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     ABSTRACT 

 
The COVID-19 pandemic accelerated the expansion of the gig economy, driven by the widespread adoption of 

digital platforms and technological innovations. Although this growth has been thoroughly documented, the 

sustainability of gig work in the post-pandemic period remains underexplored. This study addresses this research 

gap by examining the post-pandemic gig economy, with a particular focus on low-skilled physical gig work in the 

on-demand delivery sector, including e-hailing and p-hailing services. Utilizing a phenomenological case study 

approach, we conducted in-depth interviews with representatives of platform-based companies to gain nuanced 

insights into the factors sustaining the broader gig economy. The study applies a narrative analytical framework 

to interpret stakeholders' lived experiences, complemented by thematic analysis to identify emergent patterns. Our 

findings reveal an optimistic outlook for the gig economy, with platform operators expressing confidence in long-

term sustainable growth. Key drivers include the continuous evolution of digital infrastructure, the adaptability of 

gig platforms to evolving consumer demands, and the resilience demonstrated by gig workers during and after the 

pandemic. However, this optimism is tempered by significant challenges, including restrictive regulatory 

environments, increasing global competition, and complex licensing and compliance processes, which threaten 

the sector’s sustainability. To promote a sustainable and inclusive gig economy, we recommend the adoption of 

flexible regulatory frameworks that reduce bureaucratic hurdles while safeguarding worker protections. Platform 

operators should invest in technologies that enhance worker support, transparency, and training. Additionally, 

collaborations among industry stakeholders and government entities are crucial to developing standards that 

enhance competitiveness and regulatory compliance. This study contributes to the limited body of literature on 

post-pandemic gig work by providing actionable insights and offering a balanced approach to overcoming 

challenges while leveraging opportunities for innovation and inclusivity. 
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INTRODUCTION 
The gig economy started with the introduction of Amazon Mechanical Turk in 2005, giving rise to businesses 

associated with the gig economy. The growth of the gig economy then had its initial inflexion point after the 

Global Financial Crisis in 2008. This trend continued to gain momentum during the worldwide pandemic, as many 

people lost their permanent salary jobs while many businesses turned to short-term or contingent work to sustain 

the business. According to the ADP Research Institute (2022), one-third of the global workforce are gig workers, 

and this number is expected to surpass that of traditional employees by 2030. This implies that the gig economy 

has steadily gained prominence in the labor market and consumer appeal in developed nations since its inception 

(Dupont et al., 2018). As time passes, businesses have grown in size, quantity, and revenue (Duggan et al., 2021) 

which further aggregated the expansion of the gig economy. According to a press release from the World Bank, 

the gig economy has made a significant contribution to the global market, accounting for 12% of it. (Babali, 2023). 

The growing trend of the gig economy is spearheaded by the United States (78%) as the fastest-growing 

freelancing market, followed by the United Kingdom (59%). In comparison, the Philippines and India represented 
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the Asia region ranking 6th and 7th, with a growth rate of 35% and 29% respectively (Global Gig-Economy Index, 

2019). This highlights the growing acknowledgement of the gig economy as a means of earning a living. 
 

BACKGROUND OF STUDY  
On the home front, more than a quarter of the Malaysian total workforce, nearly 40% or 3.9 million people are 

participating in the gig economy (Dhesi, 2023). Despite many positive conjectures of the gig economy, there are 

debates about the sustainability of gig work amidst the interplay of challenges encountered at the individual levels 

as well as the institutional levels. The challenges faced by the individual gig workers are not limited to job 

insecurity, income variability, career path uncertainty, and lack of social protection, while the plights at the 

institutional level are the legal and regulatory system in gig worker's classification, platform policies and dynamic 

business landscape. A recent study by Low et al., (2024) highlights the nuanced perspectives of low-skilled gig 

workers in Malaysia, providing critical insights into the benefits and struggles faced by this demographic. At the 

institutional level, issues such as the legal and regulatory system in gig worker classification, platform policies, 

and the dynamic business landscape further exacerbate the challenges. The gig companies and digital platforms 

face challenges that are no less than those experienced by gig workers, given the dynamic nature of the gig 

economy. Gig companies and platform-based companies are operating in a fast-paced dynamic environment that 

requires constant innovation to stay competitive. The dynamic nature poses challenges in terms of market 

demands, evolving business models and new technologies. Research by Sundararajan (2016) points out the need 

for gig companies and platform-based companies to achieve and maintain innovation and stability. The pressure 

to innovate with evolving business models and technological advancement in terms of managing workers and 

staying competitive affects the gig economy ecosystem. The evolution presents a notable research gap in 

understanding the sustainability of gig work and the gig economy amidst the challenges ahead. 

 

This study endeavours to illuminate the pivotal role of gig work in fostering the sustainability of the gig economy. 

Through a lens focused on low-skilled physical gig work, including e-hailing and p-hailing, we delve into the 

insights provided by gig companies and gig work platform providers (Doe & Roe, 2019). We term the gig 

companies and digital platform providers as “platform-based companies” in this study, which refer to companies 

that utilize technology-driven platforms to facilitate the connection between gig workers and those seeking their 

services. Platform-based companies serve as intermediaries in the gig economy, enabling the matching of supply 

and demand for various tasks or services. Drawing from in-depth interviews, our research employs 

phenomenology and case study approaches to grasp the nuances of post-pandemic gig work dynamics (Brown & 

Johnson, 2021) for the sustainability of the gig economy. 

