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Most scholarly discussions around ridesharing applications center on the experiences of the drivers and the
riders (passengers), and thus the role of the owners of the cars, if they are different from the drivers, remain
understudied. However, in many countries in the Global South, the car owners are often different from the
car drivers, and the tensions between them often shape the experience with these ridesharing apps in those
countries. In this paper, we address this issue based on our interview-based study in Dhaka, Bangladesh,
which incorporates semi-structured interviews of 31 Uber drivers and 10 car owners. From our interviews, we
identify the contract models that facilitate the partnership between prospective Uber drivers without a car
and car owners seeking to rent their cars for Uber, describe the tensions between these two parties, provide a
nuanced cultural portrayal of their negotiation mechanisms, and highlight the reasons for which the driver or
the owner leaves Uber. Our analysis reveals how the local adoption of sharing economy amplifies existing
inequalities and disrupts the prevailing social dynamics. We also connect our findings to the broader interests
of CSCW around work, privacy, power and discuss their implications for design and policy formulations.
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1 INTRODUCTION

The number of mobile and online platforms that facilitate a connection between people who have
underutilized assets and people who want to use those assets has been growing rapidly all around
the world. As a result, goods and services that used to be provided by full-time businesses are now
being offered by individuals or peers, which has led to a burgeoning sharing economy [25]. The
CSCW community has examined a wide range of issues related to the design, motivations, and
practices of different sociotechnical systems that leverage sharing economy [43, 56, 85], including
critically examining industry leaders such as Uber and Airbnb [37, 75]. This scholarship has also
analyzed these systems when they are deployed outside the Global North [6, 38, 57, 60, 92]. All
these studies, however, are confined within the duality of owner/provider vs customer — the two
major stakeholders in a sharing economy. When the owner and the provider are not the same
person (for example, an Uber driver renting another person’s private car), different challenges
emerge, which is an understudied area in the CSCW and related literature.

In this paper, we examine this deviation from the basic premise of sharing economy through a
study of car owners and drivers in Uber’s ridesharing service in Dhaka, Bangladesh. Uber’s adoption
in Bangladesh has not only been shaped by technical and bureaucratic means, but also through the
country’s rich cultural norms [60]. In a country like Bangladesh where a high level of collectivism
persists [49], a collaborative platform like Uber initially received a surprisingly underwhelming
recognition from the government, mainly because of a legal barrier [60]. Owning a car is also a
luxury for many people in Bangladesh, especially for people from the middle-class society [15].
This, coupled with a car rental industry that is not matured enough as the Western countries, have
forced a large number of aspirant Uber drivers to rent their car from private owners, who have
become a new party of stakeholders. This work identifies the tensions between these two parties to
bring forward several new economic, political, and privacy discourses around sharing economy.

Prior works around ridesharing services in the Global South have investigated issues related to
labor [6, 60], working hours [6], or earnings of the drivers [6, 38, 57, 60], tensions between drivers
and riders [60], and availability of the vehicles [57, 92]. These studies mainly focused on drivers and
riders and did not capture the dynamics between prospective Uber drivers without a car and car
owners seeking to rent their cars for Uber. A detailed analysis of the complex relationship between
these two parties, and their associated implications have remained understudied in the literature.

Our work intends to fill this gap in the CSCW literature with an interview-based qualitative
study that (a) identifies the contract models that facilitate the partnership between Uber drivers
and car owners, (b) describes the tensions and the complex negotiation dynamics between these
two parties during the course of operating the car, and (c) highlights the reasons for which the
partnership is often terminated, including the reasons for stopping using Uber altogether. These
findings reveal the intricacies and nuances of technology being used as a means of exploitation
for the more powerful car-owner communities, and support the notion that technology amplifies
existing inequalities, as proposed in the “amplifier theory” by Kentaro Toyama [89]. We show how
Uber disrupts the prevailing social dynamics between car owners and their personal chauffeurs,
which is an important trend of the urban culture in Dhaka, Bangladesh. Our findings highlight that
if sharing economy platforms such as Uber are to sustain in the Global South, owners of resources
need to be considered as a major stakeholder group along with service providers and customers.
Additionally, our analysis generates several important design and policy implications for Uber
and we also connect our findings to the broader interests of CSCW around work, privacy, and
power. Taken together, this paper contributes to deepening our understanding of the operation of
ridesharing applications in the Global South from broader social and political perspectives.
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2 RELATED WORK

Sharing economy, which is often identified as peer-to-peer economy [6] or collaborative econ-
omy [25], refers to the idea of sharing goods, exchange of services, among other things with
underlying monetary incentives [82]. Even though the idea of sharing goods, which is at the
heart of sharing economy, has been around for a very long time, sharing economy applications
enabled through digital means is relatively new. These digital platforms have drawn attention
of researchers in both computing (e.g., CHI [6, 22, 57, 61], CSCW [29, 50, 53, 56, 75]) and non-
computing disciplines [32, 33, 39, 48, 72, 86]). In this section, we will reflect upon the literature
that focuses on general sharing economy applications, then concentrate on the politics around
ridesharing applications both in the context of the Global North and the Global South, and point
out the contribution of our research to the existing literature.

2.1 Sharing Economy: Motivations and Limitations

Even though digital sharing economy applications offer the promise of economic benefits and
flexible working hours, the labor ecosystem utilized by these platforms is very complex and do
not necessarily offer the promised benefits. For example, in case of TaskRabbit, an online on-
demand labor supply company, workers shared their dissatisfaction with payment and working
conditions [85]. Researchers have also documented racial bias in listing properties on Airbnb
website. For example, Edelman et al. found that for similar properties, hosts’ race, which could
be inferred from their photos on the Airbnb website, plays a role in the amount they would be
able to charge on Airbnb website [37]. A similar study on Fiverr and TaskRabbit revealed that
gender and race of users are correlated with the ratings of their profile, which is often used as a
selection criteria [43]. Hence, a low rating would potentially end up in low earning for individuals.
Lack of transparency in the rating system has also been studied in sharing economy platforms. For
example, Raval et al. found that Uber and Lyft drivers were frustrated with the rating system since
the passengers did not know that anything less than five (out of five) is perceived as a bad rating
and such underlying rating structure was never revealed to them through any kind of guidelines
by Uber or Lyft [75]. Another study has reported that lack of transparency in the functionality of
algorithms on Airbnb platform is a source of frustration for hosts [56].

In a work similar to ours, Chen et al. investigated the role of a new stakeholder [31], namely, car
rental agency, in the ridesharing industry of Taiwan, which emerged due to new regulations in the
country. However, these car rental agencies in Taiwan do not necessarily own the cars — drivers
still drive their personal cars but they have to transfer the ownership to one of these agencies to be
able to drive for Uber under the new regulations. The paper also reported that no real day-to-day
interactions are required between the agencies and the car drivers. In case of Bangladesh, however,
the car owner owns the car in the first place and Unlike Taiwan, the drivers in Bangladesh do
not have to pay the intermediary (the car owners) just to drive for Uber, they pay for using the
resources. However, this also makes the role of Uber drivers in Bangladesh unclear because they
are not involved in any kind of financial transactions with Uber and after their initial registration
with the fleet, Uber never corresponds with them. The car owners are responsible to pay Uber’s
commission fee and this makes the business model of Uber Fleet in Bangladesh different than that
in Taiwan.

