQJ�FRQGLWLRQV�DUH�

EDG�RU�ZDQW�WR�VSHDN�XS�DERXW�LW�³���7KH�IDFW�WKDW�VRPH�RI�WKH�ULGHUV�ZRUNLQJ�IRU�SODWIRUPV�

RQO\�KDYH�DFFHVV�WR�MREV�ZLWK�EDG�ZRUNLQJ�FRQGLWLRQV�LV�DQ�REVWDFOH�WR�WKHP�SDUWLFLSDWLQJ�LQ�

DFWLRQV�DLPHG�DW�EHWWHULQJ�WKH�ZRUNLQJ�FRQGLWLRQV��

)XUWKHUPRUH��EHLQJ�XQGRFXPHQWHG�DQG�EHLQJ�D�GHOLYHU\�ULGHU�DUH�ERWK�SUHFDULRXV�

VWDWXVHV��DQG�WKH\�RIWHQ�UHLQIRUFH�HDFK�RWKHU��,QGHHG��XQGRFXPHQWHG�ZRUNHUV�IDFH�FKDOOHQJHV�

WKDW�RWKHU�ULGHUV�ZRQ¶W��)RU�LQVWDQFH��RQH�RI�WKH�FROOHFWLYH�DFWLRQV�LQ�ZKLFK�-DPHV�SDUWLFLSDWHG�

OHG�WR�D�FKDQJH�LQ�WKH�ODZ�LQ������SURKLELWLQJ�SODWIRUPV�IURP�HQGLQJ�FRQWUDFWV�EHFDXVH�RI�WKH�

DEVHQFH�RI�GRFXPHQWDWLRQ�RI�GHOLYHU\�ULGHUV���%HIRUH�WKLV�ODZ��LI�WKH�SODWIRUP�IRXQG�RXW�DERXW�

RQH¶V�PLJUDWLRQ�VWDWXV��WKDW�SHUVRQ�FRXOG�ORVH�WKHLU�DFFRXQW�WKXV�PDNLQJ�WKH�VLWXDWLRQ�RI�

PLJUDQW�ZRUNHUV�H[WUHPHO\�SUHFDULRXV��)XUWKHUPRUH��DV�H[SODLQHG�LQ�WKH�SUHYLRXV�SDUW��

SODWIRUP�ZRUN�DWWUDFWV�SHRSOH�ZKR�DUH�H[FOXGHG�IURP�WKH�ODERU�PDUNHW��'XULQJ�WKHLU�WLPH�LQ�

WKH�SODWIRUP�LQGXVWU\��ZRUNHUV�UHFHLYH�OLPLWHG�WUDLQLQJ�DQG�OLPLWHG�FRQWDFW�ZLWK�FXVWRPHUV�

DQG�FRZRUNHUV�ZKLFK�OHDYHV�ZRUNHUV�ZLWK�D�JUHDW�GLVDGYDQWDJH�ZKHQ�UHHQWHULQJ�WKH�ODERU�

PDUNHW��5LRUGLDQ�������������$IWHU�ZRUNLQJ�IRU�D�SODWIRUP��ZRUNHUV�ULVN�ORQJ�WHUP�

XQHPSOR\PHQW�EHFDXVH�RI�WKH�ODFN�RI�WUDLQLQJ�DQG�H[SHULHQFH�LQ�RWKHU�SRVLWLRQV�EXW�,�ZRXOG�

DOVR�DUJXH�WKDW�WKHLU�LVRODWLRQ�FUHDWHV�D�GLVDGYDQWDJH�ZLWK�ZRUNHUV�ZKR�FRXOG�IRUP�D�QHWZRUN�

LQ�RWKHU�RFFXSDWLRQV�EXW�DOVR�ZLWK�ZRUNHUV�ZKR�FRXOG�SUDFWLFH�WKH�ODQJXDJH�WKURXJK�WKHLU�

LQWHUDFWLRQV�ZLWK�FROOHDJXHV�DQG�FXVWRPHUV��7KH�SUHFDULW\�RI�SODWIRUP�ZRUN�FDQ�DOVR�EH�

H[SODLQHG�E\�WKH�IDFW�WKDW�LWV�DOJRULWKP�EDVHG�PDQDJHPHQW�LV�VHHQ�DV�DQ�RSSRUWXQLW\�IRU�WKRVH�

ZKR�KDYH�OLPLWHG�ZRUN�ULJKWV�WR�KDYH�DFFHVV�WR�ZRUN�DQG�LQFRPH��,QGHHG��VRPH�

XQGRFXPHQWHG�ZRUNHUV�LOOHJDOO\�UHQW�DFFRXQWV�RQ�WKH�SODWIRUPV��7KLV�SUDFWLFH�LV�YHU\�

SUHFDULRXV�DV�WKH�ZRUNHUV�ULVN�ORVLQJ�WKHLU�DFFRXQW�LI�WKH\�DUH�IRXQG��

��-DPHV��3HUVRQDO�,QWHUYLHZ������������

�-XOLD��3HUVRQDO�,QWHUYLHZ�ZLWK�0DWKDQMD�YDQ�+RXZHOLQJHQ�������������



/DVWO\��RXU�UHVHDUFK�KDV�VKRZQ�WKDW�EHLQJ�D�GHOLYHU\�ULGHU�LV�D�YHU\�LVRODWHG�W\SH�RI�

ZRUN��,QGHHG��LQ�RSSRVLWLRQ�WR�RWKHU�RFFXSDWLRQV��ZRUNHUV�GR�QRW�KDYH�FROOHDJXHV�WKDW�WKH\�

LQWHUDFW�ZLWK�GXULQJ�WKHLU�VKLIW��DV�WKH\�VSHQG�PRVW�RI�WKH�VKLIW�GHOLYHULQJ�RUGHUV��DQG�WKH\�GR�

QRW�KDYH�D�VSDFH�LQ�ZKLFK�WKH\�FRXOG�LQWHUDFW��VXFK�DV�EUHDN�URRPV�IRU�H[DPSOH���7KLV�

LVRODWLRQ�PLJKW�EH�HPSKDVL]HG�IRU�PLJUDQW�ZRUNHUV�ZKR�PLJKW�QRW�KDYH�DQ�H[LVWLQJ�QHWZRUN�

LQ�$PVWHUGDP�DQG�ZKR�KDYH�D�GLIIHUHQW�EDFNJURXQG�IURP�RWKHU�ZRUNHUV��7KLV�HOHPHQW�

WRJHWKHU�ZLWK�RWKHU�FKDUDFWHULVWLFV�LQKHUHQW�WR�WKH�MRE�EXW�DOVR�WR�PLJUDWLRQ�PLJKW�FRPH�LQ�WKH�

ZD\�RI�JURXS�IRUPDWLRQ�

0LJUDWLRQ�DQG�FROOHFWLYH�DFWLRQ��

$V�PHQWLRQHG��WKH�UHDOLWLHV�RI�PLJUDQW�ZRUNHUV�DUH�GLIIHUHQW�IURP�WKRVH�RI�RWKHU�

ZRUNHUV�RI�WKH�SODWIRUP�LQGXVWU\��)RU�H[DPSOH�WKH\�PLJKW�YLHZ�WKHLU�ZRUNLQJ�FRQGLWLRQV�

GLIIHUHQWO\�EHFDXVH�WKH\�DUH�FRPSDULQJ�LW�WR�RWKHU�SURIHVVLRQV�DYDLODEOH�WR�WKHP��7KH�

FKDOOHQJHV�WKH\�IDFH�DOVR�GLIIHU�IURP�WKH�FKDOOHQJHV�IDFHG�E\�'XWFK�ULGHUV��,�ZLOO�QRZ�H[SODLQ�

KRZ�PLJUDWLRQ�VWDWXVHV�LQIOXHQFH�JURXS�IRUPDWLRQ�DQG�FRQVHTXHQWO\�LQIOXHQFH�FROOHFWLYH�

DFWLRQ�

,Q�RUGHU�WR�RUJDQL]H�FROOHFWLYH�DFWLRQ��D�IHZ�FULWHULD�PXVW�EH�IXOILOOHG��)LUVWO\�WKH�

FORVHQHVV�DQG�FRKHVLRQ�DPRQJ�ZRUNHUV�LV�FHQWUDO��,QGHHG��WKH�ZD\�ZRUNHUV�LQWHUDFW�DQG�WKH�

SHUVRQDO�UHODWLRQV�WKDW�DUH�FUHDWHG�WKURXJK�WKHVH�LQWHUDFWLRQV�VKDSH�FROOHFWLYH�DFWLRQ��5HIVOXQG�

��������������,Q�RXU�UHVHDUFK��ZH�ZLWQHVVHG�D�ODQJXDJH�EDUULHU�EHWZHHQ�ZRUNHUV�FRPLQJ�LQ�

WKH�ZD\�RI�HIIHFWLYH�FRPPXQLFDWLRQ��)RU�LQVWDQFH�DV�VKRZQ�LQ�WKH�YLJQHWWH��JURXSV�RI�ULGHUV�

RIWHQ�IRUP�DORQJ�HWKQLF�DQG�ODQJXDJH�GLVWLQFWLRQV��7KH�ZKDWVDSS�JURXSV�FDQ�EH�D�VROXWLRQ�WR�

WKLV�SUREOHP��,QGHHG��DV�PHQWLRQHG�E\�-DPHV��:KDWVDSS�HQDEOHV�SHRSOH�WR�UHFRUG�WKHPVHOYHV�

LQVWHDG�RI�ZULWLQJ��ZKLFK�FDQ�EH�XVHIXO�LQ�FDVHV�ZKHUH�ULGHUV�DUH�QRW�FRPIRUWDEOH�ZULWLQJ�LQ�



'XWFK��(QJOLVK��RU�LQ�)UHQFK�LQ�WKH�FDVH�RI�-DPHV���)XUWKHUPRUH��ZKDWVDSS�HQDEOHV�XVHUV�WR�

UHDFW�WR�PHVVDJHV�ZLWKRXW�WH[W��XVLQJ�RQO\�HPRMLV��WKXV�IXUWKHU�EULGJLQJ�WKH�JDS�EHWZHHQ�

'XWFK�DQG�(QJOLVK�VSHDNHUV�DQG�SHRSOH�ZKR�PLJKW�QRW�EH�FRPIRUWDEOH�VSHDNLQJ�LQ�WKHVH�

ODQJXDJHV��6HFRQGO\��WKH�XQLW\�LQ�WKH�JURXS�LV�HVVHQWLDO�WR�FROOHFWLYH�DFWLRQ��,QGHHG��WKH�

FRPSHWLWLYHQHVV�RI�WKH�ZRUN�HQYLURQPHQW�LQIOXHQFHV�WKH�FRKHVLRQ�LQ�WKH�JURXS�ZKLFK�LQ�WXUQ�

