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Abstract:

Research Question (RQ): In this paper, we answer the research question of whether platform
workers harbour a sense of loyalty towards the platform they work for, despite the transient nature
of this work form, the absence of traditional employment benefits and the often-impersonal
relationship between the platform and its workers.

Purpose: The purpose of this paper is to expand the discussion on employee loyalty to the context
of platform work, due to the crucial role employee loyalty plays for both organisations and their
workers — employee loyalty helps organisations retain their workforce and avoid the harms of
employee turnover, while also fostering a sense of belonging and fulfilment among employees.
Method: 20 in-depth semi-structured interviews were performed with food delivery couriers
(working for Wolt and Glovo) from Slovenia.

Results: Our findings show that while this group of workers does display some behaviours which
indicate their loyalty to their platform, such as the fact they mostly speak of the platform positively,
they actively recommend it to their peers and they display relatively high levels of trust towards it,
they do not feel loyal to the extent where they would intend to stay working for the platform
indefinitely.

Organization: These findings are important for the sustainability of the platform economy model,
as they can help reduce employee turnover and consequently improve the consistency and
profitability of digital labour platforms.

Society: Findings on employee loyalty within the platform economy have the potential to decrease
employee turnover, which is currently one of the biggest limitations to collective action in this
sector.

Originality: This is one of the first papers to discuss the phenomenon of employee loyalty in the
context of platform work, as the concept is typically explored in traditional employment
relationships. It contributes to our understanding of whether individuals, platform, or non-platform
economy participants, can develop a sense of loyalty even towards employers who offer suboptimal
working conditions.

Limitations / further research: The current body of knowledge would greatly benefit from a
longitudinal study which could explain how platform workers’ sentiments towards their platform
change over time.

Keywords: employee loyalty, platform work, gig economy, job quality, delivery, precarity.

1 Introduction

Well before the COVID-19 pandemic, EU-CEE countries were faced with significant labour
shortages across various sectors (Astrov et al., 2021). On a company-level, labour shortages
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mean organisations need to pay additional attention to not only how they attract and train, but
also how they retain their workers (Lahkar Das et al., 2013). This is especially important due
to how severe the consequences of a large worker turnover can be (Alvesson, 2000; Phuong et
al., 2020) - it is monetarily and psychologically costly for both the employer as well as the
employee (Ing Chung Huang et al., 2006). Its increasing costs have been the focus of academic
debates for decades (Koch et al., 1978), as high employee turnover harms all industries, even
those where hiring new staff is seemingly easier due to a low required skill level. A study
conducted on factory workers in mobile devices production, for example, showed that high
worker turnover leads to lower product reliability as it increases the share of field failures — the
associated costs are estimated to amount to hundreds of millions of US dollars (Moon et al.,
2022).

Existing literature indicates that one of the ways in which companies can achieve employee
retention is by fostering loyalty among their workers — in fact, some studies indicate that
employee attachment is a more effective predictor of worker turnover than job satisfaction
(Koch et al., 1978). Employees are less likely to quit their organisation if it is »successful in
putting its imprint on the identity of its employees« (Alvesson, 2000, p. 1119). This imprint,
one of the most successful paths to employee retention, is typically referred to as employee
loyalty (Cuong, 2023). The concept can be defined as the employee’s feeling of attachment to
their organisation (Yee et al., 2010), or as »a deliberate commitment to further the best interests
of one’s employer, even when doing so may demand sacrificing some aspects of one’s self-
interest beyond what would be required by one’s legal and other moral duties« (Elegido, 2013,
p. 496). Essentially, loyal employees are more likely to stand by their employer in good and
bad times, which is highly valuable for organisations (Dutta et al., 2021).

The current body of knowledge from the field is largely focused on the importance and effects
of employee loyalty in the context of a traditional workplace (Andriani, 2023; Alvesson, 2000;
Yee et al., 2010; Auer Antoncic€ et al., 2011), which greatly differs from the workplace created
within the platform economy, the focus of this paper. Moreover, authors focus predominantly
on what employee loyalty or lack thereof means for employee productivity and consequently
on the profitability and growth of the organisation they work for (Yee et al., 2010; Auer
Antoncic€ et al., 2011). Additionally, a large strand of literature is focused on customer loyalty
towards an organisation (Lin et al., 2015; Sidharta et al., 2021; Amoako et al., 2021) or even
towards individual service workers (Bove et al., 2006; 2002), while studies focusing on
employee loyalty in the context of platform work are practically non-existent.

