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Abstract

Information and communication technologies (ICTs) have become part of human life.
The integration of ICTs into society transforms the way services were delivered. ICTs have
also changed business operations, resulting in multiple opportunities to serve vast regions and
actors and make service delivery efficient. ICTs-led e-commerce, e-governance, e-education,

and telehealth care have provided various opportunities to the associated actors.

Within the digital economy, digital platforms (DPs) have various outcomes for the
associated actors and the potential for growth and development. This study explores the
interactions of digital platforms (DPs) in the mobility space in the global south. This research
aims to explore the interplay of ride-hailing platforms (RHPs) in India. To understand the
interplay of the RHPs, we focus on the interactions between RHPs and associated actors. It
specifically explores the following objectives of usage, impacts, and transition of RHPs with
respect to the associated actors and context. To study the research aim, we adopted the
qualitative approach using the multiple case study approach of RHPs in India. The emergence
of the RHPs involves multiple interactions between associated actors and context. RHPs’
operations, technology and society, have a dynamic interplay. To capture the complex
integration of society and technology, we have considered the multi-level perspective (MLP)
as the main research framework to integrate the research elements along with the affordance
and capability approach to analyse the individual elements. The research findings are arranged

under five sections.

Section one presents the developments at the landscape (macro-level) and niche
innovations (micro-level). RHPs focus on value creation, environment development, and
business during the initial stage. RHPs orient towards value creation to address concerns
associated with landscape developments. The emergence of the RHPs is facilitated by
government support, timing, ICTs infrastructure, regulatory freedom, and encouragement to
start-ups. The factors associated with the RHPs' business and environment developments
influence the position of the RHPs. Section two presents the riders' and non-riders mobility
usage behaviours. The following affordances guide RHPs’ usage: Convenient-travelability,
network-engageability, accessability, directionability, recoverability. These affordances are
supported by digitalisation, diverse choices. These affordances are facilitated by the RHPs’

business strategies related to the customers (incentives, promotions), presence, pricing, types
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of rides, and technologies. The actualisation of the affordances is influenced by the following
conversion factors: ICTs infrastructures, access, and intermodal connections. The income and
reliability of private and public transportation modes guide the non-usage of RHPs. Section
three is about the service provides/drivers' usage of RHPs and provides specific capabilities or
sets of functionings and affordances to them. Four drivers' capabilities are work,
entrepreneurship, work-life balance, and platform interactions. These four capabilities are
influenced by the following conversion factors: social, environmental, and economic. The
service providers' interactions influence their agency. The usage of RHPs has social and
economic impacts on service providers/ drivers. The service providers also experience

inequalities in platform work.

Section four explores the institutionalisation of the RHPs. The following seven
dominant themes guide the institutionalisation of the RHPs’: advocacy as a mobility solution
provider, products and services, users (drivers and taxi operators), technologies, collaborations,
contextualising, and reconfigurations towards sustainable business. These activities have a
reciprocal relationship with the RHPs' ecosystems for their growth and development. Section
five explores the interactions of RHPs' emergence on regulations and incumbents. The findings
show that the RHPs impact the incumbents and destabilise their position. Some of the
incumbents rearranged their resources to compete with RHPs. Regulatory space also
evolves for RHPs.

The research findings suggest that the RHPs’ services create socio-economic value for
the associated actors. RHP establishes itself as a regime player by integrating with associated
actors. The integration of these levels improves the DP ecosystem and its outcomes. RHPs
ecosystem has the following critical factors: access to resources, technologies, skilled human
resources, investment, and regulatory support. RHPs are collaborating with multiple players to
strengthen their ecosystem. RHPs arranged resources to improve mobility modes' accessibility,
reliability, and integration.

This study has the following essential recommendations. The policymakers and
practitioners must be familiar with the landscape developments, business models of RHPs, and
other mobility platforms for relevant policymaking. The involvement of RHPs and associated
players in policymaking would lead to the inclusion of concerns of maximum actors. The
following essential changes can be made based on the RHPs technologies. The mobility service
delivery and traffic management can be co-created and co-designed with RHPs’ technologies
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and the public sector. Public sectors can adopt the RHPs' service models to improve their

services and the accessibility of existing transportation services.