ZLOO�LQIOXHQFH�FROOHFWLYH�DFWLRQ��5HIVOXQG��������������,Q�WKH�FDVH�RI�GHOLYHU\�ULGHUV��

FRPSHWLWLRQ�LV�LQKHUHQW�WR�WKH�EXVLQHVV�PRGHO��,QGHHG��WKH�SODWIRUPV�KDYH�WR�GHOLYHU�IRRG�RQ�

GHPDQG�DQG�VWLOO�UHVSHFW�VDIHW\�UHTXLUHPHQWV�DQG�TXDOLW\�FRQWURO��7R�GR�VR��WKH\�QHHG�ZRUNHUV�

WR�EH�DYDLODEOH�DW�WKH�WLPH�RI�WKH�RUGHU��ZKLFK�HQWDLOV�KDYLQJ�PRUH�ZRUNHUV�WKDQ�ZKDW�LV�

QHFHVVDU\�LQ�RUGHU�WR�FDUU\�RXW�WKH�OLPLWHG�DPRXQW�RI�GHOLYHULHV��5LRUGDQ�������7KHUHIRUH��

WKHUH�DUH�PRUH�ULGHUV�WKDQ�GHOLYHULHV�DYDLODEOH�WR�WKHP��ZKLFK�LQFUHDVHV�WKH�FRPSHWLWLRQ�

DPRQJ�ULGHUV��&RPSHWLWLRQ�FDQ�EH�DQ�REVWDFOH�WR�JURXS�XQLW\�DQG�WR�FROOHFWLYH�DFWLRQ��

'HVSLWH�WKH�REVWDFOHV�WR�JURXS�IRUPDWLRQ��WKHUH�DUH�REVWDFOHV�WR�FROOHFWLYH�DFWLRQ�

VSHFLILF�WR�ZRUNHUV�ZLWKRXW�GRFXPHQWDWLRQ��,QGHHG��RQH�RI�WKH�FULWHULD�IRU�VXFFHVVIXO�

FROOHFWLYH�DFWLRQ�LV�WKH�ZLOOLQJQHVV�RI�WKH�ZRUNHUV�WR�GLVDJUHH�ZLWK�WKHLU�HPSOR\HUV��QDPHO\�

WKH�LPSRUWDQFH�RI�WKH�FRQVHTXHQFHV�WKDW�FROOHFWLYH�DFWLRQ�FRXOG�OHDG�WR��5HIVOXQG�������

�������'XULQJ�RXU�UHVHDUFK�ZH�MRLQHG�DQ�)19�PHHWLQJ�LQ�ZKLFK�WKH�RUJDQL]HUV�RIIHUHG�WKH�

ULGHUV�WR�PDNH�D�VWDWHPHQW�LQ�GH�UDDGVFRPPLVVLH���EXW�PRVW�ULGHUV�UHIXVHG�EHFDXVH�RI�WKH�ULVN�

WKDW�LW�UHSUHVHQWHG��6LPLODUO\��WKH�QHFHVVLW\�DQG�SUHFDULW\�WKDW�OHG�PLJUDQW�ZRUNHUV�WR�EHFRPH�

ULGHUV�FDQ�DW�WLPHV�PDNH�WKHP�PRUH�H[SRVHG�WR�YLFWLPL]DWLRQ�IRU�WKHLU�LQYROYHPHQW�LQ�

FROOHFWLYH�DFWLRQ��$OEHUWL��������������

7KH�SODWIRUPV�DUH�DZDUH�RI�WKH�LQIOXHQFH�RI�SRVVLEOH�FRQVHTXHQFHV�RQ�FROOHFWLYH�

DFWLRQ�DQG�KDYH�XVHG�LW�WR�WKHLU�DGYDQWDJH��,QGHHG��DV�UHSRUWHG�E\�-XOLD��PDQ\�FRPSDQLHV�XVH�

1'$�WKXV�OLPLWLQJ�ZKDW�HPSOR\HHV�PLJKW�EH�DEOH�WR�VKDUH���IXUWKHUPRUH�ZKHQ�LQGLYLGXDOV�

��-XOLD��3HUVRQDO�,QWHUYLHZ�ZLWK�0DWKDQMD�YDQ�+RXZHOLQJHQ�������������
��-DPHV��3HUVRQDO�,QWHUYLHZ������������



UHFHLYHG�FODLPV��WKH\�ZHUH�QRW�DOORZHG�WR�SXEOLFO\�GLVFORVH�WKH�DPRXQWV�WKH\�UHFHLYHG��WKXV�

OLPLWLQJ�WKH�LQIRUPDWLRQ�DYDLODEOH�WR�ZRUNHUV��

$QRWKHU�HOHPHQW�FRPLQJ�LQ�WKH�ZD\�RI�ULGHUV�SDUWLFLSDWLQJ�LQ�FROOHFWLYH�DFWLRQ�LV�WKHLU�UDSSRUW�

ZLWK�ODZ�HQIRUFHPHQW��,QGHHG��SHRSOH�ZLWKRXW�GRFXPHQWDWLRQ�IDFH�GLVFULPLQDWLRQ�ZLWK�ODZ�

HQIRUFHPHQW�DQG�KDYH�PRUH�WR�ORVH�LI�WKH\�DUH�SURVHFXWHG��)RU�H[DPSOH�-DPHV�PHQWLRQHG�WKH�

WKUHDW�RI�247)��REOLJDWLRQ�WR�OHDYH�WKH�)UHQFK�WHUULWRU\��EHLQJ�DQ�REVWDFOH�IRU�ULGHUV�ZKR�

PLJKW�KDYH�SDUWLFLSDWHG�LQ�VWULNHV�DQG�SURWHVWV�RWKHUZLVH��

0LJUDWLRQ�DQG�XQLRQV�

� :H�KDYH�WKXV�HVWDEOLVKHG�WKDW�WKH�ZRUNLQJ�FRQGLWLRQV�DQG�WKH�DELOLW\�WR�SDUWLFLSDWH�LQ�

FROOHFWLYH�DFWLRQ�DUH�ERWK�FRQGLWLRQHG�E\�WKH�PLJUDWLRQ�VWDWXVHV�RI�ZRUNHUV��,W�LV�RIWHQ�WKURXJK�

XQLRQV�WKDW�ZRUNHUV�FDQ�DFW�RQ�WKHLU�ZRUNLQJ�FRQGLWLRQV�DQG�WKDW�FROOHFWLYH�DFWLRQ�LV�

RUJDQL]HG��,�ZLOO�QRZ�UHIOHFW�RQ�WKH�VSHFLILF�ZD\V�LQ�ZKLFK�XQGRFXPHQWHG�ZRUNHUV�DQG�

XQLRQV�FROODERUDWH��7R�GR�VR��,�ZLOO�ILUVWO\�FRPH�EDFN�RQ�WKH�LQGLYLGXDOLVWLF�QDWXUH�RI�SODWIRUP�

ZRUN�DQG�LWV�FRQVHTXHQFH�RQ�XQLRQV��,�ZLOO�WKHQ�UHIOHFW�RQ�WKH�ZD\V�LQ�ZKLFK�WKHVH�

VSHFLILFLWLHV�FDQ�EH��DQG�KDYH�EHHQ��XVHG�WR�DWWUDFW�PRUH�SHRSOH�WR�MRLQ�WKH�XQLRQV��

8QLRQV�RIWHQ�KDYH�DQ�HFRQRPLVW�SRVLWLRQ��QDPHO\�WKH\�HPSKDVL]H�FODVV�GLVWLQFWLRQV�
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Introduction: Vignette, Thesis Statement and Methodological Considerations 

 

While conducting interviews for my group’s research project on riders’ collective action in the 

Netherlands, I always asked my interlocutors whether they interacted with their colleagues. I sought 

to understand to what extent they felt connected to fellow riders, what interaction between them 

could look like. Each time, they all said nonchalantly, without any enthusiasm, that they had some 

interaction. They talked about it as something that happened occasionally, that was somewhat 

pleasant, but not a significant feature of the job. Conversely, each time, they clearly stated they felt 

“alienated”, disconnected from others, particularly Tom1 and Jarek. Recognizing that contrasting 

the positivity of occasional interaction to a deep-rooted sense of disconnectedness was typical in my 

interlocutors’ accounts, I expected my teammates’ interviewees would report similar feelings and 

observations. However, conversing with Mathanja about interviews, she told me that her 

interviewees, who, unlike mine, participated in collective action, emphasized connection they had 

with others when working as riders, or that riders often join unions in groups of acquaintances2. 