This paper fills precisely these gaps in the current body of knowledge by answering the central
research question of whether platform workers feel loyalty towards the platform they work for.
The answers to this research question offer an insight into whether individuals can develop a
sense of loyalty towards employers that provide suboptimal working conditions, even beyond
the platform context. In the context of platform work, these conditions include the often
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isolating (Seetharaman et al., 2021) and precarious (Hauben et al., 2020) nature of work, which
means platform workers are most often independent contractors who are paid on a piece-rate
basis (Hui Huang, 2022). Understanding these questions is not only important for worker
wellbeing and platform profitability, but also holds relevance for other segments of the labour
market, especially the many sectors where employment relationships are growing increasingly
contractual and where short-term contracts are often the norm, not the exception.

This paper is structured as follows: Section 2 provides the theoretical framework on the
determinants and effects of employee loyalty, as well as on the phenomenon of employee
loyalty within the platform economy. Section 3 explains the methodology, and Section 4
presents the results of the study. Section 5 contains the discussion, and a conclusion with
limitations and possibilities for future research can be found in Section 6.

2 Theoretical framework

2.1 The Determinants and Effects of Employee Loyalty

There is no consensus over which determinants contribute most to employee loyalty. In Cuong
(2023), survey data from 225 employees in Vietnam showed that the following five elements
contribute most to employee loyalty: compensation (the most important factor), work
environment, relationships with co-workers, training and development, and job satisfaction. Job
satisfaction as a way to achieve organisational loyalty was also emphasized in a survey with
228 Vietnamese doctors, which showed that income, relationship with colleagues, quality of
treatment, hospital resources, autonomy at work and training, as well as promotion
opportunities were key in achieving high job satisfaction and contributed to high employee
loyalty (Vuong et al., 2021). A survey from Indonesia with 45 respondents showed not only
that compensation has a positive effect on employee loyalty, but also that it contributes to it the
most (Andriani, 2023). Data collected from 10880 employees from Armenia, Azerbaijan,
Kazakhstan, Kyrgyzstan, Russia, and Serbia was used to explore whether there is a link between
employee loyalty and workplace reward policies. Results showed that workers are more loyal
when they expect to be rewarded for their hard work — whether the reward includes money,
opportunities for further skill development or the opportunity to gain more autonomy (Linz et
al., 2015). A survey conducted on 532 employees working in Swedish hotels aimed to develop
and apply a model of employee loyalty (Martensen et al., 2006). From the results of this study,
we can observe that leadership had the biggest effect on employee loyalty, followed by human
relations and values, personal development and competencies, job contents, creativity and
innovation and customer orientation. The authors point out that, interestingly, almost 50 % of
the effect on employee loyalty can be attributed to the characteristics of individual employees
or their jobs (such as personal and competence development or job contents and creativity). In
conclusion, if companies want to retain their workers, they must provide them with good leaders
who are capable of motivating their employees, but also provide them with the opportunities to
work on challenging tasks, develop their career plans, and express their creativity.

192



I1zzivi prihodnosti / Challenges of the Future, Clanek / Article
Avgust / August 2024, leto / year 9, Stevilka / number 3, str. / pp. 190-205.

Studies show that employee loyalty has an effect on firm growth and profitability — having loyal
workers is thus beneficial for employers (Linz et al., 2015). A survey including 210 service
shops in Hong Kong showed that employee loyalty improves the service quality, which leads
to an increase in customer satisfaction and thus customer loyalty, which, consequently,
positively affects the company's profitability (Yee et al., 2010). Therefore, “employee loyalty
is a predecessor of customer loyalty” (Dutta et al., 2021, p. 13). A similar connection can be
observed through a survey with 134 representatives from Slovenian service and manufacturing
companies which confirmed that employee loyalty has an effect on firm growth, especially for
manufacturing companies (Auer Antoncic et al., 2011). Studies also show that workers who do
not feel loyal to their employer are more likely to quit their job, which has a negative effect on
company performance. This can be observed in a study which examined 48 months of turnover
data from a major retail chain in the USA and showed that “employee turnover is associated

with decreased performance, as measured by profit margin and customer service” (Ton et al.,
2008, p. 56).

