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Abstract—The rapid proliferation of platform-based 

work has introduced algorithmic management as a 

dominant mode of labor control, fundamentally 

reshaping employer-employee relationships and the 

nature of work itself. This paper investigates the 

impact of algorithmic management on the future of 

work through a case study of Zomato, India's leading 

food-delivery platform. Employing a mixed-method 

approach, the study analyzes data from 185 delivery 

partners and 18 in-depth interviews with industry 

experts and gig workers. The findings reveal that 

algorithmic management, characterized by real-time 

performance monitoring, opaque decision-making, and 

incentive-driven work allocation, significantly 

influences worker autonomy, well-being, and earnings. 

While the algorithm offers efficiency and flexibility, it 

simultaneously creates conditions of heightened stress, 

perceived unfairness, and precarious employment. The 

study contributes to the growing discourse on the 

future of work by highlighting the tensions between 

technological optimization and human-centered labour 

practices, offering recommendations for more 

transparent and equitable algorithmic governance. 
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I. INTRODUCTION 

 

The twenty-first century   workplace is undergoing a 

fundamental transformation, driven by the 

convergence of digital technologies, artificial 

intelligence, and the emergence of platform-based 

business models. 

At the heart of this transformation lies algorithmic 

management—a paradigm where software 

algorithms assume the roles traditionally performed 

by human managers. These algorithms assign tasks, 

monitor performance in real-time, evaluate workers 

through rating systems, and enforce discipline 

through automated penalties. This shift represents 

more than a technological upgrade; it signifies a 

profound reorganization of control, power, and the 

social contract of work. 

India presents a particularly compelling context for 

studying algorithmic management. With over 7.7 

million gig workers engaged across various 

platforms, the country has one of the largest and 

fastest-growing platform economies in the world. 

Among these platforms, Zomato stands out as a 

prominent case. Founded in 2008, Zomato has 

evolved from a restaurant discovery platform to a 

food-delivery giant, serving millions of customers 

through a vast network of delivery partners. These 

partners, often categorized as independent 

contractors, are managed not by human supervisors 

but by a sophisticated algorithmic system that 

determines their work allocation, sets performance 

targets, tracks their every movement, and calculates 

their earnings. 

The significance of studying algorithmic 

management extends beyond academic curiosity. As 

platform work becomes increasingly central to 

employment generation in emerging economies, 

understanding how these systems operate and how 

they affect workers is crucial for policymakers, 

platform companies, and workers themselves. This 

study addresses three critical questions: How does 

Zomato's algorithmic management system function 

in practice? What are the lived experiences of 

delivery partners navigating this system? And what 

implications does this model hold for the future of 

work in India? 

 

This paper contributes to the existing literature by 

providing an empirically grounded, company-

specific analysis of algorithmic management. Unlike 

broad studies of the gig economy, this research 

offers a nuanced examination of a single platform's 

operational model, revealing the complexities, 

contradictions, and consequences of algorithmic 

control. The findings suggest that while algorithmic 

management delivers unprecedented efficiency and 

scalability, it simultaneously creates significant 

challenges for worker well-being, autonomy, and 

fairness, demanding urgent attention from 

stakeholders across the ecosystem. 
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II. LITERATURE REVIEW 

 

The academic discourse on algorithmic management 

has grown substantially over the past decade, 

drawing from management studies, sociology, 

labor economics, and information systems. 

Kellogg, Valentine, and Christin (2020) provide a 

foundational framework, defining algorithmic 

management as a system where algorithms perform 

the three core functions of management: guidance, 

evaluation, and discipline. This framework remains 

influential in understanding how platforms exercise 

control without traditional hierarchical structures. 

 

A significant stream of research focuses on the 

experiences of platform workers. Rosenblat and 

Stark's (2016) seminal study on Uber drivers 

introduced concepts such as the "black box" of 

algorithmic decision-making, where workers are 

managed without understanding the logic behind 

critical decisions affecting their livelihoods. This 

opacity creates power asymmetries that leave 

workers vulnerable to arbitrary outcomes. Similarly, 

Wood et al. (2019) found that algorithmic control 

reduces worker autonomy while intensifying work 

effort, often without corresponding increases in 

earnings. 