In their important study [64], Ma et al. analyzed Uber drivers’ posts and comments on a U.S.-based
forum and applied the Stakeholder Theory to identify and report two primary stakes of drivers in
Uber: earning a reasonable wage and doing so with a degree of autonomy. Our findings reflect how
the income and the autonomy of drivers are impacted by the introduction of car owners as a new
group of stakeholders.
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2.2 Ride Sharing in the Global South

As discussed above, studies in the Global North reveal the embedded social and political tensions
in the local communities that are often amplified and manifested through the sharing economy
applications. However, issues and challenges with respect to the sharing economy platforms,
especially ridesharing applications, get more complicated with the unique labor structure in the
context of the Global South. Sharing economy applications, often originated and designed in the
Global North, do not translate to the need of the consumers in the Global South. For example,
Kasera et al. found that ridesharing applications do no match the “tempo” and “pace” of drivers in
Namibia and recommended that drivers should have the opportunities to locate riders in a more ad
hoc way [57]. Kumar et al. unpacked the tensions between drivers and riders, which originated
from non-transparent fare charges from Uber’s mobile application in Bangladesh [60]. Ahmed et al.
studied an India-based ridesharing company, Ola, and found that despite the promise of improved
working conditions, the working hours or the earnings of the drivers did not change by enrolling
into the ridesharing application [6]. All these works investigated the challenges of the drivers in
regard to dealing with the passengers or using the platform but did not consider the car owners
as a major stakeholder. Unlike the visible ownership structure of shared assets (e.g., cars in Uber,
houses in Airbnb, etc.) in the Global North, the ownership and circulations of assets for sharing
is quite complicated in the Global South. In fact, Kumar et al. pointed out that the drivers who
used to give rides to riders, often did not own the car [60]. A similar trend was also documented in
Mexico [38] and South Africa [92], among other countries. Although these studies mention the
complicated structure of car sharing with the drivers, to the best of our knowledge none of the
studies unpack the complicated dynamic relationship between car owners and drivers, and its
associated implications. Our work intends to fill this gap in the literature.

2.3 Complex Negotiation: Ambiguity, Connected Lives, and Temporality

The owners and the drivers of Uber cars operate under different contract models and they go through
a complex negotiation process that is not only shaped by the local culture, but also influenced by
ambiguity of the platform, relationship between economic transactions and personal intimacy, and
temporality of work.

Research works in Western settings examined the role of ambiguity in design and argued against
ignoring or repressing ambiguity as a resource for design [19, 41]. In her work on innovative
negotiations between a gig economy platform and a labor union in Australia, Kate Minter brings to
the fore the issue of ambiguity as to whether those gig workers who provide services via job sites
should be considered as independent contractors, dependent contractors, or employees [69]. She
highlights this as a major challenge to design digital platforms for the gig economy. In the context
of the Global South, where power relationships are generally asymmetric, ambiguity favors the
more powerful party during any negotiation process and this has been reflected in our findings.

Sociologist Viviana Zelizer offers a few important perspectives on complex negotiations in her
inquiry on money and intimacy. She argues against the “hostile worlds” view, which affirms that the
spheres of intimacy and the economy are incommensurable. She also dismisses the polar opposite
“nothing but” argument that attempts to explain intimate relationships by the logic of markets.
Instead, she proposes the perspective of “connected lives” by arguing that there is a permeable
boundary between money and intimacy. She demonstrates how people leverage economic exchanges
to create, maintain, and renegotiate important ties to other people. Our findings regarding the
negotiation dynamics between Uber car owners and drivers resonate with this perspective.

In her work on the cultural politics of temporality [83], Sharma interviewed traditional taxi drivers
who pointed out two notions of work temporality. On the one hand, driving a taxi allows them to
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work on their own time and offers an additional source of income for those who work multiple
jobs. Their labor is thus configured over time in a manner that is both flexible and productive. On
the other hand, they also mention that their labor is configured along the temporal rhythm of their
passengers’ days and they have no control over time in this job as they have to spend a lot of time
waiting for passengers or responding to their needs to reach a particular place by a particular time.
Our work is informed by this notion of temporal labor as flexibility is an important consideration
for drivers who work for Uber [75].

3 UBER, UBER FLEET, AND BANGLADESHI URBAN TRANSPORTATION

Due to increasing population and weak infrastructure, transportation has become a major issue for
most urban people in Bangladesh [65, 91]. The number of registered private passenger cars is less
than 250,000 in the capital city of Dhaka [2, 28], which has an estimated population of more than
20 million [21]. These cars are mainly owned by the upper and the upper middle class members of
the society and the majority of them hire a personal chauffeur in exchange of a monthly payment
of around 10,000 to 15,000 taka. Although the rest of the population in Dhaka traditionally rely
on public bus, motor cycle, or rickshaw for commuting through the city, there has always been a
growing demand for a cheaper alternative to private passenger cars and taxi cabs, mainly because
of road accidents, traffic jams, air pollution, and safety concerns, among other things.

Against these backdrops, Uber launched their operation in Dhaka in November, 2016 [52].
However, it faced backlash from the government within a few days and got banned because of
legal concerns associated with the use of private vehicles for commercial ridesharing purposes [66].
After a series of legal reforms [67], tensions between Uber and the government ended [46] and
Uber continued its operation along with a few other local ridesharing apps such as Pathao [34],
Sohoj [78], and Obhai [35].

As the Uber Fleet app! is extensively used by car owners we interviewed, we provide a brief
description of its features. The app has been designed to offer more flexibility to car owners and
drivers. This app allows multiple users to join a fleet where the fleet manager is usually a person
with multiple cars who rent those cars to drivers who do not own a car. This is done in exchange
of a daily or a weekly rental fee, which is determined by the fleet manager. Even if a driver owns a
car, by joining Uber Fleet, it is possible to gain access to more expensive cars and drive for higher
service levels. For example, a sedan owner can join a fleet to drive an SUV and earn more money per
trip. Although the name “fleet” suggests that one needs to own multiple cars to become a manager,
it is possible to run a fleet with just one vehicle. The app offers a few features that are helpful to
manage a fleet:

Live Map. The map allows the manager to track the status and monitor the safety of drivers and
partners in real-time. Depending on a driver’s status, it shows if the driver is “on trip”, “online”, or
“offline”.

Fleet Performance. This feature allows the manager to view fares, trips, and other quality metrics
for the fleet in a single view.

Driver Partner Payments. This interface helps the manager to get details about all driver transac-
tions such as weekly earnings, expenses, and payouts.

Fleet Match. This feature allows the manager to browse profiles and contact drivers who are
willing to join a fleet?.

Driver Profiles. This interface is for the drivers where they can view pay statements, online trip
activity, and overall performance.

Ihttps://play.google.com/store/apps/details?id=com.ubercab.fleet
2This feature was not available in the local version of the Uber Fleet app in Bangladesh during the time of our study.
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Uber mediates the creation of a fleet. The owner needs to register the fleet with Uber. Previously,
to add a new driver, both the car owner and the driver had to go to a local Uber office together.
More recently, a new feature has been added where one party can make a joining request through
the app. The other party then calls the Uber helpline to verify the request. Similarly, to remove a
driver from the fleet, the owner needs to call the Uber helpline. No entry fee is required to join a
fleet and there is no provision for a driver to join more than one fleet at the same time. Apart from
creation of a new fleet and adding or removing a new driver, Uber takes no other responsibilities
for managing the fleet. The owner is solely responsible for paying Uber’s commission for the fleet
and the driver is not held accountable for this payment.