The present research contributes to the literature on digital platforms. The use of
multiple theoretical lenses adds value to the conceptualisation of DPs. This study contributes
to the literature on DPs’ usage by riders and service providers. The capability and affordances
theory contributes to the empirical analysis of the individual actors within MLP. This research
also contributes to affordance theory in the information systems domain. This study adds to the
dimensions of RHPs’ impacts on associated actors. Expanding the digital platforms’ operations
has business opportunities to achieve growth and development. This study shows that having
a DP does not ensure business and efficiency. Instead, it is socio-technical co-evolution that
guides the transitional path of DPs. This study has the limitation that it does not have access to
platforms’ operational data to show how platforms use multiple means to manage various
transactions with actors. Digital platforms evolve and mature with time, so the associated actors
and the longitudinal data can help to compare the present impacts with the past to understand

the shift in the directions

The interactions with the contextual factors influence the RHPs on the legal, market,
and user fronts. The socio-technical transition (STT) of RHPs is the outcome of interactions at

the niche, landscape, and regime levels of MLP.
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T 3R TR Wffehat (3MEHICl-1CTs) A4 Siia &1 few1 a9 78 ¢ | JAS o
TSI 1 Bt Aarsft Bl fIaRd B & TP &) ded foar g1 A 3 syaamy
Tara & i ged fean g, s uRumeey fawma &3 sik siftmarstt &t Ja1 H 3R
4T fIRU &) HIA T & B3 TR U §U & | MRS (ICTs) F A | 3-DIAY, 3-
a1, $-TIH T 3R efiged PR 3 Faftra sifiraran & faftrs sraeR yeH fpu &

fefored sidfararn & Wiar, fafSed wewrd (Sd-Dps) § Fafda sifiAareif sk
famm SR fawr & TuTaell & for fafid osw 81 g sremad af¥ye Sfamn (Global
South) H Mfaferd W # f3fed WewrH (EIUl-DPs) $e¥a=M (interactions) 1 TSdTd
HIdl 8| T8 MY YRA B A3S-2feiT WewhrH (RTIH-RHPs) & TRER fhar 3t ugara
AT B RTIU (RHPs) Bt TRER fobal o ugM & g, g9 Ruadt ik Jafda
A3 & SEAA (interactions) W &M PHfad Hd gl I8 fa9W ¥ I Fefda
fAaTatt iR gl & Ty H SRUIHY (RHPs) & TN, UHTT 3R IREdH (Transition)
& Faffed Il &1 USard &dl § | §H I I8 BT 3100 B & o HRd
T 3RTTAU! (RHPs) & &g 4 el (multiple case study) TRDHIT BT IUART B UMD
i (Qualitative approach) T EVHIUT 3T-TT g1 SRUIT! (RHPs) & Iw&d H ddg
ftFareit & g fafte sia:foramt wnfire €1 SRuadt (RHPs) & Teme, Wenfiie! 3R
TS B T Tfaite IRER fohan gt | TSt iR Wit & Sifed ThihRur IR el
W%ﬁﬂ, BTI';T EE—W uRued (Multi-level Perspective: QTIQFITﬂ MLP) Ca H@Qﬁ%{
ed & ¥U H AF1 g1 Afedird ddl T fazaw 7 & o IwisT Ui (Affordance
approach) 3R &I EBHIVN (Capability approach) & TTY ST deal &I Tbighd fawar
21 2y & sl ) Ui Wet § sgafRyd fear mar g

WS U URERg (Hhl-aad) 3R 3T 39198 (Niche Innovations) (HTS%H)-aad) &
faTI &) TRgd Bl & | SIRTAUT (RHPs) TRIA® TRUT & SR Yed 01, gaiarur fasmma
(@ehid TiRfUfI®! T3, 3R SIaaTd WR & dfad Hd & | Aoy fasM (Landscape
development) ¥ St fAAT3{l &1 G B & ol He Yo o1 3R IW HRTIAUT (RHPs) |
IRTTR & Igd B WHR] JeadT, I, A & R o, Fame wdaar 3R
WE-3Y & WATe gRT JH 11 777 g1 3RTIYT (RHPs) & a9 3R gafaroig
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I ¥ IS HR® ARTIAUT (RHPs) BT FUFT BT TrHIfad Fxd €1 WS &l TaR| 8k TR-
FaR & RUTU! (RHPs) JUART TAER! ! TRdd Bl ¢! FARIREd Spiad RHPs &
IUNT T AR HR §: YRS -am=1-a1wdT, Aead-Hagdr, i, i,
3R gUifGT drgdn| 3 srpiey fefoeagee™ iR fafay fawedl grT gwfda g1 23
TS B TEH! (TieaTeT), Heerft, Fed FeRor, Gardt 3 wopR SR drenfifesa @ waifi
RTIYT (RHPs) B! TGRS IUMHITIA §RTGTH SR AT ] | 3hled Bl dRAddh Ul
fafafed SUdRu HR®1 I THIfad 8idT §: Sedic! fauRaHl, Ugd 3R Zexdlsd
R | ol 3R Irdaies uRag grel & 3ma 3R fayg-taar sIRu=dt (RHPs) & TR-
ITANT B ARG B! |1 WS & JaT Uerarsiiardsd! & R (RHPs) & IUGRT &
IR B, 51 35 AT &MY 3R SISy UG Bl ¢ | IR & & P, ST, Hr-
ST Ta R WehH gearM | ¥ IR &HaT Hgfafad S uidRor sR&! 4 gHIfdd gt
8 I, TeRUg iR ® | T HRE TaT YSIdrsh / JEaR! HI Tord! &I JHIfad
HA & | ARTI (RHPs) & IUANT HT JaT YSTdI3M/=Tads! TR AT 3R i gura
USdl g | a1 yardrai / Si3ar! ot T (Wiew ) & &1 H SRIHMTsT &1 3gyd 8idl &

