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Deliveroo: Global Food Delivery App

Deliveroo is an on-demand, online food delivery
platform that links hungry people looking for a meal
with restaurants seeking to provide them, using bike
riders/couriers to deliver those meals in a timely
fashion. Deliveroo now operates in almost 800 cities
and towns and works with an estimated 140,000 par-
ticipating restaurants, using around 80,000 freelance
riders/couriers. While Deliveroo started out in 2013
in the United Kingdom, it has spread rapidly and
now operates in the Netherlands, France, Belgium,
Ireland, Spain, Italy, Australia, Singapore, the United
Arab Emirates, and Hong Kong.

Prior to the COVID-19 pandemic, con: e
Deliveroo to avoid the hassle of drixigg an tire
for food, but during the pandemi infhany
ways become an essential -Wetiveroo believes

the pandemic has significan celerated consumer
adoption of food delivery. Deliveroo enables restau-
rants to expand thedr business without building ad-
ditional, expensi fronts, and instead maximize
their existing footphagt and investment. It also pro-
vides an opp@@r for restaurateurs to advi
their offerings e app and launch pro
deals. For i%rs/ couriers, Delivero
ible job that fitsdnto their schedules.

on paper, n-win for all parties.
What make¥ all this possible is a collection of

technologi om databases to record in-coming
orders, to a¥eal-time dispatching system, to smart-
phones, lopd services such as Amazon Web
Services . For instance, AWS enables Deliveroo
to fast-traelg orders using a real-time dispatching and
resource ement algorithm based on Amazon
SageMake ine learning software that analyzes
orders ba; the location of riders, customers, and

restaurants, and then calculates the most efficient
way of dispatching orders and selecting riders. This
system can also apalyze past patterns of delivery
and direct ridéfstodareas of the city where they are
most likely to b @- ed. This software enables rid-
ers to earn more (the® pre paid $10 per delivery) in
the same number offhours and customers to receive
their meals more rapid i
delivery. Deliveroo also

apd features to
customers based on their past ordefs:
Deliveroo to scale its operations, as

so helps
a il Insurance, sick-an
features, to meet fluctuating demand, somethl rAﬂEm{rj}@ w.

became particularly important after the onset of the
COVID-19 pandemic, which resulted in a tripling of
the demand for food delivery. This flexibility also
enabled Deliveroo to introduce new services such as
grocery delivery during lockdown.

Like nearly all “gig-economy” companies,
Deliveroo has not yet recorded an annual profit.
Although its 2019 sales reached almost £772 mil-
lion, its losses for the year also grew to £318 million,
driven largely by ballooning administrative expenses,
including technology. Deliveroo’s operations thus far

be irmerily funded by venture capital. In
@y 20@%& itjonal $575 million by sell-
ing a 16 perce %}? pany to Amazon,
an investment that raise 0 itive con-
cerns, but which was ultimate . by the UK
Competitions and Markets Authori August 2020.

Deliveroo’s business model is based o pay,
drivers below market rates and on the abser{ce O
benefits which are common in most countri
f paid employment. Delivero
fining itself not as a food, de=
a digital platform used by
ontractors. Deliveroo
commission from res-
arging customers a
t riders $10 a delivery.
$10 to $20 an hour,
deliveries. In contrast,
riers in Australian cities
efits, including healthcare,
legal protections offered by
#which pumps the overall compensa-
33 percent to about $30 an hour.
demand “gig economy” companies like
eroo face a number of ongoing lawsuits. For LL’
tance, a French court recently found Deliveroo %

of “undeclared work,” ruling that paying its
s as independent contractors was an atte k
to skirt labor laws. Deliveroo is also facing clai
Belgium that it should be paying payroll taxes\for
the thousands of Belgians riders deliverin S.

In Australia, Deliveroo has been accus ﬁ)la‘c-
ing the Fair Work Act. Lawyers des iveroo
m fails to

contracts as “shams” and say t
pay minimum rates as wi lgbgsllver Work Cover
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to provide for safety training for riders and safety
checks of bikes, resulting in numerous injuries to
riders and pedestrians. The company claims it does
not control workers, while the lawsuits and riders
themselves claim Deliveroo exercises near complete
control over riders by requiring uniforms, dispatch-
ing riders to restaurants and customers, tracking
their performance, and disciplining those who do not
meet its productivity requirements.

Does Deliveroo have a viable business model? In
the past, it has had no trouble attracting riders to
work for below minimum wages. But it is finding it
increasingly difficult to defend the legal status of rid-
ers as contractors. As the global economy expands
again and wages increase, Deliveroo may find its

CASE STUDY QUESTIONS

1. Based on your reading of thefchagter, yhat kind of
business model is Deliv, g Is it different
from or the same as

2. What technologies are us
port its business mogkl?

by Deliveroo to sup-

future growth impaired by labor shortages and rising
wages regardless of the result of the many lawsuits
and court decisions.
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4. What risk factors might limi
the future?
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formation, or services to custo
books, music, and other produ

€ maintainin
on (but cutting print ads)?

contractor?
&sgrowth in

obile ads will account f

ears, advertisers have
traditional channels
online advertising
Marketer, 2020d,

or that attract
retain user at

specialized, dif-
(stickiness). As a
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enue models. Content provide e money by charging for downloads or,

treaming of entire files such as music tracks (Apple Music and iTunes Stor
books or for downloading music and/or video streams (Hulu.com R

). Apple has pioneered and strengthened the acceptance of mic,

sh

rocessing high volumes of very small monetary tran
where xﬁents to $5.00 per transaction). The largest mj ent sys-
tem on the We ]& en Apple’s iTunes Store, which an 1 billion

customers wor ©) indiyi L@ acks for 99 cents and
feature-length movies fortvarigqu ic%.jy