Noticing this pattern made me reflect on how social interaction may be related to solidarity, which I 

knew from previous studies to be an essential part of social movements, and made me want to 

investigate the nature of these relations. 

In this essay, I will look at the dynamics of riders’ collective action, in particular in the 

Netherlands, to maintain that examples of connection and interaction between riders can be 

identified as an essential basis for worker solidarity, and therefore action. I argue that even “small” 

acts of support that take place outside of institutions (such as unions) are important in regard to 

collective action.  

To develop my argument, I will use a theoretical framework that considers theory on 

movements and worker solidarity (e.g. Hodson et al. 1993), as well as academic material from the 

social sciences that is focused on riders, their organizations and interactions (e.g. Tassinari and 

Maccarone 2020). As a lot of my group’s research took place in online settings, I also take into 

account Karen O’Reilly’s “Ethnographic methods” (2012). An important thing to consider is that 

my argument will be influenced and limited by the context of my research. For starters, online 

research took place mainly on the official websites of Dutch rider organizations (FNV’s Riders 

United section and Radical Riders), and on the WhatsApp Group of Riders United. In person, it 

took place on the streets of Amsterdam Centrum. Indeed, O’Reilly points out that “the best solution 

to increase reliability of findings consists in multiple forms of observation and interaction, both 

 
1 I use the pseudonyms used in the research portfolio, to maintain both anonymity and consistency. 
2 Julia, personal interview with Mathanja van Houwelingen, May 21, 2024.  
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offline and online” (O’Reilly 2012, 62). Additionally, while we had contacts with people from other 

European countries, our research remains primarily contextualized in the Netherlands. The research 

population is also limited; I will use mostly information from interviews from trade unionists, riders 

and former riders. Their backgrounds, however, do not comprise an all-encompassing variety of 

personal situations. Taking all this into account, my essay refers to this specific setting and 

population, mediated by my own positionality, as “social researchers are part of the world they 

study” (O’Reilly 2012, 222), not something detached.  

In my essay, I will first take notice of the formation of solidarity despite obstacles, and what 

some of these are. Then, I will further focus on worker solidarity and how it manifests even in 

budding ways, while still being fundamental to action, and how it often first leads to non-

institutional, spontaneous networks. Finally, I am going to delve deeper into the importance of 

interaction in itself, and of the spaces (whether digital or physical) in which it is allowed to happen. 

 

Solidarity and its Existence Besides Obstacles 

 

Riders, workers who deliver meals, face numerous challenges, including from a legal and economic 

point of view, in the Netherlands as well3. This has generated an interest in whether and how riders 

organize collectively to improve their working conditions, and how they do so. Despite difficulties, 

collective action, defined as the phenomenon in which “a number of people work together to 

achieve some common objective” (Dowding 2013), takes place. Collective action is usually 

undertaken by movements which, as Sidney Tarrow maintains, have solidarity as one of their main 

“empirical properties” (Tarrow 1998, 4). Solidarity is essential for making change, hence the fact 

that it is one of the main elements someone who needs to build a movement will tap into (Tarrow 

1998, 6). In the case at hand, I want to focus on solidarity as it is expressed between the workers, 

operationalised as reciprocal support, aid and recognition among riders. There are many obstacles to 

it, and to the possibility to act upon it, for instance a “culture of fear”4. As the extent of solidarity 

within a group of workers depends on the dynamics of their labour (Hodson et al. 1993, 400), it 

could be expected that it is always scarce. However, despite challenges, delivery services have been 

the site of “labour unrest”, suggesting that scholars should question assumptions about “the 

potential for the emergence of solidarity and, possibly, of collective action in this new frontier of 

precarious work” (Tassinari and Maccarone 2020, 36). Before exploring how I observed emerging 

solidarity in the field, I am now going to focus on two of the reasons it is hindered.  

 
3 According to the FNV Riders United webpage, accessed April 23, 2024. 
https://www.fnv.nl/acties/riders-united#/ 
4 Alex, personal interview with Mathanja van Houwelingen, May 30, 2024. 

https://www.fnv.nl/acties/riders-united#/
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First of all, many riders do not necessarily feel involved in their occupation enough to feel a 

sense of solidarity, especially if they work part-time5. In fact, attachment to an occupation and job 

security is positively correlated to worker solidarity and mutual defense (Hodson et al. 1993, 412). 

This is confirmed by sociologists Tassinari and Maccarone, who point out that different levels of 

dependence on the job hinder the consolidation of a shared identity, and there seems to be a division 

between couriers who rely on the job as primary income and others who may not be as concerned 

(2020, 38; ibid., 47). My interviewee Tom, who was a rider for one year, expressed such a 

sentiment, declaring: “it didn’t feel like my full-time job…I already saw kind of the job for what it 

was…that you get kind of taken advantage of”6.  

Secondly, the impersonal nature of food delivery services can be alienating, thus posing a 

major obstacle to solidarity. Tom stated that he disliked “the impersonal way that this job is 

constructed. Because you are kind of on your own there on the road…it's nice to also have 

communication with others, and that was not the case at all”7. He felt isolated, and mentioned the 

“alienation” of the workers8. Another of the former riders I interviewed, Daan, also did not express 

a feeling of commonality with colleagues, and stated that he never even really greeted anyone9. 

Jarek also expressed that he felt “lonely”10. In contrast to this unpleasantness of “non-interaction”, 

any opportunity for communication and interaction in the job was described by my interviewees as 

positive. The survey corroborated this finding, as some respondents pointed out that disliked it 

when there was no contact, and liked when there was11. According to a study on ethnographies of 

worker solidarity, it also “mitigates feelings of alienation that arise from meaningless work” 

(Hodson et al. 1993, 398), hence a reason why it is positively regarded even when it is experienced 

rarely, and in minor ways. 

In the end, as I wrote earlier, despite a labour process marked by individualisation, 

solidaristic ties have consolidated among some workers (Tassinari and Maccarone 2020, 44). A 

section of them self-organize and make their voice heard, despite “adversarial conditions”, 

including the ones mentioned above (Kougiannou and Mendonça 2021, 748). This was noticed to 

an extent by some research participants, like Tom, who said: “I knew like maybe at the end that 

there were some like community stuff or I saw some stickers around the city about that”, even 

though he never participated12. Alex, who did participate, talked about wanting to “get a group of 

 
5 Note based on my interviews, from Research Portfolio, 6th June 2024. 
6 Tom, personal interview, May 21, 2024.  
7 Tom, personal interview, May 21, 2024. 
8 Tom, personal interview, May 21, 2024. 
9 Daan, personal interview, May 28, 2024. 
10 Jarek, personal interview, May 30, 2024.  
11 Note based on survey, from Research Portfolio, 6th June 2024. 
12 Tom, personal interview, May 21, 2024. 
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riders who are in solidarity with each other”13. Observing how this happens offers an opportunity 

“to interrogate theoretically and empirically the processes that underpin the emergence of solidarity 

and the mechanisms that connect it to “different forms of collective action” (Tassinari and 

Maccarone 2020, 38). 

 

Forms of Solidarity and Their Connection to Informal Action 

 

The forms in which solidarity can be expressed in a hostile work context are varied and moulded by 

workers’ agency and “diverse contextual factors” (Tassinari and Maccarone 2020, 35-36). Riders 

explore different ways in which they can make their voice heard, in this way creating opportunities 

to influence their working conditions (Kougiannou and Mendonça 2021, 757). Superficially, it may 

seem like many riders we observed during our fieldwork were not engaged in practices of solidarity, 

or wholly uninterested. Still, a closer look, informed by theoretical texts, reveals that the seeds for it 

are present, and their statements and actions in this regard seem sometimes contradictory. In fact, 

solidarity in platform economy may be conceived as a “continuum” that comprises both “day-to-

day behaviours of reciprocity”, such as mutual help, and participation in more “informal” acts of 

contestation, besides “‘conventional’ forms of collective labour mobilisation (e.g. protests…)” 

(Tassinari and Maccarone 2020, 50). This suggests that while some couriers may not feel like they 

are “the protester type usually”14, that does not mean they are completely extraneous to action, if 

they partake in solidaristic behaviour. For clarity, it is useful to distinguish two main forms of 

solidarity, as Tassinari and Maccarone do in their article on gig economy couriers. They write of 

“embryonic solidarity” and “active solidarity”. These two forms are intertwined, as the scholars 

argue that embryonic solidarity is crucial as the basis for active solidarity, with which “the 

prepared-ness to act actually translates in collective action” (Tassinari and Maccarone 2020, 39).  

 Firstly, the research participants who never participated in “conventional” collective action 

still reported having a positive opinion of couriers who do act. For Tom “it’s a very logical 

response” 15, Daan thinks “it’s always good if you do some collective action and it’s always good to 

talk with your colleagues” 16, and Jarek finds it “important and useful, because, like, as an 

employee, if you have bad working conditions, then you should have, like, a way of making them 

better, and this is probably one of the ways that that can be done”17. Alex, both a rider and an 

 
13 Alex, personal interview with Mathanja van Houwelingen, May 30, 2024. 
14 Tom, personal interview, May 21, 2024. 
15 Tom, personal interview, May 21, 2024. 
16 Daan, personal interview, May 28, 2024. 
17 Jarek, personal interview, May 30, 2024.  
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organizer, notes that when he took initiative, many who had never acted showed him support18. In 

fact, Charles, a unionist, declared that public opinion being on the side of riders’ action is “a 

weapon” organizations want to use19. This points to the existence of support even when it does not 

take the form of direct involvement. 