 

Sustainability in the Gig Economy 
Sustainability in the gig economy has emerged as a critical area of focus due to the increasing prevalence of gig 

work and its societal and economic impacts. Sustainability in this context refers to the ability of gig work structures 

and platform-based companies to provide long-term economic, social, and environmental stability for workers 

and businesses (Wood et al., 2019). There are three pillars of sustainability. Economic sustainability involves 

ensuring fair compensation, job security, and growth opportunities for gig workers (Zhang & Zhang, 2024). Social 

sustainability emphasizes the protection of workers' rights, access to benefits, and the promotion of mental and 

physical well-being (Rasak et al., 2023). Additionally, environmental sustainability examines how platform-based 

companies can adopt greener practices, such as reducing carbon emissions through optimized delivery routes or 

the use of eco-friendly vehicles (Back, A., & Hedblom, 2021). Several studies highlight the precarious nature of 

gig work, underscoring the need for policies and business models that foster equity and resilience. For instance, 

Anwar and Graham (2021) emphasize that achieving sustainability requires collaboration between policymakers, 

platform providers, and gig workers to create a balanced ecosystem that addresses wage disparities and working 

conditions. 

 

The Future of Gig Economy Sustainability 
The future of gig economy sustainability hinges on the evolution of regulatory frameworks, technological 

advancements, and corporate responsibility initiatives. Policymakers are increasingly recognizing the need for 

regulations to safeguard gig workers from exploitation while still enabling the flexibility that gig work offers 

(Stewart & Stanford, 2021). Regulations focused on classification issues, minimum wage requirements, and 

access to social protections are critical to ensuring the long-term viability of the gig economy (Codagnone & 

Weigl, 2023). Technological innovations too, are expected to play a significant role, particularly in the age of 

artificial intelligence (AI). The integration of AI and big data analytics may optimize job matching, improve route 

efficiency for delivery services, and enhance transparency in worker compensation (Tembe et al., 2019). 

Companies that leverage technology to promote transparency and fair practices are likely to gain a competitive 
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edge in the evolving gig landscape. Moreover, the concept of "platform cooperativism" has gained attention as an 

alternative model for achieving sustainability. Platform cooperatives are worker-owned platforms that prioritize 

equitable profit-sharing and democratic decision-making (Scholz, 2023). These models may offer a glimpse into 

the future of sustainable gig work by providing a more balanced distribution of power and resources. 

 

Gig Work in Platform-Based Companies 
Platform-based companies have transformed the way gig work is organized and performed, particularly in sectors 

such as transportation, delivery, and freelance services. These companies utilize technology-driven platforms to 

connect gig workers with consumers seeking on-demand services (Prasetyo, 2024). Examples include e-hailing 

companies such as Uber and Grab, and p-hailing services like FoodPanda and Shoppee, which facilitate rapid and 

convenient matching of supply and demand. The operational models of platform-based companies are pivotal to 

understanding the dynamics of gig work. Typically, these companies employ a commission-based payment system 

in which gig workers are compensated for each task or delivery completed. While this model offers workers a 

degree of flexibility and autonomy, it also raises significant concerns regarding income instability, the absence of 

employment benefits, and management practices driven by opaque algorithms (Prasetyo, 2024). Duggan et al. 

(2020) emphasize the critical role of increasing algorithmic transparency and establishing feedback mechanisms 

to create a more equitable working environment for gig workers. During the COVID-19 pandemic, many 

platform-based companies have introduced initiatives such as contactless delivery, health insurance coverage, and 

mental health support to address the evolving needs of gig workers (Però & Downey, 2024). These adaptations 

not only improve worker safety and well-being but also present a potential blueprint for achieving long-term 

sustainability in the gig economy. By fostering innovation and addressing structural vulnerabilities, platform-

based companies can enhance their operational resilience while contributing to a more inclusive and equitable gig 

work landscape. 
 

METHOD  
Phenomenology is a traditional qualitative research method to understand the meaning of the human experience 

or the life world (Munhall, 2012). Ball (2009) added that the phenomenological qualitative method examines the 

experience of the phenomenon as it unfolds in the participant's consciousness. It aims to exclude the researcher's 

prior knowledge and/or prejudices and describe the facts as they are. In this study, we apply van Manen (2016) 

hermeneutic phenomenology method to explore the sustainability of gig work from the perspective of platform-

based companies. Fuster Guillen (2019) explained that the hermeneutic phenomenology method is commonly 

used in phenomenological research. It helps researchers explore the lifeworld of the respondents, their experiences 

in that lifeworld, what those experiences mean, and the essential meaning of those experiences. Hermeneutic 

phenomenology method combines theory, reflection and practice that interweaves vivid descriptions of lived 

experience (phenomenology) together with reflective interpretations of their meanings (hermeneutics). Through 

the hermeneutic phenomenology method, we reflect on the gathered narratives, applying interpretive frameworks 

to derive deeper insights into the significance of gig work for platform-based companies and gig workers in the 

broader context of the sustainability of the gig economy. 

We first selected a research topic based on our research focus, i.e., the sustainability of gig work; then we analyzed 

the important elements of gig work, with a focus on platform-based companies. The selection was based on the 

rationale that they are the initiators of the digital platform-mediated gig work. Within these components of focus, 

we selected three core elements and developed semi-structured guidelines to explore them. These core elements 

are gig workers’ performance and monitoring, algorithmic management means of gig work, and the future of gig 

work. Subsequently, we carried out semi-structured in-depth interviews with the platform-based companies that 

use digital platforms in managing low-skilled physical gig work and gig workers. Based on the data obtained from 

the semi-structured interviews, we derived and categorized meaningful patterns and units to align with the 

important elements of our study and described the results. We diligently ensure the validity and reliability of our 

findings using the consolidated criteria for reporting qualitative research (Tong et al., 2007). Following Creswell's 

(2013) preferred method for qualitative research, we analyzed the narrative data by utilizing in-depth interviews, 

field notes, and informal conversations. To address the potential weaknesses of the phenomenological method, 

we triangulated the data with different data sources to contrast and validate the existing findings. 