As mentioned above, private cars are mainly owned by the upper and the upper middle class
members of the society in Dhaka and these professional people and businessmen are reluctant to
become an Uber driver. As a result, they look for prospective Uber drivers without a car to form
a partnership. The main purpose of our study is to examine the nature of this partnership and
explore the tensions and challenges that take place between car owners and drivers during the
course of this partnership.

4 METHODS

All the researchers of our team are born and brought up in Bangladesh, and fluent speakers of
Bengali. We conducted our fieldwork from February to August of 2019. During this period of time,
one member of our team conducted the interviews with the drivers and the car owners.

For recruiting the drivers, we took Uber rides. After the completion of our rides (and rating
the ride), we asked the drivers if they would be interested to participate in our study. Then we
conducted semi-structured interviews with the interested drivers by the side of the road. Each
interview lasted for 20 to 30 minutes. While participation in our study was completely voluntary,
the drivers were compensated with 300 BDT ? for their time, which was equivalent to the average
income of the drivers if they gave a ride. We kept interviewing the drivers until we reached a
theoretical saturation [77]. By then we had interviewed a total of 31 drivers. The details of the
drivers’ demography have been presented in Table 1.

During the same period of time, we also conducted the interviews of the car owners. For this,
we first started with three people in our social network who owned a car and used their cars for
Uber with a driver. After interviewing them, we used snowball sampling [42] to recruit more such
car owners with the help of the existing pool of participants. We continued to use this method to
interview them until we reached a theoretical saturation. By then, we had interviewed 10 car owners
in total. The details of the demography of the car owners have been presented in Table 2. Each
interview lasted for 30 to 45 minutes. The interviews were conducted at various public places (parks,
restaurants, etc.) that were convenient for both the interviewer and the participant at a mutually
convenient time. Participation in our study was voluntary and none of the car owners agreed to
take any compensation for participating in this study (we explicitly offered them compensation,
and they denied*).

Since we seek to identify the role of car owners — a new group of stakeholders in the ridesharing
platform, we describe in more detail the background of each owner:

O1: Bought the car for personal use but as it was not being used frequently, rented it for Uber.
The income from the car is fairly stable.

02: Two cars are operated by two different drivers. The income is relatively low.

30ne USD is approximately equivalent to 85 BDT at the time of writing this paper.
41t should be noted here that, in Bangladesh, paying money for “talking” to a person is culturally awkward. Hence, unless
the participants use their work time for the interviews, they do not want to take compensations.
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Driving | Duration
Name | Age I\I/Ilfclz)t;{:y Workload in Contract
(USD) (Hours Uber Model
/Day) (Months)

D1 28 155 8 6 Salary
D2 35 260 11 24 Share
D3 48 250 13 25 Rent
D4 35 180 12 3 Share
D5 55 - 11 - Rent
D6 25 215 8 8 Share
D7 28 240 13 1 Rent
D8 32 250 12 6 Rent
D9 38 190 10 13 Rent
D10 29 260 14 12 Share

D11* | 35 215 10 4 Salary
Di12 24 240 10 5 Rent
D13 30 180 8 8 Share
Di4 35 240 12 25 Rent
Di5 45 225 12 1 Rent
D16 56 165 7 24 Salary
D17 41 380 14 22 Share
D18 50 320 12 5 Rent
D19 35 295 12 5 Rent
D20 45 330 14 18 Rent
D21 28 285 12 8 Rent
D22 30 240 10 9 Salary
D23 25 190 10 3 Rent
D24 35 165 9 1 Rent
D25 40 215 10 6 Share
D26 33 240 14 24 Rent
D27* 45 285 12 4 Share
D28 28 200 7 2 Salary
D29 50 285 12 6 Rent
D30 43 250 10 5 Rent
D31 35 250 12 12 Share

170:7

Table 1. Demography of interviewed drivers. The asterisk indicates that the driver has left Uber. Also, D5 was
a new driver and did not drive for a month at the time of the interview.

0O3: Started with using one car for Uber and after observing a good revenue stream, bought

another one and gave it to a second driver. The total income from two cars is high.

O4: The car is used for Uber when it is not being used for personal commuting (see Section 5.1.1
below). The income is moderate.

O5: Same as O4 but eventually stopped using the car for Uber (see Section 5.4.2 below).

06: Same as 04.
O7: Same as O1.
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08: Same as O4.

09: Uber is the only income source where three cars are operated by three different drivers. The
total income is highest among all the owners we interviewed.

010: Same as O5.

It should be noted that, although we interviewed two female car owners, we could not find any
female Uber driver. In fact, very few women drive a car in Bangladesh [24]. Kumar et al. have also
reported this scarcity of women drivers in Bangladesh in their recent work [60]. The fewer number
of female car owners can be explained by the economic structure of traditional Bangladeshi families
where men are in control of money and wealth in most of the cases [58].

During our interviews, we first asked the drivers and the owners about the overall recruitment
process — how one group finds the other and what things they consider before agreeing to work for
one another. We then asked them to explain the models of contract under which they operate. We
asked them if they follow a revenue-sharing model or a fixed-payment contract. We followed up by
asking about the advantages and disadvantages of each model. Next we asked them to describe the
challenges they face during the course of this partnership and the associated coping strategies. We
also asked each group what type of life adjustments they have to make to continue making money
with Uber.

All the interviews were conducted in Bengali and audio recorded with the prior permission of
the participants. The audio data was then transcribed, anonymized, and translated into English by
two members of our research team. The translated data was then analyzed by the whole team. It
should be noted here that all the members of our analysis team are born and raised in Bangladesh
and they are well-familiar with the ridesharing ecosystem there. We used thematic analysis [26]
and the “open coding” procedure [63] to distill various themes.

Our analysis showed that there are three different models of contract between car owners
and drivers: one based on income sharing and the other two based on an exchange of a fixed
amount of money each month. The searching procedure takes place both online and offline and the
recruitment happens through a face-to-face interview. We found a diverse set of themes regarding
the tensions between owners and drivers, including economic, lack of clear agreement, privacy,
and gender-specific issues. We also identified a complex day-to-day negotiation process between
owners and drivers that is shaped by the contract models, temporality, and the boundary between
economic activity and personal relationship.

The protocol of this study was examined and approved by the research ethics board of the
authors’ institutions.

5 FINDINGS

We report our findings by identifying each contract model between owners and drivers. Next we
highlight the methods adopted by owners to hire drivers. We also describe the tensions between
these two parties and the key challenges they face. We provide a nuanced cultural portrayal of their
negotiation and coping strategies. We also evaluate the reasons for many of these stakeholders to
leave the Uber technology.

5.1 Models of Contract

We found three prevalent models of contract between car owners and drivers:

(1) Monthly salary model
(2) Income sharing model
(3) Car renting model
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Monthly Dur.ation Number of
Name | Age | Gender | Income from m Cars Contract
Uber (USD) Uber Used for Model
(Months) Uber
01 34 M 300 24 1 Rent
02 40 F 240 5 2 Share
03 65 M 475 8 2 Share
04 35 M 240 12 1 Salary
05* 28 M 200 1 Salary
06 32 F 285 3 1 Salary
o7 25 M 295 9 1 Rent
08 50 M 300 18 1 Salary
09 40 M 700 12 3 Share
010* 45 M 200 8 1 Rent

Table 2. Demography of interviewed car owners. The asterisk indicates that the owner has left Uber.