Furthermore, we recorded numerous examples of mutual help. Six out of seven respondents 

to our survey reported having received a moderate to great amount of support from fellow riders20. 

We also asked participants to write down some examples of how this support manifested. Several 

people recall being helped if their bike was broken, or helping others whose one had broken. One 

person wrote “switching orders when someone had bad experiences with specific addresses” 21. 

Interestingly, one respondent considers “chatting” and “greeting” part of this support 22, pointing to 

the significance of interaction, which I will discuss later. Moreover, even organizations such as the 

now-inactive Radical Riders provide “support in case of acute work issues”23, taking care of 

“ordinary” problems as well as more long-term struggles. That these actions take place among 

riders in general is also confirmed by various academic studies on the topic, such as Yu, Treré and 

Bonini (2022)’s article on Chinese delivery workers’ mutual aid practices. The researchers found 

evidence that riders, among other things, provide “equipment assistance” and “emergency 

assistance” (Yu, Treré, and Bonini 2022, 117), much like in our case.  

When this more embryonic solidarity does evolve into action, it is not necessarily 

immediately in a “formal” way that goes through unions. Research suggests the presence of 

“informal” action among delivery workers. I use informal in the sense of the term that is used by 

sociologist Jamie Woodcock in referring to some of platform workers’ “different organisational 

forms” (2021, 82). He argues that they include “informal networks”, not only “formalised worker 

networks, new trade unions, or branches of existing ones” (ibid.). He describes the presence of “less 

formal or alternative forms of worker organisation”, characterised by “organised spontaneity” 

(Woodcock 2021, 82). Indeed, Joe reports that with non-union groups you can “just go and burn 

bridges” 24. Moreover Alex, for instance, recalled that the moment he first felt compelled to act, he 

wrote his own petition and convinced people to sign it himself, acting alone at first but in the end 

managing to threaten a strike that wasn’t “a proper organised one”, but that still called the attention 

 
18 Alex, personal interview with Mathanja van Houwelingen, May 30, 2024. 
19 Charles, personal interview with Eline Aimé, May 30, 2024. 
20 Survey data, from Research Portfolio, 6th June 2024. 
21 Survey data, from Research Portfolio, 6th June 2024. 
22 Survey data, from Research Portfolio, 6th June 2024. 
23 According to the Radical Riders webpage, accessed June 18, 2024. 
https://radicalriders.nl/ 
24 Joe, personal interview with Mathanja van Houwelingen, May 30, 2024. 

https://radicalriders.nl/
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of a manager25. Likewise, Jarek told me about how workers successfully exercised their right not to 

work in in unsuitable weather conditions through mass complaints26. In other cases, groups can 

even lead to organizing. Paul, for instance, recalled being added to groups by colleagues who had 

become his friends, who would make complaints as well as promote “small-scale actions” and 

petitions there27. This supports the claim that “informal networks afford the building of solidarity 

bonds among riders” (Yu, Treré, and Bonini 2022, 112), and encourage the formation of 

“‘spontaneous’ rider unions and smaller mutual aid groups” (ibid., 118). These networks can 

consequently be seen as “the building blocks from which more formal organisations can be 

developed” (Woodcock 2021, 72), additionally highlighting the fact that “workers are not 

unorganised merely because they are not members of a formal organisation” (ibid.). In fact, we 

were encouraged by a researcher on riders and migration to “focus on how workers organise 

themselves informally”28. Interviews with Joe and Alex have both made it evident that informal 

networks and “social calls” have even led people to get involved with the FNV2930, the major Dutch 

trade union. 

 

Interaction and the Spaces in Which it is Cultivated as Fundamental 

 

All the small acts of solidarity, such as mutual help, and the key role of informal networks underline 

the importance of the connection and interaction that are hampered. Indeed, in the previous 

paragraph I pointed out how networks of solidarity are related to action. FNV unionist Julia claims 

that most riders who join the FNV come in “informal groups, via friends, or colleagues” 31. Riders 

interviewed for academic articles indicate that collective action can get “kicked off” when workers 

come to spend more time with eachother (Tassinari and Maccarone 2020, 45). Even though they 

were fleeting moments, in the centre of Amsterdam we were able to observe riders interact during 

breaks or stops32. While for most it is not a frequent experience, riders occasionally connect. For 

instance, Tom talked about conversing while waiting for a meal to be ready, and that he thought 

those were “good” 33. Talking, interacting, contributes to countering the issue of the 

individualization of delivery work, as it leads to the existing solidarity I have discussed, because it 

 
25 Alex, personal interview with Mathanja van Houwelingen, May 30, 2024. 
26 Jarek, personal interview, May 30, 2024.  
27 Paul, personal interview with Sadu Saks, June 4, 2024. 
28 Sadu’s note from the meeting with Andrea, from Research Portfolio, April 24, 2024. 
29 Joe, personal interview with Mathanja van Houwelingen, May 30, 2024. 
30 Alex, personal interview with Mathanja van Houwelingen, May 30, 2024. 
31 Julia, personal interview with Mathanja van Houwelingen, May 21, 2024.  
32 Participant observation diary, from Research Portfolio, May 16, 2024. 
33 Tom, personal interview, May 21, 2024. 



 8 

relates to cohesion. Indeed, cohesion, “the extent to which workers seek each other out for social 

contact” (Hodson et al. 1993, 399), is a “fundamental precondition for solidarity” (ibid.). When 

cohesion is not present, workers are indifferent to each other, but when there is cohesion, the 

present “friendship networks” become essential to collective action (Hodson et al. 1993, 399). 

Among riders it seems that, while the structure of platform economy is individualised, when it is 

overcome, it is through this cohesion, these networks. As Tom said, you can be “alone on the 

streets”, but then also feel “a connection with the other drivers” 34. If one then pursues interaction, it 

helps in various ways. 

For starters, talking leads to a sharing of information, which is essential for people to know 

their rights, to then demand them. In fact, this is encouraged by unionists and organizers. As 

Mathanja noted during the first Riders United meeting we joined, union leaders encourage riders to 

share information with others, to inspire them to join35. The importance of communication and 

informing employees was emphasized also by Julia36, and Joe, as an organizer, claimed that he is 

very vocal with the goal to motivate fellow riders to act collectively37. Regarding other groups, to 

raise awareness Radical Riders created a space on their website where people could share their 

“rider stories”38. Interaction goes against the interests of platforms, who seek to “establish 

individualised employment relations” (Tassinari and Maccarone 2020, 38). Joe believes that 

management is aware that damaging the morale of workers can “make people sad and not wanna 

talk to each other”, so that they don’t “talk about this” 39, their labour. 

What happens then when people do feel free to talk? When and where is that even possible? 

Anthropological theory suggests the existence of what James Scott terms “hidden transcripts”. With 

this expression, he indicates “discourse that takes place…beyond direct observation by 

powerholders” between the subordinate (Scott 1990, 4). Yu, Treré and Bonini confirm the presence 

of hidden transcripts in the conversations riders have in private environments (2022, 120). It is 

interesting to keep this in mind when looking at the expressions used by rider organizations: 

Radical Riders, for example, promised the opportunity to “chill with workmates without the boss 

supervision…honest discussions”40. This brings me to the “question of space” and its relation to 

interaction. Research has shown that the availability of “free spaces”, free from the “managerial 

gaze”, the “existence and nurturing of social relations” and the development of worker solidarity 

 
34 Tom, personal interview, May 21, 2024. 
35 From Mathanja van Houwelingen’s notes on the meeting, from Research Portfolio, May 16, 2024. 
36 Julia, personal interview with Mathanja van Houwelingen, May 21, 2024.  
37 Joe, personal interview with Mathanja van Houwelingen, May 30, 2024. 
38 Stories, in Radical Riders webpage, accessed June 22, 2024. https://radicalriders.nl/stories/ 
39 Joe, personal interview with Mathanja van Houwelingen, May 30, 2024. 
40 According to the Radical Riders webpage, accessed June 18, 2024. 
https://radicalriders.nl/ 

https://radicalriders.nl/stories/
https://radicalriders.nl/
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beyond individualization are interlinked (Tassinari and Maccarone 2020, 45). In these free spaces, 

groups can consolidate social ties and interact, possibly organizing, and in any case enacting the 

“embryonic solidarity” that is tied to collective action (ibid.).  

The so-called free spaces can also be digital (Tassinari and Maccarone 2020, 25). Indeed, 

much of my group’s research took place in online setting and through digital means for this reason 

as well.  

Private chats and other digital spaces are the site where interaction and solidarity can emerge 

besides physical settings, and they are especially relevant when it comes to a contemporary 

profession that is based on apps (Yu, Treré, and Bonini 2022, 108; Tassinari and Maccarone 2020, 

40). Yu, Treré, and Bonini even go as far as arguing that group chats can provide support “as 

traditional trade unions used to do” (2022, 119). The authors also expressly define chats as 

“learning environments, ‘hidden transcripts’ of resistance and solidarity building spaces” (ibid.), 

features I have already established to be characteristic of free spaces. Additionally, frequent 

interaction in these groups appears to be associated with a disposition to join a union or labour 

association (Woodcock 2021, 72). With my group we were able to observe this dynamic, even 

joining the Riders United chat(s) ourselves. Their WhatsApp community is their main 

communication channel. Although only administrators could send messages in the main group, in 

the different ones the participants can too, exchanging a variety of kinds of texts, usually with their 

rights in mind41. Our interviews point to the fact that WhatsApp is the main channel for discussions 

not only for freedom but also for “practical reasons” 42. For instance, voice messages allow for easy 

communication without having to take time to type, or use your hands at all4344. This still indicates 

an emphasis on communication and on the urgency to facilitate it. In the end, “meeting points and 

use of WhatsApp are an important reminder that workers are not passive actors” (Woodcock 2021, 

2), but that they actively seek out interaction with a goal of improving their working conditions. 