Interviewees Selection 

With the focus of the current study being the low-skilled physical gig work, the criteria for participation in this 

study were: (1) gig companies that offer e-hailing (e.g., transportation) and p-hailing (e.g., door-to-door delivery) 

services, (2) gig companies use digital platforms such as applications in managing gig work, and (3) gig companies 

that have been working since before the worldwide pandemic. We term the gig companies as platform-based 
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companies in this study. The third criterion was established to create a meaningful measure of gig work 

sustainability. We contacted and solicited assistance from Malaysia Digital Economy Corporation (MDEC) Sdn 

Bhd, a government agency under the Ministry of Digital that leads Malaysia’s digital economy. MDEC plays the 

role of shaping and fostering the Malaysian gig economy by encouraging digital entrepreneurship, supporting 

digital platforms, and promoting digital skills development. With the assistance rendered by MDEC, we conducted 

interviews with five management-level employees of low-skilled physical platform-based companies that provide 

on-demand delivery services until we reached data saturation. The researchers contacted and made appointments 

with the identified interviewees by MDEC based on their availability and preferred mode of interview. All of them 

opted for a virtual interview organized by MDEC using MS Team.  

 
Data Compilation 

An interview guide, along with a list of semi-structured questions, was prepared through a comprehensive 

literature review. The data collection spans over three months from November 2023 to January 2024. The in-

depth semi-structured interviews were attended by two researchers cum interviewers to mitigate bias and for check 

and balance purposes. Each interview session began with an introduction by the researchers to establish rapport 

with the interviewees. All interviews were recorded with the interviewees’ consent. The rich verbatim descriptions 

of interviewees were included to support the findings. Meticulous recordkeeping of the data collection process 

was in place to ensure interpretations were consistent and transparent. Data collection and analysis were conducted 

simultaneously, starting from the 3rd interview when the researchers foresaw the plausibility of arriving at data 

saturation in the next interview. The semi-structured interview guideline was supplemented by reflecting the 

themes of the platform-based companies’ experiences identified through data analysis. Each interview session 

lasted approximately 30 to 45 minutes. After the interview, each interviewee was given a token of appreciation to 

recognize their contribution to this study, as informed when they were first approached to make an appointment 

to be interviewed.   

 

DATA ANALYSIS 
The researchers analysed the data by reviewing and focusing on the phenomena experienced by the interviewees 

(Nuzulrudin et al., 2024; Fakhruddin & Zaini, 2024). The recorded interviews were transcribed and the two 

researchers who were involved in the interviews read the transcripts meticulously and did the text separation with 

paragraphing and semantic unit derivation. After classifying and standardizing the semantic and/ or sentences that 

revealed the essence of the phenomena with standardization of words and paragraphing, theme statements were 

extracted from the classified words and sentences, which were then converted into terms that conveyed the 

meaning of these phenomenological experiences. The researchers further engaged in hermeneutic 

phenomenological reflection during the subject analysis. Ambiguity contents that were deemed relevant to the 

study focus were clarified through further communication with interviewees via electronic mail (email) and brief 

telephone conversations.  

 

Data Validation 
We validated the data using the Guba and Lincoln (1989) method via the truth value, the applicability, consistency, 

and neutrality of the findings. For the truth value examination, we shared the qualitative study findings with two 

interviewees (Interviewees 1 and 2) for them to review whether the interview and their experiences were 

accurately captured in the study findings. For the applicability, we carried out the semi-structured interviews until 

data saturation, i.e., no more new content or themes emerged. The data saturation is based on the researchers’ 

experience and knowledge of the subject matter and data analysis as a continuous process instead of a discrete 

step (Glaser, 1967). Following this approach, we conducted the semi-structured interview and data analysis almost 

simultaneously. To ensure data saturation and applicability, we solicited assistance from a gig work mediator 

platform whose services entail sourcing gig workers for businesses and providing onboarding and training, but 

did not participate in the interview, to review the findings gathered. They provided feedback on the similarity 

between the study findings and their own experiences when liaising with gig companies and gig workers. In terms 

of neutrality, it was managed through the sharing of the researchers’ initial theme-related understanding of gig 

work, gig work performance and monitoring, algorithmic management, and the future of gig work, along with 

their assumptions about the same things.  

 

FINDINGS 
Table 1 presents the information of the five interviewees who took part in this study. All of them are at the 

management level with some degree of authority and responsibility in the decision-making process. Their 

positions range from public relations office to chief executive officer (CEO) with a minimum tenure of 3 years 

and above. All of them are from the low-skilled physical on-demand delivery and transportation platform-based 

companies. More specifically, three interviewees are from transportation and logistics-based gig companies, with 
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two of their companies offering e-hailing services and one of them offering mover services. The remaining two 

interviewees are with gig companies that deliver food and/ or good services. In terms of the years of establishment 

of these gig companies, two of which have been operating for twelve years, one for six years and the remaining 

two have been around for four years which started almost before the worldwide pandemic hit Malaysia in 2020. 

 

   Table 1: Profile of the 5 Interviewees 

Company/ 

Respondent 

Gender Tenure Position Type of on-demand 

 delivery 

Years of 

establishment 

 

Location of 

gig work 

A 1 Male 3 Operation 

Manager 

Transportation and 

Logistics 

 

4 PS 

B 2 Male 9 Deputy 

Director 

Transportation and 

Logistics 

 

12 PS 

C 3 Male 5 Public 

Relation 

Officer 

Food and grocery 

delivery 

12 PS 

D 4 Male 6 General 

Manager 

Mover services/ on-

demand transport 

 

6 PS 

E 5 Female 4 CEO Goods/ parcel 

delivery 

4 Sabah 

Note: PS= Peninsular Malaysia 

In our study, a series of verbatim quotes were used to identify emerging themes following the focus of the study 

and the themes of the semi-structured in-depth interviews. Subsequently, these themes were further organized into 

subthemes in order to gain a deeper understanding of the sustainability of the gig economy. We examined the 

responses from the platform-based companies of the gig workers regarding their performance and the monitoring 

system, as well as their practice and experience of utilizing technology in algorithmic management. Additionally, 

we considered their perspectives on the future of gig work and the gig economy as a whole. By analyzing these 

factors, we were able to form a comprehensive picture of gig work and the gig economy. 