TS IR RTIU (RHPs) b TRINTADGRUN BI USdTd Bl o | FHafoiad ard v
g SIRUE (RHPs) & GRIFTASRUT BT AFTGRA SRl §: T Ta=iadl THTH Uerd &
¥U H ghTad, TG SR VaTd, IUGNTHd! (ST36R 3R SR 3HaRex), Menfiferar, gga,
TR, 3R Rl srawrg & forg O famamr | 57 mifafaferat &1 3 fasmg ok faw
& forg smRuadt (RHPs) & uilfRufae a3 & Oy yRwR® d&y §1 orT ui fadr ek
TeUTRAT Fdhrdc Taed) TR 3RUIT! (RHPs) & 3Gd &I STadid (Fea-M-interactions) &1
TSdTd $dl ¢ | Fers §ard | fob SIREadt (RHPs) Ue Ul (Edec Taed) & THIfad HRd
g iR 3! fRURY F SRR FRA §1 T8 Teulal EHac Toed) 7 IR & Iy
gferegef B & e 3= It o yafaf®yd fean| smruedt 3 fer fafame =i ot
A Rid giar 81 ol # faem SiRuadt & fiu Were SR e d &R & Ja &

MYy F s Fard § fF MU= (RHPs) Pt Jarg Tefda siftarsit & forg
T 3T e UaT Rl § | SIRTTT (RHPs) Tag 13T & T1Y Teh1ehR0T b
e & Teafers Rfvm 7 Aifaferd W & ¥ # Rfid HRar g | 39 TR & THIHu g
St wifRufaest a1 SR 39 ufkomdl # guR g1 g | 3Ru=dt (RHPs) Tikfufaest & o
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frufafad meayyl eR® & Sare=l, Mafifeal, $Ra AFa SareE, Haw ok Fame
TEIdT d% Ugd| HRUIAUl (RHPs) 30 UIRIRUMIHT dF &I Aolgd a3+ & AT &g
Raenfeal (wiaw) & 1Y g IR 8 ¢ ARTAU (RHPs) A Ta=fidar Al & UgH,
fasaTorar 3R Tl & GUR & fog Teme & a1 g

39 I § fFyfoiad smavge Reel Reuss) g1 Hifa fFafaret &t
TRifte Hifa o & fo uftewy foem (e Saqudc), sIRU=tt & IR Hisd,
3R 3= Tfaritaar wew™l (3R RUTd-RHPs) T uRkfea g =nfeul -ifa fAafor &
RTTT 3R o Aasal (3RRues Tacd) & MR ¥ 3ifiedr siftmdarait
(@) Bt Ridreft 1 wnfia far S| RHPs Urenfiifesal o1 IuanT fafis Jar faaror
&=t § ufkac o & forg faan S b g | TiaRfiaar a1 faaror $iR ararnd Uees &1
3RTIUY (RHPs) &1 URNMIfBaT R Ardwiie & & Iry we-fftfa ik Te-fewmga fean
ST T & | ATaei-ds & 391 Tarsif 3R Hiefal uRde Jarsil &1 ugd # guR & g
RTTY! & Yal Ared DI 0T Thd & |