 

Conclusions 

 

In conclusion, solidarity and action, in their different forms, intertwine with interaction in a circular 

manner. Solidarity between riders is hindered by the individualisation of the job, and the riders 

frequently express feelings of alienation, but it still emerges. The way solidarity emerges are not 

necessarily large-scale actions such as strikes, but also more “embryonic” forms, that include 

 
41 Whatsapp observations, from Research Portfolio, June 6, 2024.  
42 Charles, personal interview with Eline Aimé, May 30, 2024. 
43 Charles, personal interview with Eline Aimé, May 30, 2024. 
44James, personal interview with Eline Aimé, June 3, 2024. 
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everyday mutual help and support between colleagues. Any bonds that form in this way can create 

informal networks that act as groups, even if not institutional or formally recognized. Ultimately, all 

points to communication and awareness as essential to establish solidarity, and therefore a starting 

point and reinforcement of collective action, which may bring a successful improvement of working 

conditions. Consequently, supporting riders’ collective action should entail fostering daily 

connection, including recognizing the importance of small acts of help and of spaces where workers 

can connect and also feel free to express any grievances or ask for advice.   



 11 

Bibliography 

 

Dowding, Keith. 2013. "Collective action problem." Encyclopedia Britannica, March 7, 2013. 

https://www.britannica.com/topic/collective-action-problem-1917157 

 

Hodson, Randy, Sandy Welsh, Sabine Rieble, Cheryl Sorenson Jamison, and Sean Creighton. 1993. 

“Is Worker Solidarity Undermined by Autonomy and Participation? Patterns from the 

Ethnographic Literature.” American Sociological Review 58, no. 3: 398–416.  

https://doi.org/10.2307/2095908. 

 

Kougiannou, Nadia K. and Pedro Mendonça. 2021. “Breaking the Managerial Silencing of Worker 

Voice in Platform Capitalism: The Rise of a Food Courier Network.” British Journal 

of  Management 32: 744-759. 

https://doi.org/10.1111/1467-8551.12505 

 

O’Reilly, Karen. 2012. Ethnographic Methods. Hoboken: Routledge. 

 

Scott, James C. 1990. Domination and the Arts of Resistance. New Haven: Yale University Press. 

 

Tarrow, Sidney G. 1998. Power in Movement: Social Movements and Contentious Politics. 

Cambridge: Cambridge University Press. 

  

Tassinari, Arianna. and Vincenzo Maccarrone. 2020. “Riders on the Storm: Workplace Solidarity 

among Gig Economy Couriers in Italy and the UK.” Work, Employment and Society, 34, no. 1: 

35-54. https://doi.org/10.1177/0950017019862954 

 

Woodcock, Jamie. 2021. The Fight Against Platform Capitalism: An Inquiry into the Global 

Struggles of the Gig Economy. London: University of Westminster Press 

 

Yu, Zizheng, and Emiliano Treré, and Tiziano Bonini. 2022. “The emergence of algorithmic 

solidarity: unveiling mutual aid practices and resistance among Chinese delivery workers.” 

Media International Australia 183, no.1: 107-123. 

https://doi.org/10.1177/1329878X221074793 

 

https://www.britannica.com/topic/collective-action-problem-1917157
https://doi.org/10.2307/2095908
https://doi.org/10.1111/1467-8551.12505
https://doi.org/10.1177/0950017019862954
https://doi.org/10.1177/1329878X221074793


A Hidden Battle:  

Dishonest Company Strategies that Undermine Collective Action 

Sadu Saks  

Student number: 14378043 

Practicing Ethnography 

Roanne van der Voorst  

Word count: 3306 

Date: 24/06/2024  

Declaration: I have read and understood the UvA rules regarding fraud and plagiarism [http:// 

student.uva.nl/binaries/content/assets/studentensites/uva-studentensite/nl/a-z/regelingenen- 

regulations/fraud and plagiarism scheme-2010.pdf?1283201371000]. I declare that this written 

paper is entirely my own work, that I have carefully and correctly indicated all the sources I have 

used, including ChaptGPT or other forms of Artificial Intelligence, and that I have quoted according 

to the rules. I have not previously submitted this paper, in this or an amended version, for another 

subject or as part of another paper.  

1



 Work in the 21st century is marked both by the histories of labour and the evolving 

managerial technologies. This makes for a hybrid system in which it is easy to depoliticise the 

actions of both employers and employees, whether it comes to control or resistance. During our 

research on collective action amongst food delivery drivers in the Netherlands, I noticed patterns in 

the way companies would strategically undo worker solidarity and work disruption, making it 

harder for unions to organise workers. This hybrid form of social control can render resistance 

practices such as protesting and striking inefficient. From outrageous cases such as NDA’s which 

prohibit riders from talking about the conditions publicly, or a ‘fake’ union created within a 

company, to less noticeable yet crucially pervasive policies - our research provides multiple case 

studies for my analysis.  

Theory 

 To analyse the strategies that food delivery platforms employ in order to undermine workers’ 

collective action, I will take a Foucauldian position to provide an anthropological analysis. Michel 

Foucault’s frameworks of governmentality and biopower are analytical tools which help to 

understand how modern societies regulate and control populations. Governmentality refers to the 

“art of government” or “conduct of conduct” (Foucault 1977-1978), which includes the practices, 

strategies and rationalities used by authorities to manage individual citizens and the larger 

population. It can be understood as the Western liberal advanced states’ subtle way of controlling 

citizens through a set of empowering techniques like autonomy, self-actualisation, self-realisation, 

and self-esteem.     

 Biopower (Foucault 1978-1979) focuses on the regulation of populations related to physical 

and metaphysical bodies, with the aim of ‘optimising’ life, health, and productivity. Together, these 

frameworks can explain the ways in which neoliberal companies such as food delivery platforms 

adopt governmental practices into their managerial systems and how it reflects within broader 

social, economic, and political strategies of control. By applying certain strategies, companies can 

efface the fundamental preconditions for resistance at the individual level. I will also rely on the 

analysis made by Singh, Garcia and Lindtner (2023) in which the authors present the following five 

key categories of strategies companies use in the sector of food delivery: management strategies, 

incentive structures and moralised narratives, algorithmic control, information asymmetry and 

rhetorical devices. These five will allow me to connect the ethnographical findings of our research 

study to the theoretical framework. The focus of my work will be to tie the situation in the 
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Netherlands to larger understandings of workers’ power, in order to provide tools for unions lagging 

behind the constant evolution of managerial control strategies. Updated frameworks can be the 

starting point to developing counter-strategies.  

Methodological reflection 

  The process of research for our team was marked by challenges which turned to be 

our greatest analytical assets. Whilst in the preparatory phase of our fieldwork, we had certain 

cultural presuppositions. An important one, for me was thinking that drivers would be social and 

extroverted. What I came to find out is that this image is part of the manufactured expectation of 

workers imposed by their employers. Delivery drivers have to emotionally labour to please clients 

and get good ratings which impact their income directly. This realisation is partly what led me to 

company strategies that manipulate the creation of a specific workforce, whose individual 

behaviour is sold out at low rate and high profit in the name of algorithmic efficiency and 

automatised human interaction. Because the field was hard to access and even gatekeepers, such as 

unionisers and community leaders struggled to reach drivers, the barriers came to be a most telling 

element. The most significant among them are the artificially and purposefully instilled barriers. 

While we could have accessed more participants with a longer time of research, I doubt I then could 

have so clearly seen the crucial role that platforms play in undermining collective action.  

Company Strategies  

I. Management strategies  

 Management strategies in the article “Old Logics, New Technologies: producing a Managed 

Workforce on On-Demand Service” refers to the ‘traditional’ management strategies compared to 

‘new’ technological management. The authors make a point to historicise and politicise the labour 

processes and place them in a wider neoliberal context. Neoliberal techniques in Foucauldian theory 

also relate to the use of varied forms of control “to obtain desired behaviour from workers” (Singh 

et al. 2023, 3). The management strategies of delivery platform companies are "a combination of 

technological and non-technological managerial strategies”, which lead to “(re) organization of 

work that further adds to workers’ precarities” (ibid). Algorithmic management can be experienced 

differently by workers based on other social factors such as “local labor market conditions, societal 
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structure, and existing labor protection policies” (ibid). In our research in the Netherlands, workers 

experience abuse of controlling company practices. The weather conditions seem to be one popular 

instance where otherwise uncovered injustices become more visible. Riders are still forced to drive 

out during rain, snow, icy roads or storms.  

Paul worked as a food delivery driver after his school days ended, for pocket money. One 

afternoon, he would avoid an incident. The weather was bad, rain was covering the streets and 

overflowing canalisation. He kept going, knowing that if he did not meet his quota for the day, his 

rating would fall and his salary would take a considerable hit. So he kept going, as did all his 

mutuals in the field. One order was particularly far from his usual delivery circle. As he crossed the 

street on green, wind blowing into his ears, water hitting his eyes, headlights suddenly blinded his 

vision. The winter night had completely masked the black car heading towards him. Paul now 

recounts to me how close it came to hitting him, but that his cycling skills came in clutch (proud of 

himself) and he swerved, avoiding the car but not the hard concrete. He admitted his mom had 

wanted him to stop the delivery gig after that.  