Based on our interviews, we learned that platform-based companies use different terminologies to address gig 

workers. Company A considers the gig workers as partners based on the concept that the gig workers are not their 

employees but are partnering with Company A to offer transportation and logistics services to small and medium-

sized enterprises (SMEs) or individual customers. Companies B, C and D addressed the gig workers as riders or 

drivers, while Company E regarded the gig workers as taskers. For our analysis in this study, we use the term gig 

workers to replace the specific terms used by the platform-based companies participating in this study. 

 

Key Themes Related to Gig Work and Gig Economy Sustainability 
Three key themes were discovered in the analysis: (1) Gig workers’ performance and monitoring system, 

(2) Technology and/ or algorithmic management, and (3) Future of gig work and gig economy. Each key theme is 

further divided into several sub-themes.  

 
Key Theme 1: Gig workers’ performance and monitoring system 

Platform-based companies deploy some sort of monitoring system to trace and track the performance of gig 

workers. Through the interviews, it was gathered that the companies integrate real-time tracking, evidence-based 

feedback mechanisms, and customized recommendations for the next course of action as a means of continuous 

evaluation and improvement. The mechanism indicates the commitment of the platform-based companies to 

ensure fairness and proper monitoring systems to mimic full-time conventional employment without taking 

advantage of the gig workers.  

 

Sub-Theme 1.1: Reminder and Warning: Real-time tracking, Telematic data, Alert, Immediate feedback 
The future of the gig economy heavily relies on gig workers, as they are integral contributors to the gig economy. 

As such, the monitoring system is crucial to observing their performance and work-related attitudinal behaviour. 

Companies A to D, located in Peninsular Malaysia, use more integrated advanced technology, while Company E, 
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located in East Malaysia, Sabah utilizes WhatsApp with an administrator to key in information to the portal due 

to the lower level of digital literacy of the gig workers. The gig companies utilize the technology to monitor and 

guide their gig workers. Real-time tracking mechanisms, telematics data and instant alerts are found to be the 

common monitoring tools that are used by gig companies and digital platform providers. The telematics data 

captures various metrics such as driving behavior, customer feedback and rating which indicate the gig workers’ 

performance. Additionally, the data captured also serve as the monitoring systems to remind gig workers of their 

achievements, safety protocols and quality of service. Some platform-based companies have instant alerts in their 

in-house digital applications that are facilitated by telematics and automated systems as a source of monitoring. 

 

“We have a real-time tracking system of our partners by the speed they drove. There is an  

immediate alert, and these are captured in the system.” [Interviewee 1].  

 

“We have several different data that we kept. For e-hailing drivers, we track how they drive, 

  their speed, changing lanes and hard-breaking. We send them reminders and warnings. We  

  will take disciplinary action if they continue to break hard, changing lanes or breaking the  

  laws.” [Interviewee 2]  

 

“Tracking system is there to monitor the driving behaviour. We ensure the safety of our riders  

 and want to have smooth operations of our services." [Interviewee 3]  

 

Sub-Theme 1.2: Fair, Transparent, Feedback Mechanism: Records, Evidence, Trails, Procedures 
The platform-based companies place a strong emphasis on fairness and transparency, particularly in instances 

involving suspension and dismissal. Following these principles, a thorough and well-documented monitoring 

system is established and in place. This monitoring system also captures records and evidence to ensure procedural 

fairness. During the interviews, the interviewees clarified that the monitoring system is crucial for safeguarding 

the rights of gig workers while at the same time ensuring the efficient functioning of gig companies. They also 

stressed the importance of these procedures, stating that in case of grievances or complaints, gig workers 

frequently resort to seeking a resolution through public figures, politicians, or social media platforms. With the 

trials of records, it is shown that proper procedures and due diligence are carried out before making a decision 

such as suspension or dismissal.  

 

“We have clear SOP for disciplinary and suspension cases. Sometimes, the gig workers complained 

 to political figures or somebody. We also keep records of evidences. We have done the right things  

in proper manner.” [Interviewee 2] 

 

“For serious offences such as sexual harassment complained by the customers, we will ask the  

customers to lodge a police report. Same thing for theft. We also work closely with the police in 

 serious offences like this.” [Interviewee 1] 

 
Sub-Theme 1-3: Next course of action: Tips for improvement, Retraining, Customer service training, Severity,  

                            Disciplinary action; Suspension 

The interviewees enlightened that the monitoring system assists in determining the severity of non-serious 

offences. Commonly, feedback stems from customer comments or complaints and is often involved with the next 

course of action, such as suggestions for improvement, recommendations to attend customer service training, or 

re-training if the gig workers have attended previously. 

 

The interviewees shared the possibility of temporary suspension for gig workers who consistently fail to meet 

performance standards or engage in detrimental behaviours. They explained that the suspension serves as a 

consequential measure, signalling the gravity of the situation and providing the gig workers with an opportunity 

for reflection and improvement. Often, suspension and dismal are their last resort as the gig companies need to 

ensure there is sufficient manpower to respond to the demand. 