gaa MY fEed WewrH & Tifig # ONTeH HRa1 g | Fs Dgiad (FaRfesm)
TG BT IUIANT St B SAYRUN (HAGHAZRA T FSiored WewiH) Hdl 5| T8
T RS 3R JaT YSAISH/SRAR! GRT SIU & YA & Alfedd H ARG &l 5
ABISY U (Affordance approach) 3R & BT (Capability approach) oIl JTIRT
TATAUl (MLP) 3 HicR saferd SftFdrell & srqyas fawewor § dveH it ®1 U8
Y LI TOTTel o & H shled &R H Ht aTeH <ot 8 | I8 S1ead SRTAT! 3R g
fATet & 3Tl &Y Sisdr g1 fefved Wewrd & Yoo & faem iR fawr ot
GUTET BT ST 8 | 3 31eqg ¥ UdT Ialdl § fb had St g I saaam 3R gerar gAfyd
&1 Bl B | 3D o, T8 AHIID-adb-1| Ug-[a® ™ § Sl eIl & AhHUIGICT AT
(CifTRe QUaS) o1 ANfaeia BRaT 81 39 gy &) oS I B b 398 wewid &
ORI ST 81 8, 39 a8 U 89 U8 T8I ol Johd fob SRt 3u e &l by
Uefd B I8 8 3R adias Iy § efda fiaarsi & 91y &8 Siaeid (Seve’) B
R T f$Riea wewiH Tmg & a1y fas g oik uftus 8id €, 3afon afia siftmar ek
e Sel (@iigea Srer fazmat # sqard & gHe & e srfid & a1y aeam gumal
! g B H Hag R AHhd g |




RTIUT (RHPs) BT JTHITG-db-db! ThHUI (THICH THTAT (MLP) & 3Tl
= gA1ae), gReg (diswht) 3R T (RFSTH) TR IR $eva=r=g o1 ulRumd 8 | urfiies
BHRDI & Y T B, TR 3R SYTNTGHAT A IR HRTIAUT (RHPs) &1 THTfad
CGI




Table of Content

CRITITICALE ... bbbttt b bR et b et e bbb e reenes i
N 0] 1 1o ST SURUSRTR SRR \Y;
3 SRRSO vii
R 1 01 ¢ o To [F 1 1 o] o RO SRS P PRSPPI 1
1.1 BACKGIOUNG ...ttt bbbttt 1
1.2  Digital Platforms: Area of the StUdY..........cccooiiiiiiiiiii e, 2
1.2.1 Digital Platforms in MODIHITY ..o 3
1.2.2 Ride-Hailing Platforms: An OVEIVIEW ..........coeiiiieiieiieiieie s 4
1.2.3 Ride-Hailing Platforms Impacts: Select StUAIES ...........ccceveiieieiiiiieeeee, 4

1.3 Motivation and need for the reSEarch ..., 7
1.3.1 Initial seeds: Imprints of technology and SOCIELY ...........ccceveiiieieieninieeseees 7
1.3.2 Need Of the STUAY .....cciiiiieee s 9

1.4 RESEAICH PrOJECE .....ciuiiiiiiieieite ettt 11
1.4.1 RESEAICH QUESTIONS ..ottt 11
1.4.2 Conceptual framMEWOIK .........cccoiiiiiiiiiinieee e 11
1.4.3 ReSEArCh MEthOGS........ceciiiiiiiece e 13
1.4.4 Research CONtribDULIONS. ........ccoiiiiiiiiiieieie e 14

1.5 THESIS OULIING ..ottt bbb 14
1.6 Summary and CONCIUSION.........cccciiiiiiieie ettt 16

2 LITErAtUIE FEVIBW ....eoviiiiie ettt bbb e e 17
20 R 1011 oo [0 Tox o] o ST URPRSR 17
2.2 Digital PIatformS........ccooiiiie e 18
2.3 Impacts of RHPS: SeleCt StUAIES.......cc.ciieiiiicicce e 21
2.3.1 Usage of ride-hailing PlIatforms...........cccooiiiiiieiiie e 21
2.3.2 RHPS regUIALIONS .......ccveeiecc ettt 26
2.3.3 RHPs and market iNteraCtions ...........cceoerererinininesieeeee e 28
2.3.4  AlgorithmicC ManagemMent ..........couiiiiiieieie e 31

2.4 State of transportation Services in INdia ...........cccooeiiiiiiiinii e, 32
2.5 CoNCIUAING FEMAIK......cceiiiiiieieie bbb 35

3 Theoretical Framework and Methodology...........cccoviiiiiiiiiiii e, 36
3.1 INtroduCtion: OULHINE.........oii et 36
3.2 Research aim and ODJECHIVES .........ooiiiiiiieice e 36
3.3 RESEAICH QUESTIONS ..ottt bbb 36
3.4 The philosophical Underpinning .......c.ccoceeiiiiiiei s 37