 

The Indian context has received growing scholarly 

attention. Tandon and Rani (2021) conducted 

qualitative research on food- delivery workers in 

India, documenting how they develop strategies to 

negotiate algorithmic control. Their findings reveal 

that workers are not passive subjects but actively 

engage in resistance, sharing information about 

algorithmic loopholes and developing informal 

networks to mitigate the system's pressures. 

Chakrabarti and Jha (2021) further explored the 

psychological impacts, finding that constant 

performance tracking leads to heightened stress and 

work intensification among delivery riders. 

 

The regulatory dimension of algorithmic 

management remains contested. Doorey (2017) 

argues that existing labor laws, built around the 

standard employment relationship, are ill- equipped 

to protect workers in the platform economy. This 

observation resonates in India, where gig workers 

occupy a legal grey area, lacking the social security 

and collective bargaining rights afforded to 

traditional employees. The Fairwork India reports 

(2022) have systematically documented these gaps, 

rating platforms against principles of fair pay, fair 

conditions, and fair management. 

 

Despite this rich body of work, significant gaps 

remain. Much of the existing research either adopts 

a broad comparative approach across multiple 

platforms or focuses on Western contexts. There is 

limited empirical research that delves deeply into the 

operational reality of a single Indian platform, 

tracing how its specific algorithms are designed and 

experienced by workers. This study addresses this 

gap by providing a focused, empirical analysis of 

Zomato's algorithmic management system. 

 

III. RESEARCH METHODOLOGY 

 

This study adopts a mixed-method, single case study 

design, enabling an in-depth investigation of 

algorithmic management within Zomato's 

operational context. The case study approach is 

particularly suited for examining contemporary 

phenomena within real-world settings, allowing for 

the triangulation of multiple data sources. 

 

The population for this study comprised Zomato 

delivery partners operating in major Indian urban 

centers, including Nagpur, Mumbai, and Pune. A 

sample of 185 delivery partners participated in a 

structured survey designed to capture quantitative 

data on work patterns, earnings, perceptions of 

algorithmic fairness, and self-reported well-being. 

The survey was administered using a combination of 

purposive and snowball sampling techniques, 

ensuring diversity in terms of age, experience, and 

employment status. 

 

In addition to the survey, 18 semi-structured 

interviews were conducted with a range of 

stakeholders. These included delivery partners (10), 

representatives from gig worker unions (3), labour 

rights experts (3), and former employees of food-

delivery platforms (2). The interviews explored 

themes such as experiences of algorithmic control, 

strategies for navigating the system, perceptions of 

fairness, and views on the future of platform work. 

All interviews were audio-recorded, transcribed, and 

analysed using thematic analysis techniques. 

 

Secondary data sources complemented primary data 

collection. These included Zomato's annual reports, 

blog posts, and public statements regarding partner 

welfare initiatives. News articles from business and 
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technology publications were reviewed to track the 

company's evolving labour practices. Additionally, 

reports from the Fairwork India project and relevant 

legal documents provided context on the regulatory 

environment. 

 

Quantitative data were analysed using descriptive 

statistics, correlation analysis, and t-tests to examine 

relationships between variables such as performance 

metrics, earnings, and stress levels. Qualitative data 

were subjected to thematic analysis, with codes 

organized around key themes including algorithmic 

transparency, perceived fairness, worker autonomy, 

and well-being. The combination of quantitative and 

qualitative data allowed for triangulation, enhancing 

the validity and depth of findings. 

 

A. Hypotheses 

Based on the literature review and research 

objectives, the following hypotheses were 

formulated for empirical testing: 

 

• H₁: Higher algorithmic performance metrics 

(on-time delivery rate, customer rating) are 

significantly correlated with higher average 

hourly earnings among delivery partners. 