 

“We give tips for the drivers to improve their services. Maybe smile or be more friendly to  

customers. Sometimes, we recommend the gig workers to attend customer service training,  

or re-training when negative feedback is received.” [Interviewee 1] 

 

“For serious cases like theft and sexual harassment, we pass the case to the police to handle,  

and we terminate the drivers immediately.” [Interviewee 2] 
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Sub-Theme 1.4: Bonus and incentives 

Butschek et al. (2022) have emphasized the fundamental distinction between traditional employment and gig work 

or freelance work, which lies in the flexibility of labor supply. The inherent precarious nature of gig work led to 

the significant roles of bonuses and incentives in motivating workers to perform better and work harder. Various 

studies (e.g., Allon et al., 2023; Fest et al., 2021) have consistently evidenced the positive effect of monetary 

rewards on employee work behavior and performance, particularly in gig work. They claimed that bonuses and 

incentives are commonly used to drive optimal performance and heighten dedication among workers.  

 

The platform-based companies interviewed mentioned the additional schemes implemented, such as bonuses and 

incentives, as part of the performance mechanism offered. Through the interviews, it was learned that gig workers 

who demonstrate exceptional performance by undertaking more tasks and receive good customer ratings are 

incentivized with monetary bonuses. Notably, the platform-based companies have fostered a sense of community 

by establishing a network among gig workers, wherein the experiences of bonus recipients are shared as 

motivational stories to inspire their peers. In terms of incentives, the platform-based companies are partnering 

with workshops that allow gig workers, such as riders and e-hailers, to maintain and service their vehicles at 

optimal prices, thereby minimizing disruptions to their work. Consequently, this streamlined process ensures an 

uninterrupted flow of work for gig workers, concurrently elevating the reliability, quality, and overall reputation 

of the companies.  

 

The insights gathered indicate that a harmonious interplay of bonuses and incentives emerges as a cornerstone in 

sustaining a mutually beneficial ecosystem within the gig economy. These findings are consistent with previous 

studies that have highlighted the importance of recognition and rewards in driving motivation and engagement 

among workers in the gig economy. Acknowledging the efforts and achievements of gig workers through bonuses 

and incentives it creates a more positive and supportive work environment, ultimately fostering a more productive 

and motivated workforce for the sustainability of the gig economy. 

 

“We believe we are one of those companies that offer the highest incentives to gig workers.  

 We give extra cash bonuses such as Touch N Go vouchers for gig workers. This work is based 

 on the percentage of tasks performed. We want to reduce their out-of-pocket expenses, and then 

 boost their productivity. We also invite them to share their experiences in some activities that we 

 organized to motivate their peers.” [Interviewee 2] 

 

“Yes, bonuses and incentives are integral to recognizing our partners' efforts. We team up with  

  workshops to offer practical benefits. So, our partners can head to these workshops and get their  

  tyres changed at a discounted rate or even service their vehicles for free or at a lower cost.”  

  [Interviewee 1] 

 
Sub-Theme 1-5: Supports: Social protection, Self-development  

Despite that gig work is considered on a freelance and contractual basis, the interviewees shared that they 

recognize the importance of providing comprehensive support to their gig workers. They informed that they are 

working with some insurance companies and the relevant agencies to offer similar protection to the gig workers, 

which mirrors that of traditional full-time employees. Some of the platform-based companies reveal that they offer 

extensive self-development opportunities and programs to their gig worker.  

 

“We have the academy for our drivers and riders who want to pursue further studies and get a  

  diploma. We work with some colleges to offer them a discounted rate to get their diploma.”  

  [Interviewee 2] 

 

“We have a strong relationship with PERKESO, EFP and Zakat in 8 states, to offer competitive 

  protection and coverage to our gig workers. They are always on the road. There is a risk. Protection 

  and insurance are a must.” [Interviewee 1] 

 

“There is a financial literacy talk jointly organized by our company with some financial  

institutions. Our gig workers get to learn how to manage their finances.” [Interviewee 3] 

 

Key Theme 2: Technology and Algorithmic Management 

Recent research (e.g., Duggan et al., 2023; Fernández-Macías et al., 2023) acknowledges the extensive use of 

technology and platformization in the gig economy, particularly the use of algorithmic management. According 

to Stark and Pais (2020), algorithmic management entails the employment of algorithms and data-driven processes 
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to oversee, monitor, and enhance various aspects of work and decision-making within organizations, particularly 

in the context of the platform economy, aka digital economy. 

 

To gain further insight into the adoption and usage of algorithmic management in the gig economy, we used the 

phenomenological approach to interview the representatives from platform-based companies. While one 

interviewee was aware of and described the use of algorithmic management in their organization, most of the 

interviewees used terms such as telematics, databases, and big data to describe their company's practices. 

Nonetheless, it is evident that there are some form of algorithmic management systems utilized by these platform-

based companies, and their primary functions may include matching gig workers with customer requests and 

demand, as well as storing and tracking gig workers' records, such as task acceptance or rejection, customer 

ratings, and more. 

 

Sub-Theme 2.1: Matching function, Worker autonomy 

Based on the interview sessions, it was noted that the algorithmic management systems form the backbone of the 

matching functions, despite the different terminology used in respective gig companies. The matching function is 

predominantly based on the availability, proximity and dynamic pricing of the gig work. For instance, the 

algorithms adjust the delivery cost based on the demand and supply, as well as the possible surge charge during 

high-demand areas or peak hours. The algorithm plays a crucial role in providing the technical guarantee for the 

functioning of the gig work and gig economy by way of matching the needs of gig workers and customers, 

considering various factors such as real-time traffic conditions and high-demand hours.  

 

“Certainly! We have in-house applications to function around the on-demand delivery. We connect 

 the merchants with the riders. The systems will also include the peak and non-peak hours that come 

 together with incentives.” [Interviewee 4] 

 

“Our partners wake up and check the Apps. If they are available, they take the job. There are  

  some full-time employees, they checked that the delivery is on the way to their office, and they will  

  take up the job.” [Interviewee 1] 

 

“Most of the gig workers like the flexibility of gig work. Some of them, in the morning,   

  need to send their wives to work, and then they will choose to get off the road. After sending their  

  wives and their kids to school, then, they will continue to take up orders. Some take care of  

  the sick family members, bring them to the hospital, after settling, they switch on to check the  

  job offer.” [Interviewee 2] 

 
Sub-Theme 2.2: Backend system, Performance monitoring (Order acceptance and cancellation, Customer rating). 