Xi



3.5 Conceptual framEWOIK ..........couviieiiee et sre e 39

3.5.1 Multi-Level Perspective (MLP)........cccoovveiiiiiiiece e 41
3.5.2 Capability APPrOACH .......ccueiiee et 46
3.5.3 AFFOrdance THEOIY .....cc.occieii et 49
3.5.4  SHrUCLUration TREOIY ......icieiiieie ettt sttt re e e e ne e 50
3.5.5 Synopsis of Conceptual framework.............ccooveieeiiiie i 52
3.6 Research Methodology: Research design .........ccooceviriiiiinicicic e, 54
3.6.1 SAMPING TESIGN ...ttt bbbt 54
3.6.2 Data CONBCLION .......ceieieiieie et nee e 55
3.6.3  Data @NAIYSIS....c.eiiiiiiiiiiisiere et nae e 60
3.6.4 Research Methods for research qUESTIONS ...........ccovviriiiniiiei e 62
3.7 Context of the Ride-Hailing Platforms in India..........ccocooeiiiiiiniieee, 63
3.7.1 Context of the study: National Capital Region (NCR), India............cccccvevurrinenene. 63
3.7.2 Ride-hailing PIatforms in INdia. ..........ccooeiiiiiiiiieeeee e 65
3.8 ELhICS IN TESEAICN .....eiiiice e 69
3.9 CoNCIUAING FEBMAIKS .......eeieiiiiiiieite ettt 70
4 Findings: Pre-existing regime, Landscape, and NiChe .........cccccovviiieniiininisiinienen, 71
O A 1011 (T [FTox o] SO SOUS RO PRURPRURPRIN 71
4.2  Pre-existing regime: Incumbent players- Taxis and autorickshaws........................ 71
O N I {1 TSSOSO PRRRR 71
4.2.2 AULO FICKSNAWS .....oeiviiiieiieieie sttt 73
G T =T ] -4 ] SRS 74
4.3  Socio-technical landscape developments...........cccveveeieiieie e, 75
4.4 NICNE INNOVALION ..ottt 79
4.5  CoNCIUAING FEBMATK......c.eciviiieiieeie ettt sre e reere e 84
5 Mobility Usage: Travel behaviour of riders and non-riders ...........ccccccoevevveieiieennenn, 85
T8 A 1011 oo [0 Tox 1 o] ST PRSR 85
5.2 Riders’ characterisation: Access, preferences, and challenges.................ccc.c.......... 85
5.2.1 Choice Of tranSPOIt MEANS .......c..ciiiiiiiieiieri ettt 85
5.2.2 Users’ challenges while travelling to the workplace...........cc.cceoviriiiiiiniiiiennnn, 86
5.2.3 Reasons to use publiC tranSPOrt .........cccoiiereiireriese e 87
5.2.4 Usage duration OF USEIS .........oiiiiiiiiiieieie et 88
5.2.5 Perweek usage of RHPS TaXI........cccouiiiiiiiiiiieieesesieeee e 89
5.2.6 Types of usage of RHPS taXi SEIVICES ........cccoviiiriiiiieieieiese e, 90
5.2.7 TaXi DOOKING ......eiiiiiiiiiieie e 91
5.2.8 RHPS taXi PrefEreNCES .....c.ciiiiiiitiiieieie ettt e 91
5.2.9 Preferences of type of taxis: Ola and UDer.........cccooviiiiiiniee, 92
5.2.10 Payment Of RHPS TaXIS ......cuuiiiiiiieiie sttt 9
5.2.11 Purposes 0Of Use OFf RHPS taXIS........ccviiiiiiiiiiie it 95
5.2.12 Reasons for USiNg RHPS taXiS........cccviiiiiiiiiie i 96