Besides positive effects on employers, loyalty towards their employer is also beneficial for the
workers, although these benefits are seldom the research focus. In a study by Elegido (2013),
the author finds that employee loyalty can contribute to human flourishing, as it can improve
the workers’ lives and helps them form authentic relationships. Other studies show that platform
workers often feel low levels of relatedness to their jobs and co-workers, as they usually have
no shared spaces or regular meetings (Davidson et al., 2023), which makes it harder for them
to feel loyal to their platform.

2.2 Employee Loyalty in Platform Work

The emergence of the platform economy (also commonly referred to as the gig economy) has,
in some ways, redefined work. If traditional employers hire their workers, platform companies
rely on short-term independent contractors to offer their services in exchange for payment (Behl
et al., 2021). Therefore, platform workers, such as Uber drivers or micro taskers on Amazon
Mechanical Turk, have less in-person interactions with their “employers”, enjoy more
autonomy to work when and how they want (Gleim et al., 2019), work predominantly alone
and are largely managed by sophisticated algorithms which are responsible for task allocation,
performance oversight and the implementation of a customer rating system. Due to the unique
working conditions digital labour platforms offer, it is important to understand how workers
perceive their employment (Davidson et al., 2023) and whether they feel loyal to their digital
employer.

Similarly to traditional organisations, large worker turnover is also an issue faced by platform
companies (Johnston et al., 2018) - while some individuals work for them for a long time, many
quit after they realize their income is lower than anticipated or that the working conditions are
not as advertised by the platform. At first glance, this turnover in a platform economy context,
especially in delivery and ride-hailing, seems to be less problematic, as it appears new workers
are abundant and easy to train. However, studies show that unsatisfied and disloyal platform
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workers can present a threat to the platforms’ profitability. Through survey data from 330 ride-
hail drivers, Maffie (2023) shows that independence is an alternative to exit in the case of many
platform workers. This means that instead of deactivating their platform account, many drivers
create their own illegal taxi services and use the platform as a means to source clients to their
private business — this does not seem to be a challenge, since one of the drivers claimed 10-12
regular client suffices to be independent from the platform. This study shows that the evidently
large worker turnover on digital labour platforms is not harmless, and that while it may seem
like the workers are quitting, they are actually creating competitive businesses and thus taking
a portion of the platform's profits (Maffie, 2023). The difference in nature of platform jobs as
opposed to traditional jobs means achieving loyalty among workers can be challenging. A
qualitative study with 327 platform workers in France showed that their commitment towards
the platform is positively affected by work meaningfulness, which the workers developed
through individual and collaborative job crafting behaviour (Mousa et al., 2023). A survey with
376 white-collar gig workers from several Asian countries showed that another way to improve
employee loyalty and increase gig workers’ retention is through gamification of the labour
process (Behl et al., 2021), which can be defined as the use of rankings, reputation scores and
awards which aim to improve work performance (Krzywdzinski et al., 2021). In a literature
review by Zhang & Liu (2020), the authors explore the main factors of enterprise management
on employee loyalty in the platform economy. They find that employee loyalty is achieved
through enterprise incentive mechanisms (such as rewards for positive performance
assessments and career management which includes promotion opportunities), respectful and
trust-based enterprise management communication and a focus on staff cohesion and a
corporate culture.

3 Method

In order to fully encapsulate the workers’ experiences and sentiments of employee loyalty, a
qualitative case study (Yin, 2014) with 20 semi structured interviews was conducted with
Slovenian food delivery couriers.

Prior to conducting the interviews, we reviewed existing literature from the field of employee
loyalty in a non-platform employment context, as well as in the context of platform work, using
search engines such as Google Scholar and ScienceDirect.