The algorithm management is also used to monitor the gig workers’ performance, as informed by the interviewees. 

The algorithms monitor how frequently a gig workers accept an incoming request, or the number of tasks taken 

up by the gig worker. A low acceptance rate will trigger alerts to the platform-based companies to pay attention 

and make decisions. Similar to the case of cancellation. The algorithm management tracks how often the gig 

worker cancels an accepted order. While this function is not observed for Company A, as they consider their gig 

workers as partners. However, a similar concept is applied when their partners have been inactive for a while, the 

system will send an alert to remove the dormant partner from the pool of gig work. Simultaneously, the algorithm 

management system collects and analyzes customer ratings for the quality of service, punctuality and overall 

experience. The information gathered is then evaluated against the performance threshold for reminder or 

suspension from the platform.  

 

“The customers can also give their rating on the platforms, whether they are happy or unhappy  

  with the services. Generally, we Malaysians are very polite people. Seldom that the customers  

  will give a low rating. Even if they are not satisfied, they will give an average rating.”  

[Interviewee 1] 

 

“Gig work is different from the 9 to 5 work. So, we use the apps to monitor the gig  

  workers’ performance. We track their riding speed, which is from their behaviour, and we also 

  see the customer’s rating. Then, we will know whether the gig worker is doing their job 

  or not. Or how well they are doing.” [Interviewee 3]. 

 
Key Theme 3: Future of Gig Work and Gig Economy 

The sustainability of the gig economy inevitably relies on the effective and efficient performance of gig workers. 

Apart from the gig workers’ perspective, which is monitored by the platform-based companies, there are several 
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external factors such as the government interventions with rules and regulations, as well as the customers’ needs 

and satisfaction.  

 
Sub-Theme 3.1: Government intervention. Practical and Realistic 

When asked about the future of gig work and the gig economy, most of the interviewees were very positive about 

it. Two interviewees brought up concerns about the government's intervention with new policies and rulings. 

While recognizing the government's intention to regulate and ensure compliance, the interviewee emphasized the 

need for flexibility and practicality in the implementation of these new rules. In the context of gig work, where 

agility and quick deployment of human resources are paramount, an extended onboarding period could pose 

challenges for both gig workers and the platforms they engage with. The interviewee hinted at the importance of 

finding a balance between regulatory oversight and the operational requirements of the gig economy. They 

suggested that while it is crucial to ensure adherence to standards, there is a simultaneous need to maintain the 

agility that characterizes the gig work context. 

 

“We foresee the bright future of the gig economy in Malaysia. The Government is doing many  

  things to foster it, such as more rules and regulations. For instance, the onboarding process used 

  to be quick and straightforward in the nature of gig work. Before the new rules, a gig worker could 

  apply, we'd verify the information, and within a few days, they could start working. However, with 

  the new regulations, there's been a noticeable change. Now, potential gig workers have to go through  

  additional layers of checks by government agencies, which extends the onboarding time to about one  

  to two months.” [Interviewee 2] 

 

“It's an evolving landscape. The government's efforts are commendable, but there's a need for  

  continuous dialogue. We're hopeful that a balanced approach will be struck to ensure sustained  

  growth and adaptability in the gig economy.” [Interviewee 4] 

 

“As the gig economy grows, more players are entering the scene. This means more gig workers and  

  more companies competing for the same pool of opportunities. It's becoming a real challenge to  

  stand out and secure a steady flow of work. We understand the global nature of the gig economy. We  

  are fear that bigger foreign companies enter our local market, and it could become tough for local 

  gig companies like ours to survive might overshadow local ones. The government should consider  

  some new rules on this, perhaps.” [Interviewee 5] 

 
Sub-Theme 3.2: Accustomed to engaging gig workers, Varied future gig work, and new technologies 

With the prominence of gig work expanding in our daily lives, we are accustomed to it. Also, there is a discernible 

change in societal perspectives towards this form of employment. As individuals become used to accessing 

services through gig platforms, there is a heightened demand for specialized skills and niche services. This trend 

not only sustains the gig economy but also motivates workers to enhance their expertise in specific domains in 

response to the fluctuating demands of a dynamic job market. Moreover, there is potential for numerous new gig 

jobs, such as professional healthcare service delivery. This shift also signifies a transformation in employment 

perceptions. Conventional notions of long-term, full-time employment are gradually being supplanted by a more 

fluid and adaptable approach. People are increasingly recognizing the value of autonomy and the diversity of 

opportunities that gig work provides and are challenging traditional expectations of a career trajectory. 

Furthermore, the interviewees shared their futuristic scene in gig work. One interviewee positively stated the 

possibility of embracing and harnessing new advanced technologies, such as autonomous vehicles and drones.  

 

This forward-looking approach suggests that the gig economy is not just adapting to the present but actively 

shaping the future with cutting-edge technology to revolutionize how gig workers operate, expanding the scope 

of services and increasing efficiency. During the interview, one interviewee highlighted the significance of 

artificial intelligence (AI) and shared the perspective that while AI's commercialization is anticipated, it is 

expected to take some time. In the interim, the interviewee emphasized the enduring importance of the human 

touch, particularly in service-based industries. This interviewee further stated the role of logistics in empowering 

the supply chain in the future landscape of gig work.  

 

“I foresee that in the near future, not only deliver goods, we can deliver doctors too. I think  

  that there would be more services available in terms of freelance and gig work. Moreover,  

  we are now so used to having gig workers do things for us. So, gig work is here to stay.”  