xii



5.2.13 Essential factors in choosing RHPS taXisS .......cccccoviieiieriiieseese e 97

ST BTV (o T= N o od [ o SRS 98
5.2.15 Cancellations 0f RHPS TAXIS .......viiiiiiiieiiie e 99
5.2.16 Concerns related to the usage of RHPS taXiS.........cccccoeiivereiieiieie e 100
5.3  Non-riders characterisation: Access, preferences, and challenges........................ 102
5.3.1 Use of Public transport in @ WEEK ...........cccueiiiieiieci e 102
5.3.2 Two topmost used PUBLIC tranSPOrt .......c.ocoieiiiiiiceeeee 102
5.3.3 Challenges to travelling to the WOrkplace .............ccooeieeieniniiee 103
5.3.4 Challenges in public tranSPOrt...........coeiiiiiiiiiis e 104
5.3.5 Important factors to using public tranSPOrt............ccoovieieiereieir e 105
5.3.6 Reasons to use public tranSPOrt ..........ccoeiiiiriiiiieee e 106
5.3.7 Purposes to use public tranSPOrt ...........coeriieriiiiisieieee e 107
5.3.8 Reasons for traffic CONQESLION .........cccviiiiieiicie e 108
5.3.9 Reasons for not using the RHPS taXi .......cccooceiiiiiiiiiicce e 109
54  RHPS affOrdanCeS.........coiieiiiiiiiee et nnees 110
5.4.1 Convenient-travelability affordance.............ccccooiiiiiiin 111
5.4.2 Network-engageability ..........cccoooiiiiiiiic i 111
5.4.3 Accessability affordance (AA) ..o e 112
5.4.4 Directionability affordances ...........cccccoveiiiiiiic s 113
5.4.5 Recoverability affordance.............cccooiiiiiiiii i 114
5.4.6 Factors enabling the RHPSs affordances...........cccovevviieiicie e 114
5.5  ConCIUING FEMAIK........ccieiiiiecie ettt beente e nne s 117
6 Service Providers Dynamic Interactions: Usage and Impacts ...........ccccccevevvinennen. 119
TR A 1011 (oo [3Tod 1 o] OSSPSR 119
6.2  Service providers: Affordances, functionings, and capabilities.............c.ccccceevenen. 119
6.2.1 WOIK fUNCLIONINGS ....eoviiieciecce et sne s 119
6.2.2 ENtrepreneUIShiD.....cooii i 123
6.2.3 WOrK-Life DAlanCe.........ccooiveiiie e 124
6.2.4 Platforms Interactional FUNCLIONINGS..........occoiiiiiiiiiieeeee e 126
6.2.5 CONVEISION FACIOIS ....cuiiieiiieicie ettt nne s 132
B.2.6  AGBNCY ...ttt 139
6.3 DISCUSSION ....vvetieieeiiestiesieeee st e ste et e st e ste s e s te e e aseesaeesteeseesseeseaneesseeteeneeaseenseanennnens 141
6.4 CONCIUING FEMAIK......ccuiiiiiiiieiteie et 144
7 Algorithmic management of drivers: SOme INSIghtS ... 146
% A {1 oo [FTox 1 o o USSR STPRSRSS 146
7.2 Gigeconomy: RHPS PEIrSPECTIVES ........ccouiieiriieiieie e 146
7.2.1 Induction: Documentation and TraiNiNg..........ccoceriririnierienene s 146
7.2.2 Compensation and INCENLIVES ..........c.cciieiieiii et 147
7.2.3 CONIOL ... ettt bbb e b nne s 148
7.2.4 Support: RHP system support and Customer SUPPOIt .........ccceveeviieiiieeviesiieesinns 150
7.2.5 Rating System iN RHP ......cviiiii e 150



7.3 Impacts of ratings on service providers/ driVers.........ccoccouveiivevesieerieeieeseesesee e 153

7.3.1 Digital records: Algorithmic management ..........cccccveeveeieiieseese e 153
7.3.2 RESOUICE OWNEISNIP ...cuviiiieiiieieeie st e ste et e et e seesae e teete e sraesre e e sraebeaneenneas 156
7.3.3 POWET TEIALIONS ...t bbb 156
7.3.4  INSHEUTIONS ..ottt bbb 160
7.3.5 Control: Ride-Hailing Platform Inclusion and EXclusion .............cccccoevveiiviienen, 161
7.4 CoNCIUAING FEMAIK.......ciiiiiiiiieieeie ettt sre b aneenneas 162
8 Ride-Hailing Platforms: Transition to Institutionalisation ..............cccccccevevieinenee. 163
S J0 A {11 oo [FTox 1 [o] o PRSPPSO 163
8.2  Platforms: Ola, Uber towards and beyond the S-T Regime...........cccccvvnvninienenn 163
ST R O ] F- | N [ To - USROS 164
8.2.2 UDEI 1N INGIA .ttt sttt nreas 175
8.3  Discussion: Dynamic interplay of RHPS...........cccooiiiiiiiee 183
8.3. 1 AQVOCACY ...ttt bbbttt bbbt 184
8.3.2 ProducCt and SEIVICES ........cccueiiiiiiieriieieseese e seesee e see e see e e sae e sreesseaneesnees 185
8.3.3 Users (Service providers/ AriVErS) ........ccccoiierirerirenieeesese s 186
8.3.4 TeCNNOIOGIES......eiuieieeeie et re et ane s 187
8.3.5 COllaDOratIONS. ....cuvevieiieieie sttt 188
8.3.6  CONtEXTUANIZING......cceeiveeiecieecie ettt re e be e are s 191
8.3.7 Reconfiguration towards sustainable business models..............cccocoveivieieiiinnnen, 191
8.4  CoNCIUING FEMAIK........ciieieiiecte ettt beente e sne s 193
9 RHPs Interactions: Regulations and INCUmMbeNts ...........ccccveveiie i 194
T A [ 011 (oo [3Tod 1 o] OSSPSR 194
9.2  Regulations of digital mobility platforms...........ccccoveiiiiiiicie e, 194
9.2.1 Landscape deVelOPMENTS.......c.ccviiieiieie ettt 194
9.2.2 Niche innovations: Protected phase of regulations.............ccccccooveviiiieiecie e, 195
9.2.3 Socio-technical regime: Evolutionary phase ..........ccccceeveiiivieiicie e 196
9.3  Regulatory developments for ride-hailing platforms ..........cccccoocevieiiviieicenienens 201
9.4  Incumbent players- interactions and reSPONSES ..........vevereereereereereeeeseeneaeeseeas 205
9.4.1 IMPACE ON DUSINESS.......oiiiiiiiiiiiiceee s 206
9.4.2 ReSPONSE t0 COMPETITION.......iiiiiiiiiieiieieie ettt 206
9.4.3 PRYSICAI SPACE.......eiiiiiiieie sttt 207
9.4.4 Unions: Fragmented, ineffective lobbying & slow response to competition ......208
9.5  CoNCIUAING FEMAIK......ccuiiiiiiiiiite ittt 210
10 Discussion and CONCIUSION........cccuoiiiieiieiesiese e se e se e sreesae e sreeaesneenreas 211
000 114 oo [ od 1 o] SRRSO 211
10.2 Digital Platforms for Mobility Services: Research OUICOMES...........c.cocvvvrieeennn, 211
10.3 RHPs and associated actors: Dynamic interplay ..........cccooovevieiiiieiie i 212
10.3.1 Landscape: Looking for the change maker...........c.coccveviiiiiiiiic e, 213