5.1.1 Monthly salary model. This contract model portrays the usual driver-owner relationship in
the context of Bangladesh. In this model, the driver gets paid a fixed monthly amount (between
8,000 and 10,000 BDT) for driving the car. In addition, he receives a small amount of commission
of roughly 50/60 BDT per trip. Thus, the total monthly income of a driver in this model ranges
between 12,000 and 15,000 BDT, depending on the total amount of commission.

In most cases, a driver who operates under this model has to perform the dual role of a personal
chauffeur and an Uber driver. As a personal chauffeur, he has to drive the owner and his family
members around to office and school. When the car remains idle, the owner makes him drive for
Uber to make extra cash. One driver described his workload under this model:

“T have been a chauffeur for this family for the last eight years. My salary before Uber
started their operation in Dhaka was 14,000 BDT. I used to drop my boss at his office at
9.30 a.m. and wait there till 6 p.m. on weekdays. When Uber first started their business,
my boss wanted to take this opportunity to earn some extra cash for himself. He made me
drive the car for Uber during his office hours so that he could maximize the utility of the
car. However, I received no additional compensation for this. After two months, I wanted a
portion of the money I earn with Uber. He agreed to pay me 60 BDT per ride but reduced
my salary by 4,000 BDT. Overall, my workload has increased significantly but my salary
has been roughly the same”. (D16)

On the other hand, an owner makes enough money from this contract model to cover the salary
for the driver and the maintenance cost for the car. One owner said:

“T have only one car, which I use to send my kids to school and commute to my office. Yes,
I can drive, but I employed a chauffeur. He takes care of my car. I used to pay him 12,000
BDT per month, and 100 BDT for lunch every day. For maintaining this car, my overall
cost is between 20,000 to 25,000 BDT per month. This Uber thing is wonderful as it gave
me an opportunity to earn money from my car. When I am in office, the car is not being
used, so I registered on Uber and asked my chauffeur to drive for them”. (O8)

Owners use the Uber Fleet app to track their cars when they are operated by drivers and they
are reasonably happy if the driver can make more than five trips per day, as the above owner
additionally mentioned:
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“T can always check the status of my car and six/seven rides per day earn me about 700/800
BDT. I can use this money for fuel, small repairing jobs, and my chauffeur’s salary. For
his increased workload, I have offered him an increment of 2,000 BDT”. (O8)

The responses from multiple other owners also indicated that the threshold for them is around
five to ten trips per day and the tracking convenience offered by the Uber Fleet app make them
feel comfortable about using it for Uber. Some owners prefer their car to be used on a moderate
frequency for Uber. Considering the traffic jam in Dhaka city and the depreciation cost, they do
not want their cars to run full-time. Also, they need the car time and again for personal use, so
they switch between personal use and commercial use. One such owner said:

“I need to use my car multiple times during the day. So, I cannot use it on a full-time basis
for Uber. Moreover, my family doesn’t like that our car be used like a taxi. As a result, I
don’t use the car extensively for Uber”. (04)

The salary model is not very popular among drivers as performing the dual role of a personal
chauffeur and an Uber driver becomes a very difficult task at times.

5.1.2  Income sharing model. This model has become increasingly popular among drivers who are
willing to drive extra hours. In this model, the negotiation takes place early, typically as a 40/60, or
a 50/50, or a 60/40 split, depending on the expertise of the driver, the condition of the car, and ride
completion bonus provided by Uber. This model enables the driver to make more money as they
can keep almost half of the income for each ride, as opposed to a small commission for each ride
under the monthly salary model. One driver who operates under this model said:

“My previous job did not have a decent salary. I was a personal chauffeur and sat idle for
most of the time during the day. So, I left the job and took this one where the earnings
made from Uber are split into a 40/60 ratio. 40 percent is my share. This split is done after
considering the cost for oil, repair, garage cost etc.”. (D10)

One owner mentioned:

“Drivers prefer splitting income than having a salary. This Uber thing has become a
business, and they want to be a part of that too”. (O9)

We found that this model is driven by the intention to make more money from Uber, which
benefits both the car owner and the driver. However, we observed many instances where one party
was not happy about the commitment from his partner. Some owners feel that their drivers have a
fixed goal for the day and as soon as they meet it, they stop driving. They are also not happy if the
driver stops driving after a certain hour as they think the driver can always push for more hours.
Some drivers, on the other hand, feel that their car owners do not allow them to drive the car for
enough hours and use it more often for their personal use. As one driver said:

“The car owner doesn’t care enough about the earnings from Uber as this is not his primary
source of income. For me, this is much more important as I have to make a handsome
amount to feed my family”. (D25)

To get around this problem, many car owners and drivers are moving to the car renting model
which is described next.

5.1.3  Car renting model. This model is the opposite to the monthly salary model. Under this model,
the driver rents the car from the owner in exchange of 20,000 to 30,000 BDT per month. The owners
see this model as an opportunity to earn a fixed monthly income. At times, however, they feel
that they have lost the ownership of the car to some extent. They are also in a dilemma as most
drivers with a good rating and a higher smartphone literacy prefers this model but renting the car
to them means it would be used more frequently, resulting in a higher depreciation. On the other
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hand, these drivers are more professional and can handle the car better than those who drive less
frequently. One owner mentioned:

“The good part is that I do not have to check my earnings frequently as I know that I will
be paid a fixed amount at the end of the month. I do not have to track the driver too. On
the flip side, the idea that another person is doing business with my own car, which I have
bought for personal use in the first place, is not much comfortable for me”. (O1)

From a driver’s perspective, this model puts extra pressure on him as he has to earn at least
the amount to be paid to the owner. Typically, they have to earn more than 2,000 BDT daily to
withstand under this model, which involves accommodating 14/15 rides a day. Drivers who adopt
this model usually have a high workload, typically between 12 to 14 hours per day. They also have
to make up for the traffic jam by driving more on weekends. One driver mentioned:

“The earning here is up to you. The more you drive, the more you receive. I am under
constant pressure to meet the daily requirement. Three weeks ago, on a Friday (weekly
holiday), I gave 22 rides. That day, I started at 9 a.m. and when I completed my last trip, it
was 2:30 a.m. (17+ hours)”. (D20)

This model seems to be the most widely used one as almost half of the participants we interviewed
operate under this model. We note that for income sharing model and car renting model, the driver
has to pick the car up in the morning from the owner’s garage and drop it off there again at the
night. As a result, non-prescribed use of the car outside working hours is not an issue for the
owners.

5.2 Hiring Methods

The hiring takes place in two steps: searching and recruitment.

5.2.1 Searching. When owners look for drivers, the searching occurs both offline and online.
Offline searching is the most common method to recruit drivers who work under the salary model.
In Bangladesh, there is a tradition of nepotism [59], especially based on home district and extended
family clans. Consequently, owners look for drivers from the same home district who is known to
them or referred to them by someone they know. As one owner said:

“T always rely on drivers who are from my home district as they are good. If anything
happens, I can trace them back to their home residence in the village”. (O3)

One driver’s response echoed the same sentiment:

“T was brought here from my village to drive this car where I used to drive microbus
occasionally. The owner is also from the same village. It ’'s comfortable for both of us this
way”. (D16)

Some owners prefer hiring drivers from the same neighborhood as they feel that they could trust
those people more:

“My current Uber driver resides in my neighborhood. This is the reason I find him trust-
worthy”. (01)

Owners also hire drivers based on professional recommendations from their car mechanics. We
have seen owners soliciting for drivers at their familiar car rental shops too. Hiring drivers from
known and identifiable sources is conducive for owners to control the power dynamics.