In the second step, we conducted 20 semi-structured interviews. When forming the pool of
interview participants, a maximum variation purposive sampling was used to capture a diversity
of experiences, as we understand that employee loyalty can vary based on worker age,
employment status and education levels (Patton, 2014). Participants were recruited through the
author’s personal network, via street intercepts and then mostly via snowball method where
couriers recruited future participants from their acquaintances. The final sample consisted of
20 food delivery couriers. The interviews were conducted through telephone or video
conferencing tools such as Zoom and lasted 45 minutes on average.
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The final interview sample consisted of workers for two delivery platforms which we refer to
as “Platform 1" and “Platform 2”. The final sample consisted of 7 women and 13 men from the
ages of 19 to 39. Among the 20 participants, 10 worked for the platform as students, while 10
worked as independent contractors. The sample consisted of relatively well-educated
individuals, with 12 participants holding a high school diploma and 8 participants holding a
bachelor’s degree.

All 20 interviews were transcribed and open coded in NVivo (Version 14) according to the
principles of deductive thematic analysis as per Braun & Clarke (2006). Firstly, interview
transcriptions were reviewed closely to get an initial understanding of our data and to note down
preliminary thoughts and potential patterns. In the second step, interviews were coded
according to the three key themes, which were the three elements of employee loyalty as defined
by Dutta & Dhir (2021). Their model measures employee loyalty through a sense of ownership
(whether worker speak positively of their organisation, whether they look forward to their work,
whether they believe the organisation has given them a lot, etc.), trust (whether they believe
management will help them if needed, whether they can rely on their colleagues, etc.) and
willingness to stay (whether workers think about leaving the organisation, if they would chose
this organisation again, if given the chance, etc.). During the coding process, themes were
refined, as the original themes included employee loyalty elements not applicable to the context
of the platform economy. In the following section, participant quotes are used to illustrate to
support the themes.

To ensure the validity and reliability of our qualitative study, data was triangulated with the
researcher’s fieldwork diary, and the results section presents different perspectives of the
participants perspectives, regardless of incidence — the presentation of contradictory statements
enhances the study’s validity (Creswell, 2009). In order to improve qualitative reliability, all
transcripts were re-read several times to eliminate mistakes that can occur during transcription
(Gibbs, 2007).

Before the onset of the interviews, ethical approval from the author’s institution was obtained
for the purpose of this study and all participants provided informed consent for their
participation.
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Figure 1. Research design

4 Results
4.1 Overview

Through literature review and a qualitative study using semi-structured interviews with 20 food
delivery couriers, our goal was to answer the research question of whether this group of workers
harbours a sense of loyalty towards the platform they work for, despite the transient nature of
this work form, the absence of traditional employment benefits anf the often-impersonal
relationship between the platform and its workers.

Results are presented in three subheadings according to the three consitutents of the employee
loyalty model by Dutta & Dhir (2021) presented above.

4.2 A Sense of Ownership

When it comes to a sense of ownership, the first determinant of employee loyalty, which we
observe when employees feel that the organisation they work for belongs to them and vice
versa, we explore whether the couriers speak positively of the platform they work for, whether
they look forward to their job, and whether they feel as if the platform has given them a lot.
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When it comes to the latter, all interview participants agree that the platform has given them
the opportunity to maintain a better work-life balance, as it allows them to work whenever and
wherever they want. In the words of one of the couriers:

“Before, I had two jobs and had a really hard time coordinating both of them with time for
friends and family. Now, the platform allows me to work whenever | want, and | really enjoy
that.” (P4)

There is significant cross-platform variation when it comes to how couriers speak about the
platform they work for. Workers from platform 1 speak highly of their chosen platform, mostly
emphasizing their appreciation of the respectful and friendly courier support centre, while
workers on platform 2 speak poorly of it. Two of the workers stated this:

Platform 1: “Our platform’s staff is very kind, they communicate well, they help us if we make
mistakes and I even have some inside jokes with one of the help centre operators.” (P1)

Platform 2: “My relationship with the platform began well, but they became inconsiderate after
a few months, and I had to wait for payment for a long time.” (P13)

Evidence of loyalty towards one of the platforms is further suggested by the fact that its workers
often express a belief in the superiority of their platform, despite having no first-hand
experience with its competitor. One of the workers told us the following:

“While out platform treats us well, I’'ve heard that the other delivery platform does not work
like that. I heard that they punish you for the mistakes you make and that they are much stricter.”
(P1)

In addition to expressing positive sentiments about their platform, we noticed that couriers
frequently recommend it to their friends and family, which further exemplifies their favourable
perception of the platform. While the participants were not directly asked about whether they
would recommend this job to others, we observe that 8 out of 20 were recruited by their friends
themselves, which is considered a sign of loyalty, as it indicates a sense of pride and trust in the
organisation (Martensen et al., 2006).