Xiv



10.3.2 Niche interactions: Technology and resource SUPPOIt .........cccovvererieereerieseenenns 214

10.3.3 Regime: Co-evolution of RHP NEtWOrK .........cccccveveiieiiiieiic e 215
10.3.4 Regime: Enablers and Darriers.........cccccveieiieieese e 222
10.3.5 REGUIALIONS ...ttt enreebeeneennees 226
10.3.6 INCUMDENTS. .....oiiitiiieiicieeee e bbbt 227
10.4 Summary of key research fiNdings .........ccccovieiiiieii e 228
10.5  IMPHCALIONS.......iiiiiiiiiieieie bbbttt 228
10.5.1 Theoretical CONtIDULIONS .........cooiiiiiiiei e 229
10.5.2 Practical IMPIICALIONS ........ccvoiiiiiiiiiiieieeeee e 231
10.6  Limitations and FULUIE SCOPE........ccuiiiiiiiieiieite sttt 235
10.7  CONCIUSTON. ...ttt ettt e st e be et esreesbeesaeereesteaneeaneenreas 237
BIBIIOGIaPNY ... 239
APPENTIX | oottt bbbt 260
APPENTIX T ottt bbbt 285
LiSt Of PUBIICALIONS.......coeiiiiciece e 325
CUNTICUIUM VI8, ..ot eeaaas 327

XV



List of Figures

Figure 1 Digital platforms multisided approach ... 19
Figure 2_Research philosophical paradigms ...........cccocoiiiiiiiiiiieee e 37
Figure 3 Interpretivism philosSophy ChOICES........cccovviiiiice e 39
Figure 4 Multi-level Perspective on Socio-technical transition...........c.cccceecevieeieiieseeseenee 42
Figure 5_Capability approach for service providers/ drivers ..........ccccooevenenenieninnseeieees 47
Figure 6 RHPS and ATFOrAaNCES ........oovoiiiiiiiiiiieeeee e 50
FIQUIE 7_SErUCLUrAtION PrOCESS ....c.vvivieivieiieesiecieeste e e ee et te e e staeste s e sraesteaneesneesteenneanes 51
Figure 8 Synopsis of conceptual frameWork ...........cccevveieiiiiieeiece e 53
Figure 9 Representation of RHPs and conceptual framework............cccooreniiineniinniieienn, 54
Figure 10 Overview of Ola Cahs WEDSITE ...........ciiiiiiieiee e 66
Figure 11 Overview Of UDEr WEDSITE...........ccviiiiiieiieec e 67
Figure 12 Black -Yellow Taxi and Radio taxi booths ............ccccccviieiieiiiicciece e 72
Figure 13 RHPs developments at the landscape and niche levels ...........c.ccovveiviiiiiciecene, 84
Figure 14 Transportation choice by reSpONdeNtS.........ccoovieiiiiiinisieee e 86
Figure 15 Challenges to travelling to the Workplace ... 87
Figure 16 Reasons for choosing public tranSport ............cccoceiieiiiic i 88
Figure 17 Duration of using RHPS taXiS........ccciiieiiiiiiciicic e 89
Figure 18 Use 0f RHPS taXi IN @ WEEK ..........ciiiiiiiiiieiesie e 90
Figure 19 Types of RHPS taXi SEIVICE USAJE .......eeveirieieriesiesiesieseeiee et 90
Figure 20 TaXi DOOKING.......ccviiiiiecicciece ettt e e e e sre e ens 91
Figure 21 RHPS taXxis PreferenCeS.......cuciieii ettt 92
Figure 22 Ola Cabs PreferenCeS. ..o 93
Figure 23 Uber cab SErvice PreferenCeS. ........cou i 93
Figure 24 Mode of RHPS PAYMENL .........c.ocoiiiiiiee ettt 94
Figure 25 Money transfer for online payment to RHPS...........ccccccooiiiieiiic e 95
Figure 26 Purposes of usage 0f RHPS TaXI ........ccuoiiiiiiiiiiienieeeeeee e 96
Figure 27 Reasons t0 USE RHPS TAXIS .......coiiiiiiiieiiiese e 97
Figure 28 Factors important to use RHPS taXiS ........ccouveiiiiiiiiiie e 98
Figure 29 Surge pricing and riders’ preferences.........oovriiiiiiiiiiiiiieiesesese e 99
Figure 30 Reasons for cancellation of Mdes. ..., 100
Figure 31 Challenges in RHPS TAXIS .....ccoiiiiiiiieieieie e 101
Figure 32_Use of public transportation in @ WEEK .........cccveiieiiiieiiie e 102