• H₂: A higher perceived level of algorithmic 

transparency is significantly correlated with a 

higher level of trust in the platform among 

delivery partners. 

• H₃: Constant algorithmic monitoring is 

significantly associated with higher self- 

reported stress levels among delivery partners. 

• H₄: Algorithmic incentives for faster delivery 

are significantly correlated with self-reported 

engagement in risky driving behavior among 

delivery partners. 

• H₅: Delivery partners show a significant 

preference for human management over 

algorithmic management when resolving 

complex work-related issues. 

 

IV. ANALYSIS & FINDINGS 

 

The analysis reveals a complex picture of 

algorithmic management at Zomato. Survey data 

indicate that delivery partners interact with the 

algorithm on a continuous basis, with 87% reporting 

that their work is assigned through the platform's 

automated system. The algorithm determines order 

allocation based on factors such as proximity, 

availability, and performance ratings, though the 

precise weighting of these factors remains opaque to 

workers. 

Table 1: Demographic Profile of Survey 

Respondents 

Characteristic Category Percentage 

 

 

Age 

18-25 years 42% 

26-35 years 48% 

Above 35 

years 

10% 

 

 

 

Experience 

Less than 6 

months 

23% 

6 months to 

2 years 

51% 

More than 

2 years 

26% 

Employment 

Status 

Full-time 67% 

Part-time 33% 

 

A key finding relates to earnings and performance 

metrics. The analysis reveals a significant 

correlation between algorithmic performance ratings 

and average hourly earnings (r = 0.42, p < 0.01). 

Delivery partners with higher on-time delivery rates 

and customer ratings consistently reported higher 

earnings. However, interviews revealed that workers 

perceive the rating system as arbitrary and subject to 

factors beyond their control, such as restaurant 

delays or customer mood. 

 

Table 2: Correlation Between Performance Metrics 

and Outcomes 

Performance 

Metric 

Average 

Hourly 

Earnings 

Self- 

Reported 

Stress 

On-Time 

Delivery Rate 

0.42 0.38 

Customer 

Rating 

0.35 0.31 

Acceptance 

Rate 

0.21 0.18 

The study also examined the relationship between 

algorithmic monitoring and worker well-being. A t-

test comparing high- monitoring and low-

monitoring groups (based on perceived intensity of 

tracking) found that workers who reported higher 

levels of constant monitoring also reported 

significantly higher stress levels (t = 4.21, p < 0.001). 

One interview participant described the experience: 

"The phone is always watching. If you stop for five 

minutes, the app asks why. You feel like you are 

being chased all day." 
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Fig 1: Self-Reported Stress Levels by Perceived 

Monitoring Intensity 

 

The theme of algorithmic opacity emerged strongly 

from the qualitative data. When asked whether they 

understood how orders are allocated, 62% of survey 

respondents indicated "little" or "no" understanding. 

Interview participants elaborated on this frustration, 

describing the algorithm as a "black box" that makes 

decisions without explanation. One worker noted, 

"Sometimes you are busy, sometimes you are idle. 

You never know why. There is no one to ask." This 

opacity contributes to a sense of powerlessness and 

distrust, with 58% of survey respondents reporting 

low trust in the platform's fairness. 

 
Fig 2: Worker Understanding of Algorithmic 

Decision-Making 

 

Finally, the study explored tensions between 

Zomato's stated welfare initiatives and the 

operational pressures of the algorithm. While the 

company has introduced programs such as insurance 

coverage and educational support, workers reported 

that these benefits do little to mitigate the immediate 

pressures of meeting algorithmic targets. As one 

participant explained, "They give you insurance, but 

they also make you ride faster. The two things don't 

match." 

 

V. DISCUSSION 

 

The findings of this study illuminate the dual nature 

of algorithmic management. On one hand, the 

algorithm enables unprecedented efficiency, 

allowing Zomato to coordinate thousands of 

delivery partners across complex urban 

environments. The platform's success in scaling 

operations and delivering convenience to customers 

is a testament to the power of algorithmic 

coordination. Workers also acknowledged benefits, 

including flexibility to choose working hours and 

the immediate gratification of earnings. 