In addition to how they speak about the delivery platform, some couriers explicitly state feeling
a sense of belonging and a responsibility to protect the platform’s image and reputation, which
encourages them to be kinder and act more responsibly in traffic. One of them described it like
this:

“When you have a lot of work, you are really trying to be as fast as possible, which means you
drive faster than you should, and break traffic rules. The platform is trying hard to remind us to
drive safely, and I really do try to be careful. At the end of the day, when I’'m delivering for this
platform, I’'m also representing it, so I do my best to represent it well.” (P14)
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Furthermore, one of the couriers distinctly expressed a sense of ownership towards the platform
and was actively contemplating ways in which the platform could improve its operations, which
indicates a deep level of commitment. In the words of one of the couriers:

»I think the platform could promote our services better, I have a lot of ideas on how it could be more
successful. For example, | think we could teach older people how to use the mobile app, because
they do have smartphones, and the app is easy enough for them to use it, but they need some help —
they often stop me and ask about how they could order food too. « (P3)

4.3 Trust

Two factors contribute to the determinant of trust — whether workers feel like they can rely on
their colleagues and subordinates to perform their tasks and support them if needed, and
whether they can rely on the management to resolve their complaints and other problems that
arise at the workplace (Dutta et al., 2021).

Platform work, however, is autonomous and isolating in nature (Wood et al., 2019), which
means workers do not need to rely on their peers to fulfil their tasks. This does not mean,
however, that they do not have contact with their fellow couriers — our observations merely
show that the nature of this contact is predominantly social, not professional. One of the
couriers, for example, described their contact with their peers like this:

“We’re a very connected group, and a lot of us meet daily on a parking lot close to the city
centre where we wait for deliveries. We even had a group chat where we talked about work and
other things.” (P9)

We mostly observe themes of trust arise when discussing the couriers’ relationship with the
platform they work for. For some workers, their trust was based on concrete issues, such as the
quality of the platform’s mobile application, its general work organisation or payment
reliability. This is what they told us about their trust towards their platform.

“I really trust this platform because it has a better app than its competitor, and I also prefer how
the work is organised with this platform. It’s more flexible. “(P3)

“I trust this platform more than the other one because it has a more sophisticated app and a fairer
algorithm.” (P9)

Interestingly, though, a lot of trust and loyalty is based on hearsay or a “feeling”, which can be
observed in the following worker statements:

“I work for this platform because I trust it more, but I don’t know why — it’s just a feeling I
have.” (P5)

“I have more trust for my platform, which is a foreign company, than for its competitor, which
started as a start-up created by three Slovenian students.” (P4)
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The participants’ trust towards the platform largely depends on how much they can trust the
courier help centre to solve their problems quickly, efficiently, and respectfully, but it is
generally very high. Two couriers expressed it in the following way:

“I have really good experiences with the platform’s support, they’re excellent. They’re fast,
responsive and kind, and they make me feel comfortable when | have issues or requests. Even
when you do something wrong, they warn you very kindly.” (P9)

“Even though you don’t meet the support in person, you can see them and chat with them when
you pick up or replace your equipment at their headquarters. They’re always available, you can
even call them, so you’re not just left to your own devices.” (P14)

4.4 Willingness to Stay

When it comes to the workers’ willingness to stay at their selected platform, the focus was
directed to two major questions — firstly, if the delivery couriers are considering quitting this
job, and secondly, if they would choose this platform if they could choose again.