Online searching, on the other hand, mainly takes place on social media. Owners usually post on
Facebook describing their car model, payment structure, and expected workload and drivers who
are interested respond by commenting on the post or sending a message. In addition to common
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Facebook groups, there are also many driver-only or owner-only groups that facilitate this searching
process.

5.2.2  Recruitment. The recruitment usually happens through a face-to-face interview. Drivers
who are found online have to go through a more extensive interview process compared to drivers
who are recommended offline by friends or family members. During the interview, owners usually
look for three things: integrity, driving skills, and smartphone literacy. Some owners review the
prior rating of the driver too.

One owner described the interview process in the following way:

“Ttry to assess if they are honest and experienced. I go for a test drive with every driver I
interview and I observe how they operate my car. I also ask them to open and use the Uber
app in front of me and explain to me some of the advanced features there. Ability to use
the app/map is what I want. This is my primary source of income — so I try to hire drivers
who can use the app effectively”. (09)

We observed that integrity and driving skills are the primary concerns for owners who operate
under the salary model as their children and family members frequently use the car too. Smartphone
literacy is the major concern for owners who use the car exclusively for making money.

5.3 Tensions between Owners and Drivers

Most of the drivers we interviewed were vocal about three major issues: unfair splitting of income,
extensive surveillance and insufficient break hours, and unclear agreement on maintenance and
accident costs. The car owners, on the other hand, mainly expressed concerns about negligence
and lack of expertise of the drivers. Female car owners feel that they face additional challenges in
this sharing economy model.

5.3.1 Income Splitting. As the demand of an Uber ride fluctuates over time, drivers are always
worried about their income on slow business days, especially those who adopt the renting model.
One of the drivers we interviewed had a few consecutive slow days and he said:

“Treceived six trips yesterday, eleven on the day before that. Today it is 11 p.m. already,
but this is my seventh trip only. I have earned only 1,100 BDT today. After paying 1,000
BDT to the owner, what is left for me?” (D29)

The heavy traffic of Dhaka city puts additional stress on drivers as the amount of trips get
decreased due to traffic. Furthermore, according to drivers, when they manually request a fare
adjustment, Uber does not review it if the discrepancy (between what Uber pays them and what
they claim) is below 65 BDT. This policy impacts the earnings of the driver:

“If this happens in four trips in a day, I am deprived of around 250 BDT when my daily
earning is around 1,000 BDT”. (D8)

As a result, drivers who operate under the renting model try to negotiate with the owners time
and again. However, as the availability of cars is far less than the availability of drivers, car owners
usually have the upper hand and drivers have to either comply or leave their job, which then gets
filled up quickly by another unemployed driver. One driver who used to operate under the salary
model told us:

“T had been a happy Uber driver for almost a year. My initial monthly salary was 12,000
BDT and I used to make additional 4,000 BDT per week for completing the ‘trip completion
bonus’ — a promotional bonus from Uber for completing 46 trips per week. Things started
to get wrong when Uber increased their commission to 25%. My boss (the car owner)
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started losing money and he reduced my salary to 10,000 BDT. Even worse, Uber raised
the threshold for ‘trip completion bonus’ to 50 trips per week. I tried to talk to my boss
about it but he wouldn’t listen. So I eventually left the job”. (D14)

The responses from a few other drivers also indicate that as Uber keeps increasing their commis-
sion rate and decreasing their promotional offers, the car owners adjust their loss of income by
exploiting the drivers.

5.3.2 Surveillance and privacy. As mentioned before, owners can constantly track the drivers of all
of their cars in a single app screen called Uber Fleet. This app allows the owner to check the current
location of a car, its location a few minutes ago, the current destination, number of trips received,
earning from the current and the previous trips, and an overall summary of daily/weekly/monthly
earnings. The app also shows a complete timeline of the driver including where he had stopped for
a while and when he had gone offline. We observed that drivers have mixed feelings about this
surveillance feature. The drivers who value personal freedom were very vocal against it:

“Previously, I was driving on a monthly salary contract. One day, I was not feeling well as
the weather was very hot. I stopped the car, went offline to stop receiving requests, and
intended to take rest for a few minutes. Within five minutes, the owner called me to ask
about it. When I told him that I was feeling sick, he responded by reminding me that the
earnings had not been good lately. He ordered me to start driving at once”. (D18)

The driver eventually left that job and negotiated with a different owner to rent his car in
exchange of a monthly rate of 27,000 BDT. The risk was higher as he had to make at least 50,000
BDT per month to cover his expenses but he valued his freedom more.

Another Uber driver who drives under the income sharing model said,

“The car owner always uses his app to check my activities. Even if I go to the restroom
and it takes a little longer, I get a call from him for an explanation. I am not a thief — I am
not stealing any money and I have never gave an unauthorized ride. Then why am I not
trusted?”. (D2)

Unlike the previous driver, he did not switch to the car renting model despite being dissatisfied
with his current owner as he was reluctant to deal with the uncertainty and preferred to have a job
with consistent income.

Some drivers, on the other hand, are not concerned at all about surveillance. As one driver said:

‘Tdon’t do anything illegal. What is the difference, whether I am tracked or not? If you
are a good person, you don’t worry about being tracked”. (D22)

A few drivers do not see this as an intrusive surveillance mechanism, rather as a help feature.
They find the Uber app quite difficult to use and they think that this feature helps them as the
owner could call if he senses anything unusual and give his instructions.

5.3.3 Break Hours. Many of the drivers we interviewed raised their voice about insufficient break
hours, including toilet breaks. The public toilets (restrooms) in Dhaka are located in crowded
locations without parking facilities and as the drivers try to find a parking spot in those busy areas
for toilet breaks, they tend to receive more ride requests. The owners often get angry if the drivers
cancel those requests. One driver shared us his story:

“I was returning to Dhaka after dropping off my passengers for an inter-city trip. I don’t
ask for toilet breaks during a ride as it feels awkward to do so. As I entered the city to
look for a parking spot near a public toilet, I received two different ride requests within
minutes and had to cancel both. The owner called and heavily rebuked me for consecutive
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ride cancellations. He also threatened to cancel my share of the weekly trip completion
bonus. Only after I had explained to him about my urgency, I could appease him”. (D31)

When we asked the owners about accommodating break hours for the drivers, they were not only
concerned about their loss of income, but also about the safety of their car. One owner explicitly
mentioned that he is not very comfortable with the idea of prayer breaks for his drivers:

“What if someone steals the car parts when my driver is praying? This is a major concern
as he has to pray for at least three or four times during a shift. I respect his faith, but if
my side-view mirror is gone, it will wipe the whole income from Uber that month. I would
rather prefer someone who does not need any regular breaks and can work smoothly”. (09)

This response suggests that drivers who practice regular religious activities face additional
challenges when they drive for Uber.