 [Interviewee 3] 
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“We are now all spoiled by the convenient services available. We get gig workers to pick up 

  groceries and deliver packages – it's like having a personal assistant on standby. This is  

 like a new normal, and people are used to it. So, it is certainly positive!” [Interviewee 4] 

 

“With the technology advancing exponentially, maybe we will soon see autonomous vehicles  

 or drones delivering goods.” [Interviewee 2] 

 

“Technology is good. But, I see that it will take some time for Artificial Intelligence to  

 commercialize. Human touch is still much needed in the service industry.” [Interviewee 1] 

 

“We identify ourselves as a technology company and our role is to empower the supply chain  

 system. Of course, there is a bright future for logistics and the gig economy.” [Interviewee 1] 

 

Table 2 summarises both the key themes and the sub-themes in each key theme. 

 

Table 2: Summary of the Key and Sub-themes of Gig Work and Gig Economy Sustainability 

 

Theme Sub-Theme 

1. Gig workers’ performance and 

monitoring system. 

1.1 Reminder and Warning: Real-time tracking, Telematic data, 

Alert, Immediate feedback. 

1.2 Fair, Transparent, Feedback Mechanism: Records, 

Evidence, Trails, Procedures. 

1.3 Next course of action: Tips for improvement, Retraining, 

Customer service training, Severity, Disciplinary action, 

Suspension 

1.4 Bonus and incentives. 

1.5 Supports: Social protection, Self-development 

 

2. Technology and/ or algorithmic 

management. 

2.1.       Matching function, Worker autonomy 

2.2.       Backend system, Performance monitoring (Order 

             acceptance and cancellation, Customer rating) 

 

3. Future of gig work and gig economy. 3.1.      Government intervention. Practical and realistic 

3.2.      Accustomed to engaging gig workers, varied gig work;  

            new technologies 

 

DISCUSSION   
This qualitative study takes an in-depth look at gig work and the gig economy from the perspective of platform-

based companies. The research employed a case study approach, focusing on low-skilled physical on-demand gig 

work, and utilized a phenomenological approach to identify key themes that can inform the sustainability of the 

gig economy. The key themes that emerged are the essentials of performance and monitoring systems; utilization 

of technology and algorithmic management and the future of gig work and the gig economy.  

 

Within the identified themes, we uncovered more specific dimensions of the gig workers' performance and 

monitoring systems. First and foremost, it is the essence of a fair and transparent monitoring system as it provides 

records, evidence, trials, and procedures for evaluating the gig workers' performance. This is in line with Duggan 

et al. (2020)'s emphasis that a transparent monitoring system serves as a double-edged sword to ensure fair 

evaluation of gig workers' performance and a crucial mechanism for addressing grievances and managing 

complaints within the gig economy. It is also noted that with the precarious nature of gig work, a well-documented 

system becomes essential for maintaining accountability and fostering a healthy working environment. By 

implementing real-time tracking, alerts and immediate feedback, it helps to ensure gig workers meet the required 

standards and expectations. Additionally, this serves as a proactive preventive measure for gig workers before 

there are more serious misbehaviours and misconduct.  

 

As part of the performance system, bonuses and incentives are motivators as well as contributors to gig workers' 

overall performance and satisfaction. The precarious nature of gig work further emphasizes the impact of bonuses 

and incentives as their efforts are directly linked to financial and non-financial rewards (Jabagi et al., 2019; 

Butschek et al., 2020). The interviews revealed that the bonuses and incentives come in various forms with the 

objectives of alleviating their financial burdens associated with gig work, such as maintaining their vehicles at 

discounted rates and direct monetary rewards. The representatives of the gig companies shared that these 
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performance systems have been effective in driving the productivity and performance of gig workers. This finding 

is consistent with studies conducted by Mousa and Chaouali (2023) and Jabagi et al. (2019), which highlight the 

significant role of rewards in boosting gig workers' productivity. During the interview, it was noted that in cases 

where an individual's performance was below expectations or considered low which was not a civil offence, there 

were positive mechanisms in place to help them improve. These mechanisms involve offering practical 

suggestions such as attending training or performance feedback sessions to facilitate a culture of continuous 

improvement and to provide employees with the necessary tools and support. 

 

The significant role of technology in managing gig work, particularly in the context of on-demand delivery, is 

undeniable. The interviews informed that the efficient operation of gig work relies heavily on data analytics and 

advanced technological solutions such as telematics and algorithmic management. The algorithmic management 

is leveraged for task allocation and workers’ autonomy, particularly in matching and allocation of tasks based on 

location, proximity, availability and the historical performance of gig workers. During peak and non-peak hours, 

the algorithmic management functions by adjusting the surge charge and estimation of arrival time to give a 

realistic expectation to the customers. The use of algorithm management, enables real-time decision-making, 

leading to the efficiency of the digital platform’s operations. The advanced technology features the adaptability 

function that is very crucial in the on-demand delivery sector to satisfy the customers. Jarrahi and Sutherland 

(2019) and Wood et al., (2019) have underscored the algorithmic competencies in managing the gig work 

transaction in their respective research context of Upwork users and Southeast Asia and Sub-Saharan Africa. To 

this end, it showcases that algorithmic management is central to the operation of gig work and the sustainability 

of the gig economy.  

 

In addition to its matching function, the technology also plays a role in the backend performance monitoring 

system. This includes alerting riders of their driving behavior and providing suggestions for optimal routes. From 

the customers' point of view, the technology has facilitated performance monitoring through review and rating 

systems. Some digital platforms also enable two-way communication for prompt replies, which helps to boost 

overall customer experience and satisfaction. Subsequently, the advanced technology systems act as a repository 

of records that capture the details of each gig worker’s tasks, acceptance and cancellation, timeliness, and 

interactions for two main purposes, such as bonus and incentives reward; and thorough investigation into any 

allegation or report. This digital footprint provides a valuable source of reference for gig companies and digital 

platform providers to analyze or trace the performance of gig workers (Duggan et al., 2020).  