When asked about the former, the majority of participants expressed no intent to remain
working for the platform indefinitely. This includes both long-term workers, who have been
delivering food for several years, as well as short-term workers, who intend on working for a
few weeks or a few months only. Two of them stated:

“The only reason I’'m working for a delivery platform is because I didn’t have enough time to
find a better job.” (P18)

“I don’t really care about whether we have common areas for the couriers, because this job is
just a transition for me”. (P12)

Only one worker stated that he genuinely likes the job and the selected platform and sees
themselves working for it indefinitely:

“I work for this platform because I want to and because I genuinely enjoy it, not because I have
to or because | have no alternatives. | would continue to work for it even if | were CEO of my
own company.” (P14)

While we cannot comment on concrete turnover rates in the Slovenian food delivery platform
sector, as this data is not available, our interviews show that platform work is still not considered
a long-term career option for the majority of participants. This is unsurprising due to the
uncertainty of platform work.

5 Discussion

Our findings show that platform delivery workers exhibit a certain degree of loyalty towards
the platform they work. When it comes to their sense of ownership, many of them feel as if the
platform has given them a lot, as it allows them to better coordinate their job with their personal
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life. This appreciation of the freedom and autonomy offered by digital labour platforms are the
most valued aspects of this work form in other research as well (such as Goods et al., 2019;
Svagan, 2023; Xu & Liu, 2021). Moreover, platform workers in our study exhibit relatively
high levels of trust, which is surprising, since existing literature often shows low trust levels
between platform workers and the platform. For example, an empirical study with 35 Uber
drivers in Paris showed the presence of mistrust between Uber and its workers, which
potentially stems from the replacement of human supervisors with algorithmic control
mechanisms (Wentrup et al., 2019). This finding shows that there is a significant amount of
cross-platform variation in terms of working conditions and workers’ perception of their
platform job. Lastly, our findings show that despite the fact the workers show some degree of
loyalty towards their platform, they mostly do not intend to stay working for it indefinitely.

In addressing the central research question of our paper, whether employee loyalty exists within
the context of platform work, our findings reveal a complex reality. Despite the precarious
nature of their jobs, platform food delivery workers do exhibit a certain degree of loyalty
towards the platform they work for. This is manifested through various behaviours, but mostly
through the fact that workers predominantly speak positively of their chosen platform, that they
actively recommend it to their peers and express a relatively high level of trust in its operations.
On the other hand, food delivery couriers do not seem to have a strong intention to stay working
for their platform, which could be attributed to the physically demanding and often dangerous
nature of the job (Christie et al., 2019) and to financial and social insecurity, which are common
across different types of platform work (Berg, 2016; Xu et al., 2021).

Existing literature highlights the importance of employee loyalty, emphasizing its benefits for
both workers and organisations. Studies show that loyalty not only helps businesses by reducing
turnover and boosting productivity but also enhances employee satisfaction and morale — these
findings apply to platform work as well. Companies who wish to retain their workers should
not only analyse their retention and turnover rates, as these give no insight into the workers’
intention to stay — it is employee loyalty that ensures the workforce stays at an organisation
(Dutta et al., 2021).

More importantly, we argue that employee loyalty has benefits for the working conditions of
platform workers. This is due to the fact that loyalty has the potential to, as can be observed in
empirical studies presented above, decrease turnover rates in platform work, which is currently
one of the main inhibiting factors to collective organisation of platform workers (Johnston et
al., 2018), especially combined with the workers’ lack of financial resources (Porta et al., 2022).
This social fragmentation affects all types of platform work in terms of skill level and work
location (online or location-based) (Porta et al., 2022), and can be observed in our interviews
as well.

Despite the benefits of employee loyalty presented in this paper, however, we must also
emphasize its potential negative repercussions for workers, which are, although rarely,
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documented in some studies (Meschke, 2021). These show that loyal employees are, in some
situations, more likely to be taken advantage of due to their willingness and inclination to make
personal sacrifices for their employer (Stanley et al., 2023). Stanley et al. (2023, p. 1) also show
that workers who consent to the exploitation are more likely to obtain a reputation for loyalty,
and how “these links between loyalty and exploitation have the potential to create a vicious
circle of suffering”.

6 Conclusion

Our qualitative study shows that despite the precarious, transient, and short-term nature of the
job, platform food delivery workers express some degree of employee loyalty towards the
platform they work for. This is mostly observed in how positively they speak of the platform,
and how much they trust it. However, their loyalty does not extend to long-term commitment
to working for the platform.