5.3.4 Maintenance and accident costs. Most of the drivers we interviewed expressed concerns about
unclear agreement with car owners regarding maintenance and accident costs. In their opinion,
owners in general do not take the responsibility of maintenance and accident costs. Similar to the
income splitting and surveillance issues as mentioned above, drivers have a strong sentiment of
being exploited in this regard too. One driver who operates under the renting model said:

“T have worked with three different car owners and in all three occasions, I was not in a
position to negotiate because I didn’t have another job offer. I had no chance to discuss the
shared responsibility in case of an accident takes place or some maintenance is required. I
did not raise this point because I desperately needed the job. There is always traffic jam
here in the roads of Dhaka and it is not always under my control. Small accidents can
happen anytime, minor maintenance might be required as well. I had to pay from my
own income even for a broken mirror too. It is a necessity for me as I drive this car to feed
my family, so I had to install a new one”. (D9)

Another driver highlighted that it is easier for the owners to exploit them because there is no
written agreement:

“We are always in pressure as the owners won’t take any responsibility in case of an
accident. So, we just pray to not face any accident in this busy city because if we do, the
repair cost is on us. As we have no written agreement here, it is easier for the owners to
deprive us”. (D12)

Some drivers mentioned that the owners of their car take the responsibility of repair and
maintenance if the cost exceeds a certain amount (usually 500 BDT). However, the agreement is a
verbal one — no written contract is documented for this. One driver said that it is just an implied
agreement (based on his own experience):

“It is tacit in Uber owner-driver agreement that drivers will take the responsibility for any
maintenance cost that is below 500 BDT. If the cost exceeds this amount, it then becomes
the owner’s responsibility. At least I have seen this with all my owners till now.” (D20)

This issue gets further aggravated because of lax insurance requirements in Bangladesh. Uber
does not have any additional insurance requirement for their drivers [4] beyond the mandatory
Motor Third Party Liability (MTPL) insurance requirement from the government, which is only
a liability insurance and does not include comprehensive coverage [1]. As a result, there is little
recourse to cover some of the repair costs for their own car after an accident. The drivers reported
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that most owners are reluctant to purchase a comprehensive policy and ask them to contribute for
this additional coverage, which is not affordable for them. Moreover, drivers prefer not to talk about
potential consequences of bodily injuries before starting their job as owners take them negatively.
One driver said:

“This one time I asked about sharing the cost in case of accidents. The owner then rebuked
me for talking ominously from the very beginning of the job. I did not proceed further”.(D18)

This response alludes to a cultural connotation in Bangladesh where talking about unfortunate
events such as accident or death is considered as a taboo to many people and they instantly dismiss
such topic as “oshubho kotha” (“ominous talk”).

5.3.5 Negligence and lack of expertise. For some car owners, drivers’ unprofessional behavior and
negligence are issues of major concern. One of them mentioned an incident where his driver forgot
to close the lid of the radiator of the engine. Eventually, all the coolant got evaporated. When the
car was taken to repair shop, it was revealed that the engine had been damaged. He had to pay a
total of 120,000 BDT to replace the engine.

“These irresponsible drivers are ruining us. My wife warned me not to give the car for Uber
as the risks are high. I should have considered that. As Uber fosters this culture (renting
the car), shouldn’t they have a policy for such extreme incidents?". (O7)

A few other owners also talked about minor incidents that occurred due to drivers’ negligence
and they feel that they are well within their rights to constantly track the drivers through the
Uber Fleet app to prevent such incidents. They also complained about smartphone illiteracy of the
drivers. They think that drivers, in general, do not have the necessary expertise to use the Uber
app properly and this results in a significant loss of revenue, especially for owners who operate
under the monthly salary or the income sharing model.

5.3.6  Gender-specific issues. As mentioned above, all the 31 Uber drivers we interviewed were
male and we could not find any female driver. However, two of the ten car owners we interviewed
were female participants and they talked about a few gender-specific issues. One of them (02)
described how her driver used to take advantage of a female boss. In her opinion, as she did not
prefer to go to mechanic or parts shops, she could not cross check the actual price and the driver
used to steal money from her by managing fake money receipts. The other female owner said that
it is significantly more difficult for a female car owner to get a good driver. She talked about her
experience a few months ago when she posted on Facebook looking for a driver. She mentioned
that the first two drivers did not show further interest after talking to her over the phone as they
realized that they would be working under a female boss. To her surprise, the third driver demanded
a few thousand BDT less than the usual amount and although she hired him, she is very much
skeptic about the driver’s motive:

“Probably he (the driver) makes up for it by stealing money in other ways. However, I

should not confront him as my past experience says that if he leaves, it will be difficult to

find a replacement driver”. (0O6)

In contrast, male car owners do not face much difficulty in finding a new driver as the demand

for an Uber car is very high in general. This indicates that gender asymmetry is a major issue for
female entrepreneurs to organize a ridesharing business.

5.4 Reasons for Leaving Uber

As the tensions between car owners and drivers escalate, some of them eventually stop using the
Uber technology to make money. We highlight a few stories that depict the reasons for leaving
Uber, from both drivers’ and owners’ perspective:
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5.4.1  From drivers’ perspective. One of the participants we interviewed had been a driver for a
rental car company for five years. When Uber first arrived in Dhaka, he was unsure whether to
join Uber or continue his current job, which paid a reasonable salary. After a year, he eventually
decided to start working for Uber, being motivated by a friend’s financial freedom as an Uber driver.
He started under the income sharing model but soon realized that he had missed the momentum.
The bonus amounts from Uber were not so high as his friend had described and the competition
increased as so many new drivers had started driving for Uber. In addition, his partner (the owner
of the car) was unhappy because his rating was not high enough. A representative from Uber called
him over the phone and suggested him to start doing things like opening up the back door for
the rider when the ride ends and politely asking them to give a five-star rating. When his partner
also told him that he should start behaving in a more “subservient” manner with riders, it hurt his
self-esteem and he finally decided to quit the job. He said:

“What type of person will drive for Uber (and for such partner) anymore? Am I a servant?”.
(D27)

Another driver told us that he had been a personal chauffeur for a family for eight years. In his
final year with them, he was asked to start driving the car for Uber when it was not being used for
their personal use. He agreed to do so but soon realized that the behavior of his boss had suddenly
changed. He was constantly being scrutinized about weekly earnings from Uber and the boss hinted
that he had been cheating as the earnings were not so high. The driver got angry and said that he
would leave the job. Much to his surprise, the boss did not stop him. In his view, the boss reacted
in a passive manner as he knew that he could find someone with a better Uber experience. A few
years ago, when he wanted to quit the same job for personal reasons, the boss and his family did
not let him go. Instead, they allowed him a leave for few weeks with full payment. The driver got
emotional as he said:

“My boss didn’t want to lose me a few years ago. His wife even said that I am like his own
son and she wanted no one else to drive the car. After Uber came, my honesty didn’t value
much to them”. (D11)

This story indicates that the introduction of Uber in Dhaka has disrupted the prevailing social
dynamics between car owners and their personal chauffeurs.

5.4.2 From owners’ perspective. The owners highlighted two major driver-related reasons for
leaving Uber: inexperience in using smartphone and lack of integrity. One owner, who had already
left Uber told us that his driver is nice and trustworthy but illiterate. Due to his very limited prior
experience in using smartphone, the driver struggled when he was asked to drive for Uber. The
owner had to choose between two options. One was to find another driver with a better Uber
experience and replace his current driver with the new one. The second option was to continue
with his current driver and quit Uber. He decided to go with the second option as he felt that his
car would remain at a better condition in his current driver’s hand. He said:

“This Uber thing is for smart people, who can use smartphone well rather than driving the
car well”. (05)

The second owner quit Uber because of his negative experiences with most of the drivers he had
worked with. He found it increasingly difficult for a car owner to survive in this market without
being vigilant and argumentative. He commented:

“T have come to the conclusion that this is not for me. Most of the drivers team up with repair
mechanics to steal money from car owners — it is difficult for us to monitor everything. If
you cannot have the mindset of a boss who would constantly argue, suspect the drivers,
and do whatever it takes to earn money, you won’t thrive”. (010)
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This response suggests that rather than working with the drivers as partners, owners need to
behave more like a boss to thrive in this industry. This, in turn, results in good and honest drivers
being more exploited.