 Paul  never considered organising, even when he had a close encounter with harm. Another 1

one of our participants, however, admitted that a storm was how he became a unionist. While he 

was working with Gorillaz, all the riders were forced to work or else an absence would be counted 

as unpaid leave. Joe explained: “So, essentially, they wouldn't get paid because their shift got 

canceled by the weather. Which is illegal” . He continued to mark the severity of the situation, 2

“And it was code red storm. Two people had died in Amsterdam and they were still trying to send 

people out to go ride. One of my coworkers had a very big argument with the warehouse manager at 

the time (…) And the manager said (…) if I don't do it, I'll lose my job. (…) yeah, (but) then these 

guys will lose their lives.”  

 The managerial practices that are recognisable here can be traced back to Scientific 

Management or Taylorism. Industries would apply these strategies by breaking down worker’s task 

flows into standard measurable bits. As with other neoliberal production systems, the objectives are 

productivity and efficiency. We can see this in the riders work organisation, which is measured and 

 Sadu Saks, personal interview with Paul, 04/06/20241

 Mathanja van Houwelingen, personal interview with Joe, 28/05/20242
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controlled through time, space and speed during delimited shifts. It has translates to “a significant 

loss of workers’ autonomy and bargaining power.” (Singh et al. 2023, 3) This can further be 

connected to a Foucauldian analysis of biopower, where the workers’ physical bodies are subjected 

to high risk of harm and trauma, for the sake of managerial profit and algorithmic organisation of 

productivity. It reflects a shift towards neoliberal practices of governance in which subjects are 

constructed as individual units of governance. The separation and lack of shared spaces is another 

management strategy, which further pushes for individual strategies and segregation of workers 

who struggle to collectivise their exploitation. Another non-technological management strategy is 

the promotion of the job as the epitome of freedom and flexibility, whereas such language of self-

development is not made for the well-being of the worker but for the creation of a personal sense of 

responsibility. It is a form of control which disguises exploitation as an individual choice. While the 

scale of automation made possible by technological advances may seem new, the contemporary 

strategy to automate and atomise work is connected to older strategies of labor management.  

II. Incentive structures and moralised narratives  

 While not a revolution in management strategy, automation and individualisation gains an 

ever-more pervasive nature through algorithmic incentive structures and the moralised narratives 

crafted by management, both inside and outside the company itself. From previous research and our 

own, I explore the nature of such bonuses which are based on speed and costumer ratings, offered 

during peak hours and for inviting friends to join the platform. Tom explained how he was first 

attracted to the gig because of the flexibility,  “when I started there was like more advantages in pay, 

like just some extra, like some bonuses and stuff like that. And that got like, less and less.”3

 Far from straightforward rewards for good work, they conceal complex and opaque 

allocation which further fragment worker solidarity and their associational power - a ‘dividing 

practice’ as in foucauldian analysis. While platforms promised freedom and working at will, in 

reality riders are forced to log into the app regularly and during specific hours, which when 

unfulfilled can result in a check-up by management or terminations. This also counts for the 

cancellation of orders or leaves from working. A few of our interviewees also counted that during 

already rare interactions with other drivers, the most common subject of conversation would be to 

compare completed orders and remuneration.  

 Gaia Baldi, personal interview with Tom, 21/05/20243
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 The complicated thing about such narratives of self-employment is that workers can 

genuinely appreciate them at first. It may seem like a good deal compared to other low-entry jobs. 

That is the trick within the system, further exaggerated by the fact that riders work as such for very 

little time before moving on. As “the role of capital now is not a direct (but no less violent) form of 

power rooted in mobilising workers’ feelings and hopes by cultivating promises of happiness, the 

good life, and a better future” (Singh et al. 2023, 3).   

 The system can be recognised in foucauldian theory as ‘techniques of control’, where 

bonuses and incentive structures are a form of soft power, encouraging a certain embodied 

behaviour from workers which benefits the platform. It is also related to ‘normalisation’ as workers 

internalise such norms. Workers also reported that meeting daily milestones was the primary factor 

driving the work process and thus overwork is built into the specific form of incentive-based piece-

rate system.  

III. Algorithmic control  

 While the algorithmic control aspect has already been discussed in above sections, it can 

now also be connected to Foucault’s concept of surveillance. By setting standards of performance 

and a continuous monitoring, the data collection is used to penalise or reward. Labor processes are 

datafied and granulised into actions that can be captured. The algorithmic control of workers sets 

the grounds for discipline of the individual as a rider. The algorithm can enact various methods of 

governmentality without the necessity of human interference, such as changes in pay structures and 

the discrimination and bias of order allocation. 

 We found out that indeed, riders were often informed of policy changes randomly, in the 

form of a simple notification. Company management hid behind the algorithmic system to avoid 

any face-to-face confrontation with riders, thus making it really complicated for workers to make 

demands. The algorithm is also responsible for producing precarity: it moralises speedups, injury, 

and conflicts through piece-rate systems. 

  Through customer ratings, workers were also expected to provide performative service 

work, such as greeting clients pleasantly, pacifying conflicts and allowing unregulated demands 

such as climbing too many floors to complete a delivery. The data capture also disciplines workers, 

notably by creating a competitiveness among workers through information discrepancy in order 

allocation. Algorithmic control is creating new modes of labor exploitation, but it also poses new 

challenges to labor resistance. The normalisation and the penalisation of deviance reduce the 
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likelihood of collective dissent, as individual compliance becomes a priority for job security. Our 

interviewee, Jarek , explained how this precarity affects workers who are international 4

disproportionately. “I did have a lot of colleagues from Southeast Asia, Bangladesh, for example, 

and they were all working a lot, (…) just working here for one year, and then they were sending the 

money back home.”. Riders whose positions may depend on the job more than others have 

simultaneously more reasons to protest and yet less means to do so.  

IV. Information asymmetry  

 Companies purposefully create information asymmetry between workers in order to create 

confusion and lack of unity between workers. Knowledge of rationalities behind decisions could 

allow workers to make informed actions. When such information is not given uniformly, workers 

must rely on ‘collective sense-making’ to understand the reasoning behind managerial decisions. 

Many of our interviewees talked about the change in pay when platforms decreased bonuses for 

workers and special offers for costumers. They were not given any specific reason, so riders had to 

make sense of it by themselves. Based on our interview with Julia , an unionist from the FNV, 5

companies also make use of NDA’s (Non-Disclosure Agreements) which restrict employees from 

exposing the working conditions. There are also different forms of contracts, such as pay-rolling, A- 

and B-phase contracts. The use of NDA’s to restrict information and the employment of different 

contracts creates varying levels of job security and access to information.  

 Decisions such as business location were often discussed in the media before employees 

were officially informed. This leads to unrest and uncertainty amongst workers. In the context of 

gig economy platforms, information asymmetry is a deliberate strategy used to control workers by 

withholding crucial information. It is a foucauldian technique of control: by creating a gap in 

information, platforms can manipulate worker behaviour and perceptions of self and others. When 

riders lack access to accurate or complete information, they are unable to challenge management 

effectively. This maintains the status quo of a power imbalance in favor of the company.  

 This purposeful dissemination can also create uncertainty, as riders are unsure of the broader 

and potential repercussions of their actions. It also relates to biopower: by restricting information 

and using various contractual arrangements, companies individualise the workforce. The collective 

sense-making can foster some degree of solidarity, but often it is fragmented and based on 

 Gaia Baldi, personal interview with Jarek, 30/05/20244

 Mathanja van Houwelingen, personal interview with Julia, 21/05/20245
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speculation rather than factual knowledge. In turn this can lead to frustration, distrust and internal 

conflicts.  Different contracts also create a segmented work force with varying levels of job security 

and access to information. This segregation prevents workers from forming an united front, as their 

interests and conditions are not equal.  

V. Rhetorical devices 

 Managerial decisions and work system updates are disguised under the narrative of ‘for the 

benefit of the workers’, ‘with a bigger picture behind’. Benevolent language is a tool used to 

dissipate the exploitative content of work measures and systems. Phrasing such as ‘essential 

workers’ during the Covid-19 pandemic sheds lights on some aspects of delivery work while 

invisibilising others. It creates a disparity between the conditions and the precarity of the work 

versus the image of drivers as ‘essential’ and ‘heroes’.  

 It also encompasses moralising narratives. Platform companies use this language to create a 

sense of corporate belonging and extract labor, especially during crises. The narrative of being "part 

of a family" or "team" is often emphasised to fuel a sense of loyalty and obligation, further blurring 

the lines between genuine care and exploitation. Such rhetoric is strategically employed to mitigate 

dissent and create an illusion of mutual interest between the company and its workers, thus shaping 

behaviours. This sense of moral duty often compels workers to go beyond their contractual 

obligations. Additionally, platforms deploy terms like "partners" instead of "employees" to promote 

an image of equality and shared goals, which contrasts starkly with the lack of worker rights.  

 This semantic shift serves to mask the precariousness of gig work and the lack of benefits 

traditionally associated with employment, such as health insurance, job security, and legal 

protections. Rhetorical devices also extend to the portrayal of work flexibility as an unqualified 

benefit, ignoring the instability and unpredictability it introduces into workers’ lives. The promise of 

being able to "be your own boss" is a powerful allure, but it masks the lack of control workers 

actually have over their schedules, earnings, and working conditions. By framing the conversation 

in terms of opportunity and entrepreneurial spirit, platforms deflect criticism and responsibility for 

the exploitative aspects of their business models. 
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Conclusion 

 In this essay, I have examined the distinct strategies used by food delivery platforms to 

undermine worker solidarity and collective action. By employing Foucault’s frameworks of 

governmentality and biopower, we have proven how these companies use a combination of 

management strategies, incentive structures, algorithmic control, information asymmetry, and 

rhetorical devices to control and shape their workforce. These strategise de-politicise and de-

historicise labor relations but also fragment workers’ unity, making it increasingly harder for unions 

to organise and for workers to resist.  