 

The profound impact of the gig economy can be felt at the individual and societal levels (Roy, & Shrivastava, 

2020). It was observed that society welcomed gig work in the past and is now accustomed to the assistance and 

convenience of gig workers. This suggests a notable shift in societal perspectives, with individuals becoming 

increasingly accustomed to engaging gig workers. Through the findings gathered from the phenomenological 

approach, the representatives of the gig companies are very optimistic about the future of gig work and the gig 

economy. The emergence of application-based transportation like ridesharing apps, food and goods delivery 

platforms is a result of technological advancement. These concepts have brought about flexible work and reshaped 

gig work, making it mainstream and creating millions of jobs in the areas of operation. They believe that the gig 

economy holds exciting possibilities such as redefining the traditional employment model as well as expanding 

to a more diversified and niche job that encompasses an array of skills and services.  

 

The way forward seems to open up more opportunities for every individual or existing gig worker to acquire 

versatile skills to enhance their employability across the various digital platforms with the taste of flexibility and 

adaptability. Apart from the window of opportunity, it also foresees a more futuristic side of gig work with the 

potential use of drones and autonomous vehicles in the on-demand delivery sector. In fact, this is not a surprising 

innovation as Uber initiated its autonomous vehicles efforts in 2015 and claimed that autonomous vehicles are 

“existential” to its future (Siddiq & Taylor, 2022). 

 

While the gig economy portrays an exciting frontier, it also comes with some challenges highlighted by the 

interviewees. As the gig economy matures, there will be increased scrutiny and potential shifts in legal and 

regulatory frameworks. Policymakers may address issues such as worker classification, benefits, and protections 

(Però & Downey, 2024). The in-depth interviews revealed that the representatives are hoping that the government 

intervention will strike a balance between flexibility for gig workers and ensuring fair labor practices. The 

interviewees believe that practical and realistic policies are the essence of shaping and addressing the future of 

the gig economy.  
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CONCLUSION  
This study demonstrates that the post-pandemic gig economy exhibits a promising trajectory, driven by the 

transformative integration of digital platforms and innovative performance systems that have significantly 

enhanced operational efficiency and accountability. Through an examination of the perspectives of platform-based 

companies, it becomes evident that the gig economy has emerged as a resilient sector capable of adapting to 

evolving market demands and socio-economic shifts. However, the sustainability of this growth is contingent 

upon the sector's ability to navigate an intricate landscape of challenges, including regulatory complexities, 

heightened global competition, concerns about labor equity, and numerous other factors. These findings highlight 

a dual imperative: fostering an environment that encourages innovation and growth while simultaneously ensuring 

that the rights and welfare of gig workers are adequately protected. The study reveals that judicious management 

practices, coupled with strategic and adaptive governmental interventions, are critical to ensuring the gig 

economy's long-term viability. By addressing structural inefficiencies, streamlining licensing procedures, and 

fostering collaborative dialogues between policymakers and platform operators, it is possible to unlock the full 

potential of gig work as a sustainable economic model. This research concludes that the post-pandemic gig 

economy holds immense promise. Ultimately, its success hinges on the collective ability of stakeholders to 

overcome systemic challenges and foster an ecosystem where gig workers, platform companies, and consumers 

can all thrive equitably. 

 

IMPLICATIONS OF THE STUDY 
The findings of this study have significant implications for policymakers, platform operators, and labor advocates, 

offering a nuanced understanding of the critical factors shaping the sustainability of the gig economy in a post-

pandemic world. From a policy perspective, the research highlights the urgent need for a balanced regulatory 

framework that fosters innovation while addressing the vulnerabilities faced by gig workers. Policymakers must 

craft policies that promote fair labor practices, social protection mechanisms, and streamlined regulatory 

procedures, enabling platform companies to operate effectively while safeguarding workers' rights and well-being. 

For platform-based companies, the study spotlights the importance of adopting adaptive strategies that align 

technological advancements with the human element of gig work. Investments in worker training, transparent 

performance metrics, and fair compensation models are imperative for sustaining a motivated and productive 

workforce, being the crucial element for gig economy sustainability. Furthermore, platforms must engage 

proactively with regulators to shape policies that reflect the dynamic nature of gig work, ensuring mutual benefits 

for all stakeholders. 

 

This study also holds implications for academic and industry discourse by broadening the understanding of gig 

work's role in economic sustainability. The phenomenological approach used in this research provides an in-depth 

perspective on the lived experiences of platform stakeholders, encouraging future research to build on these 

insights by exploring the intersection of technology, labor, and regulation in greater depth. 

By addressing these implications, this research enhances the broader discussion about the future of work and 

provides a strategy for harnessing the gig economy's potential to promote inclusive, sustainable, and innovation-

led growth in the upcoming years. 

 

LIMITATION AND RECOMMENDATION   
There are some limitations outlined in this study. First, this study used a qualitative approach, which is prone to 

bias and subjectivity. Based on the findings gathered, future researchers could explore the use of triangulation to 

delve further into the multi-faceted gig work by examining the subject from various stakeholders, such as the gig 

workers, the platforms and the relevant authorities. This attempt would be able to provide a holistic view of the 

gig economy in a broader spectrum. Additionally, this study uses the case study of low-skilled physical on-demand 

delivery from the perspective of the gig companies. There is a varied gig work that currently getting more 

common, such as high-skilled physical gig work like physiotherapy, Artificial Intelligence (AI) engineers, and 

influencer marketers. Also, a study that investigates the gig workers’ perspectives, such as well-being, would paint 

another side of the gig economy story. Future studies can consider performing a comparative study of low-skilled 

and high-skilled gig work to draw more insight. Lastly, based on existing technology, the findings are current. 

With technology advancing rapidly, it is expected that new insights will emerge in the coming years. 
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