XVi



Figure 33 Two most frequently used transport MOUES. .........ccevveieereeiieiieeseee e 103

Figure 34 Challenges to travelling to the WOrkplace ..........cccocvvveiieiiiiesiee e 104
Figure 35_Challenges in publiC tranSPOrt...........ccooveiiiieieiiicee e 105
Figure 36 Important factors in choosing public transport............ccoceoeieieienciineniceee, 106
Figure 37 Reasons to use public tranSPOrt...........cccveivei i 107
Figure 38 Purposes to use public tranSpOrt...........ccoiv e iiece e 108
Figure 39 Reasons for traffic CONQESTION .........cooiiiiiiieic e 109
Figure 40 Reasons for not using the RHPS taXxis..........ccccoiiiiiiiiiiiiceeee e, 110
Figure 41 Riders' and RHPS' affordances ...........ccccovvieiieie s 117
Figure 42 Service providers/drivers’ affordances...........cocevvveveiiieiisiiiieese e 132
Figure 43 Capability and achieved functionings of service providers/ drivers. .................... 142
Figure 44 RHPS rating SYSTEIM .....c.ooiviiiiiiiiieiieeeiee et 151
Figure 45 UDEr AriVEr FALING ...c.eoveiieecic et re e sreene e 152
Figure 46 Presence of RHPs KIOSKSs at Airports, Metro stations............cccoccevvveveevieseennnn, 166
Figure 47 RHPs taxis entry into the taxi regime ..ot 192
Figure 48 SOS (panic button) button installed in RHPS taxis ..........cccovieiiniiininiiieee, 199
Figure 49 Regulatory developments for digital mobility platforms ...........cccccoeveiiiiennennenn, 201
Figure 50 Ola and Uber Parking zone at Terminal IGIA New Delhi.........ccccccoovviviicinenenn, 208
Figure 51 Socio-Technical System of RHPS in INdia.........cccoooviiiiiiiiiieeeeee, 213

XVii



List of Tables

Table 1 DetailS Of FESPONSES ......ccuviiiieiieite ittt 57
Table 2 Demographic details of RHPS riders and non-riders. ..........ccccooeiveiiinvenienieiesieinns 58
Table 3 Archival data of RHPS: Ola and UDEr ..ot 59
Table 4 Research methods to explore research qUESLIONS...........ccccvvevieieiic v, 62
Table 5 Vehicle Populations in New DelNi.........ccccoveiiiiiiieniieseee e 77
Table 6 Sample ratings of an UDer driVer..........c.cooveeiriieesieceee s 153
Table 7 Socio-technical regime enablers and Darriers ..........c.cccoveve i 223

XViii



List of Abbreviations

AT- Affordance Theory

CA- Capability Approach

DPs- Digital Platforms

Gol- Government of India

ICT- Information and Communication Technologies
IGIA- Indira Gandhi International Airport
MLP- Multi-level Perspective

NCR- National Capital Region

NCT- National Capital Territory

NITI- National Institute of Transforming India
RHPs- Ride-Hailing Platforms

STT- Socio-Technical Transition

XiX