The findings are significant as they contribute to the academic discourse on the platform
economy and labour dynamics by showing how employee loyalty can develop under conditions
typically characterised as poor. This challenges prevailing theories that associate employee
loyalty with long-term employment stability and comprehensive worker benefits and provides
a foundation for digital labour platforms to explore workforce retention strategies.

However, limitations to this study must be considered. They mostly relate to the fact that the
sample is relatively small and includes exclusively food delivery couriers operating in Slovenia.
This limits the generalisability of the findings, as platform work conditions, which heavily
influence employee loyalty, vary according to national legislation.

As this is one of the first studies to explore the phenomenon of employee loyalty in the context
of platform work, the opportunities for future research are abundant. Future studies could
analyse how the structural features of platform work impact employee loyalty, such as payment
schemes, work flexibility, and job security. Researchers could also investigate the role of
interpersonal relationships and community building among platform workers and how these
factors influence loyalty. Additionally, comparative studies between traditional employment
and platform-based work could provide insights into the unique loyalty dynamics in each
setting. Finally, exploring the effects of regulatory changes on worker loyalty could yield
important findings, particularly in regions undergoing rapid policy evolution related to gig
work.
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Povzetek:
Zvestoba zaposlenih v platformni ekonomiji: Ali obstaja?

Raziskovalno vprasanje (RV): V tem ¢lanku odgovarjamo na raziskovalno vprasanje, ali delavci
na spletnih platformah gojijo obcutek zvestobe do platforme, za katero delajo, kljub prehodni naravi
te oblike dela, odsotnosti tradicionalnih zaposlitvenih ugodnosti in pogosto neosebnem odnosu med
delavci in platformo.

Namen: Namen tega ¢lanka je razsiriti razpravo o zvestobi zaposlenih na kontekst platformnega
dela, predvsem zaradi kljuéne vloge, ki jo ta koncept igra tako za organizacije kot za njihove delavce.
Zvestoba zaposlenih pomaga organizacijam zadrzati svojo delovno silo in se izogniti $kodljivim
posledicam, ki jih prinesejo obsezne menjave zaposlenih, hhkrati pa spodbuja obc¢utek pripadnosti
in izpolnjenosti med zaposlenimi.

Metoda: Izvedli smo 20 poglobljenih polstrukturiranih intervjujev z dostavljavci hrane, ki delajo
prek dveh platform za dostavo hrane, ki delujeta v Sloveniji (Wolt in Glovo).

Rezultati: Nage ugotovitve kaZejo, da platformni delavci izkazujejo nekatere znake pripadnosti
svoji platformi (na primer, da o platformi govorijo pozitivno, jo aktivno priporo¢ajo svojim znancem
in kaZejo razmeroma visoko raven zaupanja do nje), hkrati pa niso dovolj zvesti, da bi Zeleli z delom
za platformno nadaljevati dolgoro¢no.

Organizacija: Te ugotovitve so pomembne za trajnost platformega poslovnega modela, saj lahko
pomagajo zmanjsati fluktuacije zaposlenih in posledi¢no izboljsati doslednost in dobi¢konosnost
digitalnih platform za delo.

Druzba: Ugotovitve o zvestobi zaposlenih znotraj platformne ekonomije imajo potencial zmanjsati
menjave zaposlenih, ki trenutno predstavljajo eno izmed najvecjih omejitev za sindikalno
organiziranje v tem sektorju.

Originalnost: To je eden prvih ¢lankov, ki obravnava pojav zvestobe zaposlenih v kontekstu
platformnega dela, saj avtorji ta koncept obi¢ajno raziskujejo v tradicionalnih zaposlitvenih odnosih.
Clanek prispeva k nasemu razumevanju tega, ali lahko udeleZenci na trgu dela razvijejo ob&utek
zvestobe tudi do delodajalcev, ki svojim zaposlenim ponujajo suboptimalne delovne pogoje.
Nadaljnje raziskovanje: V prihodnosti bi bila zelo koristna longitdinalna $tudija, ki bi lahko
pojasnila kako se mnenja delavcev na spletnih platformah spreminjajo s ¢asom.

Klju¢ne besede: zvestoba zaposlenih, platformno delo, platformna ekonomija, kakovost dela,
dostava, prekarnost.
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