5.5 Negotiation Dynamics between Owners and Drivers

As the above findings indicate, during the course of their partnership, owners and drivers are
constantly engaged in a complex negotiation process that is shaped by the contract model under
which they operate. There is a varying degree of power asymmetry in each model where the driver,
being the less powerful party, resolves conflicting interests by prioritizing the need of the car
owners. In the following paragraphs, we describe the main aspects of these negotiations under
different models.

5.5.1 Temporality. The drivers have the least control over time in the monthly salary model. Under
this model, the labor of the driver is primarily configured along the daily routine of the owner - he
drives the car for Uber when it is not used by the owner or his family members. In doing so, he has
to make frequent adjustments between the temporal rhythm of the customers and the daily usage
pattern of the owner and his family members. This involves responding to the temporal pressures
of dropping off the kids at school and the owner at office, giving a few Uber rides before picking up
the kids from school to drop them home, and finally managing a few more rides before arriving at
the office at the end of office hours. Driving under the salary model then, essentially becomes a
constant temporal adjustment between two different roles — a chauffeur and an Uber driver — each
associated with a separate set of labor constraints. As a chauffeur, he labors for minimizing the
waiting time of the family members and as an Uber driver, he labors for good ratings. These two
goals often become contradictory when there is an overlap of temporality. For example, when a
customer wants to be dropped off at a precise location, but the owner’s kids are already waiting
after the end of school hours, the driver falls into a tension. One driver described this dilemma in
the following way:

“Any call for a ride around 1:30 p.m. is tricky because that’s just before the end of school
hours for the kids of my boss. If I call the passenger to check if the destination is near
the school, I will be scolded as I have no right to ask that. If I reach the school late for
accepting a call for a ride around that time, I will be scolded by the mother (car owner’s
wife). Both incidents have actually happened to me before”.(D1)

For income sharing and car renting models, drivers have more control over time as they do
not have additional obligations as a chauffeur. However, they often encounter a different kind of
tension. Although they are required to pick the car up in the morning and drop it off at night at
specific times, they are occasionally subjected to unreasonable orders from the car owners for a late
pick-up or an early drop-off. One driver who operates under the monthly renting model described
such an incident:

“My usual drop-off time is midnight. One night, around 10 p.m., I was only three rides
away from completing 40 weekly rides to receive my bonus from Uber. All of a sudden, I
received an urgent call from the car owner to return the car early. I obliged and missed a
bonus of 1,400 BDT that week.”(D8)

These and such other stories that we heard from our driver participants demonstrate how the
temporal aspect of their work is heavily controlled by the power dynamics between them and the
car owners and shaped by the contract models.
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5.5.2  Coping mechanism. Our findings indicate that there are differences in the negotiation process
between car owners and drivers based on the contract models too, especially for operation and
maintenance costs. The income sharing model seems to work well in favor of drivers here because
under this model, owners have incentives to keep the car running smoothly to make more money.
One driver, who operates under the income sharing model said that he used to drive a car by
paying a monthly rent of 24,000 BDT. According to their initial verbal agreement, the owner was
responsible for the maintenance cost. However, the owner used to spend for maintenance and
repair only after the driver had paid him the rent at the end of the month. As a result, the car’s
condition was deteriorating, which impacted the driver’s income. Later, he found a new car owner
who offered him a 50/50 income split and he switched his job. He seemed to be reasonably happy
about this decision as he said:

‘T have been driving the car of my new boss for four months. He never stalls any neces-
sary maintenance because it will impact his income too. Sometimes he even buys parts

beforehand”. (D17)

The overall sentiment of the drivers is also more positive about this model because they feel like
they are in a partnership rather than employer/employee (the salary model) or landlord/tenant (the
renting model) relations. The power asymmetry is much less manifested in this model compared to
the other two models. One important coping mechanism for the drivers is therefore to switch to
this contract model rather than leaving Uber altogether.

5.5.3 Connected lives. Before the arrival of Uber, the relationship between car owners and drivers
was more sustainable in general, where working for the same car owner for several years was a
common trend among the drivers. Some of the drivers we interviewed used to drive for the same
car owner for five, ten, or even more number of years. As reflected in our above findings, Uber has
disrupted this prevailing dynamics as switching from one owner/driver to another and moving back
and forth between the contract models have become a recurrent pattern since its arrival. However,
we found a few exceptions too, especially in the salary model. Some car owners in the salary model
still prioritize the well being of their drivers and the drivers, in return, remain loyal to them. One
such driver said:

“T am treated like a family member by my boss. I address his mother as ‘amma’ (mother)
who loves me just like his son. I am invited for dinner whenever they cook something
special. The family treats me with respect and trusts me. I will drive their car as long as
my boss is in this Uber business”. (D22)

This is a reflection of sociologist Viviana Zelizer’s concept of “connected lives” [93], which argues
that there is a permeable boundary between economic activity and personal relationship. Some car
owners use a combination of economic incentives and personal ties to continue making money
with Uber without exerting unreasonable pressure on their drivers and such an arrangement suits
the life of both parties beyond the Uber platform.

6 DISCUSSION

In the sections above, we have described how the local adoption of Uber is shaped by the involvement
of a new group of stakeholders, namely, private car owners, who make money from Uber without
driving their cars. We have reported the contract models between these owners and prospective
Uber drivers without cars, described the searching and recruitment strategies, highlighted the
tensions between car owners and drivers, portrayed their negotiation and coping mechanisms,
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and identified the potential reasons for leaving Uber. Our findings generate a number of design
and policy implications and a few lessons for CSCW communities that have been presented in the
following paragraphs.

First, at a very immediate level, our study generates a number of design implications for CSCW
researchers. For example, we have observed that the current version of Uber application does not
have an option to rate the driver and the owner separately, and hence, drivers are often being rated
low for the faults of the owners. For making Uber more suitable for this model, the ridesharing
applications need to modify their rating system. The driver and the owner should have a separate
rating system through which each party can share their feelings and report abuse with evidence. To
protect the drivers, we recommend the owner rating scores to be visible to Uber but not immediately
to owners. Uber would periodically send owners an aggregated feedback over a period of time
and they would reserve the right to temporarily suspend the Fleet account of an owner if any
patterns of poor feedback is detected (for example, poor rating from multiple drivers or consistent
poor ratings over a period of time from the same driver). We acknowledge that the proposed
rating/feedback system might not be much helpful in hiring new drivers as our findings show
that owners mostly hire drivers through personal relationships and social networks. However, the
rating system is helpful to safeguard vulnerable drivers from abusive owners. Additionally, it would
give the owners an independent way to assess a driver before hiring in addition to relying on social
circles (e.g., how did the previous car owners evaluate this driver?). Also, the rating system should
adopt different contract models, because, as we have seen in our data, different models put different
levels of responsibility on these two parties. Besides these, ridesharing applications should have a
justified model of transparency of the driver’s activities, which would give the car owner necessary
information about their car and still preserve the privacy of the driver.