However, the findings also reveal significant costs 

borne by workers. The constant monitoring and 

performance pressure create conditions of chronic 

stress, consistent with earlier research by 

Chakrabarti and Jha (2021). The opacity of 

algorithmic decision-making, as documented by 

Rosenblat and Stark (2016), remains a persistent 

source of frustration and distrust. Workers are 

expected to optimize their performance without 

understanding the rules of the game, creating an 

inherent power imbalance. 

 

The study's findings support the hypotheses 

proposed earlier. The significant correlation 

between performance metrics and earnings confirms 

that algorithmic performance directly affects 

financial outcomes. The relationship between 

monitoring intensity and stress validates concerns 

about the psychological impact of algorithmic 

control. And the preference for human intervention 

in complex situations, expressed by 71% of survey 

respondents, highlights the limitations of purely 

algorithmic governance. 

These findings have important implications for the 

future of work in India. As platform work continues 

to grow, the design of algorithmic management 

systems will shape the quality of millions of jobs. 

The current model, focused primarily on 

optimization and efficiency, risks creating a 

workforce characterized by precarity, stress, and 

disengagement. However, the findings also suggest 

that alternatives are possible. Workers expressed 

openness to algorithmic management when it is 

transparent, predictable, and responsive to human 

needs. 

The regulatory implications are significant. India's 

recently enacted Social Security Code recognizes 

gig workers as a distinct category, but 

implementation remains uneven. This study suggests 

that effective regulation must go beyond basic social 

security to address the operational realities of 

algorithmic management.  Transparency 
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requirements, rights to algorithmic explanation, and 

mechanisms for human review of automated 

decisions represent promising directions. 

 

VI. CONCLUSION 

 

This study set out to investigate algorithmic 

management and its implications for the future of 

work through a case study of Zomato. The findings 

reveal a complex system that delivers operational 

efficiency while creating significant challenges for 

worker autonomy, well-being, and fairness. The 

algorithm's opacity, the intensity of monitoring, and 

the disconnect between performance metrics and 

worker control contribute to a work environment 

characterized by stress and distrust. 

 

For academics, this study contributes to the growing 

literature on algorithmic management by providing 

an empirically grounded, company-specific analysis 

in an emerging market context. It demonstrates that 

while the general dynamics of algorithmic control 

identified in Western contexts hold true in India, 

they are shaped by local conditions including 

regulatory uncertainty, the nature of urban 

infrastructure, and cultural attitudes toward work. 

For practitioners, the findings suggest that platform 

companies must reconsider the design of their 

algorithmic systems. Transparency, fairness, and 

worker well-being are not merely ethical 

considerations but operational necessities. Workers 

who understand and trust the system are likely to be 

more engaged, productive, and committed. 

Initiatives that focus solely on surface-level benefits 

without addressing core algorithmic design will fail 

to resolve underlying tensions. 

 

For policymakers, this study underscores the 

urgency of developing regulatory frameworks that 

address the realities of algorithmic management. 

Rights to transparency, meaningful human review, 

and collective representation are essential to ensure 

that the future of work is not only efficient but also 

equitable and humane. 

 

Limitations of this study include its focus on a 

single platform and geographic scope. Future 

research could extend this analysis to multiple 

platforms, compare algorithmic practices across 

sectors, and examine how workers' experiences 

evolve over time. Longitudinal studies would be 

particularly valuable in understanding the long-term 

career trajectories and well-being outcomes for gig 

workers. 

As algorithmic management becomes increasingly 

prevalent not only in platform work but across the 

broader economy, understanding its implications 

becomes ever more critical. This study suggests that 

the future of work will be shaped by choices made 

today about how algorithms are designed and 

deployed. Ensuring that this future is one of dignity 

and fairness requires sustained attention from 

researchers, practitioners, and policymakers alike. 
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