 Understanding these strategies is fundamental to developing effective countermeasures. By 

updating frameworks, unionisers and workers can reflect the evolving nature of labor and 

managerial control. Our research has shown the need for a more nuanced understanding of labor 

dynamics in the gig economy. By digging deeper into the mechanisms of control and their 

superficial cover-ups, we hope to empower workers and labor organisations to challenge the 

exploitative practices and dishonest narratives.  

 Since our research was not focused on the theme of my essay, some key strategies are better 

represented than others by ethnographic data. Further research could focus on gaining insight into 

information asymmetry and rhetorical devices in the Dutch context of delivery work. I could have 

tried to bend our findings to be relevant for those two topics, but it could have resulted in a twisted 

analysis. Thus I decided to leave them more theoretical, still grounded in fieldwork experience but 

leaving space for deeper contextualisation. I had a large collection of literature while in the research 

phase of writing, but decided to limit my argument to a few. Hopefully, it allowed my argument to 

be concise and in-depth.  

9



Bibliography  

Anubha Singh, Patricia Garcia, and Silvia Lindtner. 2023. Old Logics, New Technologies:   

 Producing a Managed Workforce on On-Demand Service Platforms. In Proceedings of the  

 2023 CHI Conference on Human Factors in Computing Systems (CHI ’23), April 23–28,   

 2023, Hamburg, Germany. ACM, New York, NY, USA, 15 pages.  

Michel Foucault, lectures: Securité, territoire, population, 1977-1978, Collège de France.  

Michel Foucault, lectures: The Birth of Biopolitics, 1978-1979, Collège de France.  

10



How riders form symbiotic relationships to navigate the gig economy

Mathanja van Houwelingen

15102424

Practicing Ethnography

Tutorial 7 - Teacher: Roanne van Voorst

Group: Research Riders

Partner Organization: De Burcht (Project 1)

3277 words

26th June 2024



In today's society, almost everything can be resolved online in a very short time. New jobs are

constantly emerging in our capitalistic world, where many companies capitalize on people's desire for

instant gratification. Since COVID-19, platform work has become incredibly popular. People love the

freedom it offers—they can work outdoors, stay active, and enjoy a flexible schedule. However, there

are downsides. If deliveries aren't fast enough, ratings suffer. If customers dislike the food, ratings go

down. It's a race against companies focused on maximizing profits without much regard for their

workers 1.

Bike couriers in the Netherlands face harsh working conditions. Their bikes often break down

mid-ride, they can't take a day off during storms, and they work long hours for low pay. During my

research, I talked to various riders who initiated collective action. When I asked them what triggered

their action, they said it was an ordinary day and couldn't recall the specific catalyst. However, it had

something to do with company changes that did not benefit the riders.

One rider told me he printed a leaflet and got everyone to sign it around the warehouse. He explained

that it was a buildup of everything the company had done, and he was fed up. He wanted to inform the

riders about what was happening, and they praised him for standing up. When the company director

heard about the commotion, he immediately took an Uber to meet the rider. The meeting wasn't very

helpful for the rider because he did not feel heard, but it showed him that the company was scared and

wanted the riders to stay silent2.

After this incident, the rider contacted a friend who had also initiated action among riders, and they

teamed up to form an unofficial union called 'Radical Riders.' Despite the personal nature of the job

and the bad working conditions, the riders that I spoke to enjoyed their jobs and had strong

connections with their colleagues.3 This was an interesting finding because it is a job where you

mostly work for yourself, and the connection is removed. Still, the riders knew where to go for help,

mostly through informal connections, and found ways to form alliances and stand up for their rights.

3 Joe Rider, Personal interview
2 Joe Rider, Personal interview
1 Julia FNV, Personal interview



Fieldwork

In the last few weeks, I researched collective action amongst riders in the Netherlands with my group.

We did this research for De Burcht in Amsterdam. In this essay, I want to explore our findings in the

field and look at them in depth by examining Anna Tsing's research. By connecting Tsing's study on

mushrooms and their survival in diverse human and post-industrial landscapes with the experiences of

bike couriers navigating the gig economy, I aim to draw parallels between these contexts. How can

Anna Tsing's concept of "contaminated diversity" help understand how food delivery couriers

navigate and organize collective action and solidarity within the disturbed labor market of platform

work, characterized by precarious conditions and individualization, to achieve cooperation and

improve their working conditions?

I will explore the new gig economy and its transformative impact on the workforce, particularly

focusing on how people come together in collective action. Much like mushrooms thrive in

environments altered by human activity, the gig economy has emerged from our capitalistic society

and our desire for instant gratification. I will illustrate how bike riders, like mushrooms, develop

symbiotic relationships to navigate challenging work conditions. However, I will also critically

examine these relationships, highlighting that while some riders successfully form supportive

networks, others find it more difficult to establish these connections. Our research approached through

an intersectionality framework, reveals that not all riders equally benefit from these symbiotic

relationships, underscoring the complexities and inequalities within the gig economy.

Theoretical framework

Anna Tsing's research focuses on the matsutake mushroom, which thrives in forests affected by

human activity and environmental changes. In her book, "The Mushroom at the End of the World,"

Tsing explores how these mushrooms grow in landscapes disrupted and disturbed by industrial

activity. Her significant finding is the concept of "contaminated diversity," which refers to the

resilience and adaptability of life forms, including mushrooms, in environments altered by human

intervention. Tsing shows these mushrooms create complex, interdependent relationships that allow

them to survive and thrive despite adverse conditions (Tsing, 2015).

"Contaminated diversity" challenges traditional views that see such disturbed environments as

degraded and incapable of supporting diverse life. Instead, Tsing demonstrates that these

environments can foster unique forms of diversity, where organisms form complex, interdependent

relationships that enable them to survive and thrive (Tsing, 2015).



One of the central ideas in Tsing's work is interdependence. In disturbed environments, organisms

often develop symbiotic and cooperative relationships that help them navigate adverse conditions.

These relationships can include mutual aid, where different species support each other’s survival, and

symbiosis, where close and long-term interactions benefit all parties involved. Such interdependencies

are a testament to the resilience of life, demonstrating that even in the face of disruption, ecosystems

can adapt and flourish (Tsing, 2015).

Example: Matsutake Mushrooms

An illustration of "contaminated diversity" is found in the life of matsutake mushrooms, which are

central to Tsing's research. Matsutake mushrooms thrive in forests disrupted by human activities, such

as logging or certain land management practices that alter the forest floor. While seemingly harmful to

the ecosystem, these disturbances create the specific conditions matsutake mushrooms need to

flourish (Tsing, 2015).

Matsutake mushrooms grow symbiotic relationships with particular tree species, such as pine trees.

They form mycorrhizal associations with the roots of these trees, exchanging nutrients in a mutually

beneficial relationship. The mushrooms provide the trees with essential minerals and, in return,

receive carbohydrates produced by the trees through photosynthesis. This symbiotic relationship

exemplifies the interdependence central to "contaminated diversity" (Tsing, 2015).

The adaptability of matsutake mushrooms to disturbed environments is a key aspect of their

resilience. Logging activities disrupt the soil and forest composition and can initially seem detrimental

to the forest ecosystem. However, these disturbances can reduce competition from other vegetation,

allowing matsutake mushrooms to establish themselves more easily. This ability to take advantage of

altered conditions demonstrates their remarkable adaptability and the potential for new forms of

ecological flourishing in contaminated landscapes (Tsing, 2015).

Gig economy

In exploring Anna Tsing's concept of "contaminated diversity," we have gained insight into how

matsutake mushrooms adapt and thrive in disturbed, human-altered environments. This theoretical

framework provides a valuable lens through which we can examine the disturbed labor market in

which food delivery couriers operate. By drawing parallels between the adaptive strategies of

matsutake mushrooms and the organizational tactics of riders, we can better understand the

complexities and challenges these workers face in the gig economy.

The term ‘gig economy’ refers to a labor market characterized by short-term contracts or freelance

work, as opposed to permanent jobs. It involves individuals being contracted to carry out small tasks



or jobs—called ‘gigs’—often mediated by online platforms. These platforms, utilizing internet

technology, act as intermediaries between the suppliers of labor (the workers) and the demand for

services, such as delivery, cleaning, administrative tasks, and data processing (Tassinari en

Maccarrone 2019, 36).

In the gig economy, work is typically allocated and managed digitally, frequently through algorithmic

management methods. This means that algorithms and digital platforms assign, monitor, and evaluate

tasks. The number of workers participating in the gig economy is increasing rapidly. For example, a

survey by Huws et al. (2017) indicated that during 2016-2017, between 9% and 22% of workers in

seven European countries earned some income from gig work (Tassinari en Maccarrone 2019, 36).

The gig economy is seen as the latest stage in the evolution of atypical forms of employment. Its

expansion has sparked significant debate regarding its impact on regulatory and protective

institutions. Gig work challenges traditional regulatory frameworks based on collective bargaining,

creating legal 'grey areas' where individuals lack access to social safety nets. Although recent

advancements have been in understanding the labor processes in the gig economy, knowledge about

the social relationships among gig workers remains limited.

Foundation for solidarity

As mushrooms adapt to new and created environments, food delivery couriers navigate the emerging

gig economy. This new way of working, driven by technology and algorithms, requires a fresh

perspective on work and the formation of solidarity, which differs significantly from traditional

workplaces (Tassinari en Maccarrone 2019). Drawing on Anna Tsing's concepts, we can see that

couriers, much like mushrooms thriving in unexpected places, initially found their jobs appealing due

to promised benefits like freedom, flexibility, and the opportunity to work outdoors 4. However, this

novel work environment raises questions about the foundation of solidarity. How do these workers

forge community and support when their experiences differ from those in traditional employment

settings?

Arianna Tassinari and Vincenzo Maccarrone researched the role of solidarity as the foundation for

collective action. In the gig economy, where work is predominantly individual, forming collectivism

is challenging. They studied how riders manage to unite despite these conditions. They describe

'active' solidarity as a process in which workers, recognizing the collective nature of the labor process,

become aware of their shared interests and begin to act collectively. This sense of unity and mutual

4Joe, personal interview



dependency empowers them to oppose management and transcend the apparent individualization of

their daily work experiences (Tassinari en Maccarrone 2019, 36).

In the gig economy, the foundations for solidarity among workers are inherently different and

generally weaker than in traditional 'Fordist' workplaces. In traditional settings, workers are physically

present together, making recognizing their collective nature and shared interests easier. This physical

proximity fosters interpersonal relationships and a strong sense of community, crucial for building

solidarity. However, gig economy workers often work independently and remotely, leading to physical

separation that reduces opportunities for face-to-face interactions. This isolation makes it harder for

workers to develop the interpersonal bonds necessary for solidarity (Tassinari en Maccarrone 2019

37-39).

The gig economy workforce is also highly segmented based on contractual status, labor market

attachment, and skill levels. This internal differentiation intensifies competition among workers,

making it difficult for them to see themselves as part of a unified group with shared interests. The

transient and unstable nature of gig work further undermines the development of a collective identity,

as workers lack long-term employment relationships that can foster solidarity (Tassinari en

Maccarrone 2019, 37-39).

Moreover, managing gig work through digital platforms and algorithms isolates workers from one

another, reducing opportunities for collective action. In a market-driven environment where workers

often compete against each other for gigs, this competitive atmosphere further fragments the

workforce. It hinders the formation of a unified group identity (Tassinari en Maccarrone 2019, 37-39).

These combined factors create an environment in the gig economy where the foundations for

solidarity are inherently weaker, posing significant obstacles to the development of collective action

among gig workers.

How riders organize themself

We have explored the gig economy, which can be viewed as a 'disturbed environment,' and how it can

impede collective action. Nonetheless, this essay demonstrates how food delivery riders still establish

solidarity and organize collectively. Our research identified several factors that facilitate collective

action among riders 5. Here are a few key elements that lead the base for collective action.

5 Based on the findings in our portfolio



1. Informal Groups and Social Networks

The existing informal networks among friends and colleagues significantly contribute to the success

of collective action. Riders form closer relationships in companies where workers have spaces to

meet, such as break rooms for Flink employees. Additionally, the backgrounds of the riders and

common elements like ethnicity or language influence group formation, leading to networks based on

these shared traits. Julia from the FNV also mentioned that those who joined the FNV always joined

in a group or via friends.

2. Online Community Formation

Online communities are central to mobilization efforts. WhatsApp groups are the primary mode of

communication, successfully bringing workers together. These groups facilitate informal discussions

and allow people to ask questions.

3. Union Support and Legal Help

Unions act as a bridge between informal connections and more formal or legal actions. While

bureaucratic approaches are necessary and useful in the long run, direct action tactics have also been

impactful. Unions support collective efforts, provide legal assistance, and make information

accessible to riders.

4. Access to Information and Resources

Many riders are aware of collective action efforts but lack a deeper understanding. Support from

friends or acquaintances in unions can encourage them to learn about their rights and the importance

of unionizing. While not essential, knowledge about labor laws, local discourses, and rights is

beneficial for joining unions.

Challenges of collective action

If you look at our findings, the most important thing is the connection between the riders. However,

because of how the gig economy and platform work are organized, it is very difficult to overcome the

riders' individuality and form alliances. If we look at the theory of Arianna Tassinari and Vincenzo

Maccarrone, we can see how the riders overcome individualization.

Despite challenges from spatial dispersion and individual app interactions, they say that solidarity

among food delivery riders is developed through overcoming individualization and fostering social

relationships. Two key factors facilitate this process: the availability of 'free spaces' and the nurturing

of social relations (Tassinari en Maccarrone 2019, 45-47).



Free physical or virtual spaces allow riders to organize and challenge the status quo without

managerial control. Physical spaces, such as common waiting points, enable face-to-face interactions

where riders form social ties and mutual support. These interactions lay the foundation for active

solidarity. Over time, these spaces become venues for riders to exchange opinions and share contact

information.

Virtual meeting spaces, like group chats on instant messaging apps, allow riders to voice complaints

and share grievances. These spaces help riders recognize their shared experiences, solidifying a sense

of collectivity. WhatsApp groups are beneficial for coordinating meetups, sharing concerns, and

offering support with practical issues (Tassinari en Maccarrone 2019, 45-47).

Nurturing Social Relations

Existing social networks and maintaining spaces for socialization are crucial for overcoming isolation.

Maintaining spaces for riders to meet and socialize is essential for sustaining mobilization. The

experience of mobilization helps forge a shared identity among gig workers. Protesting in large

numbers empowers participants and changes their perceptions of power relations. This leads to social

identification among participants, extending beyond the workplace. Framing activities, like using

work uniforms and delivery boxes in protests, reinforce their visibility and mutual recognition as part

of the same workforce, shaping a shared identity and consolidating antagonism against management

(Tassinari en Maccarrone 2019, 45-47).

In summary, Tassinari and Maccorone's theory says that solidarity among food delivery riders is built

through shared experiences, informal networks, and free spaces for social interaction and collective

action. Despite gig economy challenges, riders find ways to organize and support each other, driven

by a shared sense of identity and common grievances.

Methodology reflection

During our fieldwork, interviewing riders was challenging, particularly when attempting to engage

with those from diverse backgrounds to fully understand the role of intersectionality. We conducted

fieldwork quickly, and finding people to interview was very difficult, particularly people who did not

speak English or Dutch. So, finding people from a diverse background was not very successful. If we

had more time, we could have focused on establishing relationships with people so they would open

up more. The people we spoke to in our research were very open and used to being interviewed.

This does not mean that anthropological research was unsuccessful. Mette Marie Vad Karsten wrote

an article on short-term anthropology. She argues that short-term anthropology offers a more agile and

adaptable approach, providing empirically based hypotheses, ideas, and insights to address problems



and view challenges differently within a short timeframe (Karsten 2019, pg 16). One of the findings

we brought back to the organization is that we struggled to find people from diverse backgrounds.

Unevenness of network

It is important to acknowledge that not all riders perceive their job as a "disturbed environment."

Some enjoy their work and choose not to participate in collective action because they are content with

their situation. Moreover, not everyone is part of the symbiotic relationships formed within these

networks. For example, I spoke to Joe, a rider actively organizing collective action. He refused to ride

during a bad storm, feeling supported by his union and knowledgeable about his rights. However, his

colleagues, who had just started working, did not want to stop riding because they feared losing their

jobs. They did not feel comfortable enough to join the collective action and continued working despite

the storm, highlighting the insecurity and lack of support experienced by new riders 6.

We can compare this to Tsing’s research. As I stated before, the mushrooms were able to live in this

disturbed environment because of their mutual relationship with others. The mushrooms benefit from

the disruption because it reduces competition from other vegetation, allowing them to establish

themselves more easily. However, Tsing also highlights that this process is not uniformly beneficial to

all organisms in the ecosystem.

Just as in Tsing’s mushroom metaphor, the benefits of these networks are not equally distributed

among all riders. The unevenness of these networks can be attributed to several factors which we

found during our fieldwork:

1. Access to Information and Resources:

Experienced riders or union members have better access to information about their rights and

resources that can help them navigate their jobs. In contrast, new or isolated riders may lack this

knowledge and support, making them more vulnerable.

2. Job Security:

Riders who view their job as a primary source of income and feel secure in their position are more

likely to participate in collective action and benefit from these networks. In contrast, those who are

new, feel insecure or consider the job as a temporary or secondary source of income may not feel the

same level of connection or commitment to collective action.

6 Joe, personal interview



3. Intersectional Factors:

Factors such as ethnicity, language barriers, and immigration status can affect a rider's ability to

connect with others and benefit from these networks. For example, riders who share a common

language or cultural background may form tighter networks, leaving others feeling excluded.

4. Perception of the Job:

Riders who see their work as a 'real job' are more likely to engage in collective action to improve their

working conditions. Others, who may view it as a temporary gig or side job, might not feel the same

need to invest in building or participating in these networks.

In our research, we observed that some riders, like Joe, felt supported by unions and informal

networks, which empowered them to take collective action, such as refusing to ride during a

dangerous storm. However, his colleagues, who were new and feared job loss, continued to work

despite unsafe conditions. This illustrates the uneven benefits of these networks and the varying

degrees of security and support among riders.

Conclusion

Just as matsutake mushrooms thrive in disturbed, logged forests by forming symbiotic relationships

with tree roots, riders adapt to the gig economy by developing informal support and communication

networks. These networks, often facilitated through digital platforms like WhatsApp, allow riders to

share information, offer mutual aid, and organize in response to immediate challenges, such as broken

equipment or bad weather.

The interdependent relationships among riders mirror the symbiotic relationships in Tsing’s ecological

studies. Riders rely on each other for support, just as matsutake mushrooms and their host trees rely

on mutual exchanges of nutrients. This interdependence creates a form of collective strength, enabling

riders to navigate their precarious work environment more effectively.

While the gig economy presents significant obstacles to collective action, food delivery riders still

form strong, supportive communities. These communities are crucial for navigating the uncertainties

of gig work and advocating for better conditions and rights. Through their resilience and adaptability,

these riders demonstrate the power of solidarity in even the most challenging environments.
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