Based on our findings, it is apparent that a justified model of transparency needs to reflect local
cultural norms and infrastructural limitations. Accommodating prayer breaks during work is a
regular practice in Bangladesh. While prayer times are standard for Muslims, midday and night
prayers have a longer stipulated time interval than late afternoon and sunset prayers. A driver
working in the afternoon/evening shift thus requires more flexibility compared to a driver working
in the day/night shift. As for toilet breaks, urban public toilets in Bangladesh are located mostly in
places where car parking facilities are not very adjacent. The reasonable amount of time required
for a toilet break is therefore much longer for urban drivers. We argue that a justified model of
transparency is the one that takes into consideration these cultural and infrastructural issues and
allows drivers to put the app into a third mode (separate from online or offline mode) so that
they are not interrupted by owners when performing these regular obligations. Thus this paper
joins the growing scholarship in CSCW and related literature that advocates for culturally situated
justifications in the design of computing systems (see [87, 88] for example).

Second, we observed that in a lot of cases, especially for maintenance and accident costs, the
agreement between car owners and drivers is more of a verbal understanding than of any written
agreement. Our data shows that car owners take advantage of this implied agreement, and they
often ignore or delay repairing jobs. A few owners, on the other hand, accused their drivers of
negligence where the driver operated the car in a careless way to cause significant damages. In both
cases, lack of a clear, written agreement limits the ability to get a compensation. This issue is further
aggravated by the fact that insurance penetration in Bangladesh is very low compared to the global
standard [16], and as such, none of the parties could seek effective remedy for their individual loss.
The ridesharing applications in Bangladesh should stress on a formal documentation of agreements
between car owners and drivers to avoid any kind of misunderstanding and exploitation. As
reported above, Uber mediates the creation of a fleet and addition or removal of a driver from the
fleet but they never interfere in the day-to-day negotiations between the owners and the drivers.
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These negotiations take place in forms of implied and verbal agreements. According to the drivers
we interviewed, any sort of ambiguity in these informal agreements ultimately favor the more
powerful car owners. We recommend that Uber should clearly outline the responsibilities of these
two parties regarding accident and maintenance costs, similar to the way they mediate the creation
of the fleet in the first place.

Third, our findings indicate that drivers’ lack of efficiency in using smartphone is a major concern
for car owners. As reported above, some owners think that being able to operate a smartphone
is a more important quality to succeed in Uber rather than being a good driver. We connect this
practice with Harry Braverman’s famous work on “deskilling” [27]. Braverman argues that, with
the advancement of capitalistic agenda of consumption, newer technology will be introduced and
the nature of work will change. He maintains that such change will diminish the values of old
work and skills and generate the demand for a new “technical” skill for the workers. We argue
that the introduction of Uber has introduced a new kind of deskilling mechanism in the work of
driving motor vehicles. While many values of knowing about the car, the traffic rules, and the social
norms still exist, they are often devalued against the gradually increasing demand of knowing how
to use the Uber app effectively. This puts a barrier for many old and rural drivers who are not
very efficient in using mobile phone applications. To save these vulnerable populations, CSCW,
HCI, and ICTD researchers should work together to “re-skill” them with new technologies, protect
their worker rights, and/or ensure their smooth transition to another suitable job. Prior work has
reported that as Industry 4.0 becomes more matured [62], this trend will persist and more than six
million people in Bangladesh will lose their job [5]. The government should be well-prepared for
this paradigm shift to protect these marginalized people.

Fourth, our data reveals a new kind of “surveillance” that is imposed upon the drivers by the
car owners through the Uber app. As we have seen in our data, the drivers have mixed feelings
about car owners tracking them through the Uber Fleet app. The majority of the drivers were vocal
against it, especially when owners call them after they go offline for a few minutes for health or
sanitary concerns. However, some drivers’ responses indicated that they support the “nothing to
hide” argument on privacy [84], which essentially implies that privacy is only for bad people who
have something to hide. In some cases, the surveillance is supported by the drivers who are less
efficient in using mobile phone applications, and they expect the car owners to “keep an eye on”
them and help them if they are in trouble. Thus, we see the reflection of what Bruce Schneier calls
“the most common retort against privacy advocates” [81], within the responses of this vulnerable
population group. We argue that, as opposed to characterizing the problem as “security versus
privacy”, designers should consider “security plus privacy” as the overarching goal when designing
for this vulnerable population. It should also be noted that, regardless of what the drivers want, the
decision on surveillance is almost always taken by the car owners and the drivers actually have very
little voice over this decision. While the car owners’ concerns about their cars are justified, imposing
a constant surveillance over the drivers is problematic. A growing body of work within CSCW and
related areas has started focusing on the privacy, security, and surveillance concerns in the Global
South reporting the tensions around biometric identification [9], privacy in public [36, 44], sharing
technology [8, 10, 20, 68], exchanging confidential and sensitive information [45], social media
usage [11, 14, 80], and repairing devices [7], among others. Our study contributes to this body
of work by showing how ridesharing applications impose a digital surveillance over the drivers.
Future research in this area should focus on finding a way to address this issue through design and
policy interventions.

Our study also contributes to the broader issue of “work” and the right of workers in CSCW
literature. As the literature shows, local people often resist a foreign technology through a wide
range of actions including repair [12, 30, 51, 55, 74], recycle [76], hacking [13, 73], non-use [47, 70],
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and breakdown [23]. Our findings demonstrate that people from the Global South also adopt a
foreign technology like Uber and they improvise to “work” [18] within their existing social and
economic structure. However, Uber often exacerbates the situation for the drivers, who are the
less powerful player in the game, by supplying the tools for surveillance and stricter financial
contracts. This supports Kentaro Toyama’s famous amplifier theory [89], which explains how
technology amplifies the role and impact of existing social conditions. We suggest that CSCW
scholars should critically examine the uses and abuses of ridesharing applications in the Global South
to protect the marginalized driver communities there. CSCW platforms similar to Dynamo [79]
and Turkopticon [54] might be useful in the context of Uber drivers to foster collective identity
and enable agency development. Prior critical works on OLPC [17] and Aakash tablets [71] have
highlighted that ICTD initiatives often face a setback when designers and policy makers undermine
that technology is a means to an end, not the end itself [90]. Our work critically examines the local
appropriation of foreign technology and informs both designers and policy makers to accommodate
local cultural and infrastructural needs.

Finally, our work contributes to the CSCW scholarship on sharing economy by illuminating new
avenues of design and policy-making that incorporates the tensions between car owners and drivers.
We demonstrate how local appropriation of technology-mediated sharing economy introduces
additional social, economic, and privacy concerns that need to be addressed when formulating
design and policy recommendations. Prior work has documented that two of the primary stakes
of drivers to work for Uber are income and autonomy [64]. Our findings highlight that both of
these stakes are impacted with the emergence of car owners because drivers are unhappy about
their income splitting, break hours, and surveillance imposed by owners. At the same time, we
recognize that these car owners enable many drivers to work for Uber by providing them with
a car, which is a luxury product in the context of Bangladesh [15]. We argue that if ridesharing
services such as Uber are to sustain in the Global South, vehicle owners need to be considered as a
major stakeholder group who have a vested interest along with drivers and riders.

7 LIMITATIONS AND CONCLUSION

We conducted this study in Dhaka, which is the capital of Bangladesh and one of the most crowded
cities in the world [3]. The socio-economic context, literacy rate, transportation facilities, and
Internet penetration in Dhaka are significantly different from other parts of the country. So, our
findings may not represent the situation of the whole country. Furthermore, we only focused on
Uber, while there are a few other ridesharing applications (including Pathao [40] and Obhai [35])
also operating in Dhaka. The experiences of owners and drivers might be different with those
applications. So, our findings should be considered within the context of Uber users. Furthermore,
our data is limited by the methods we used for recruiting our participants, and by the researchers’
social capital. So, we refrain from any kind of generalization of our findings. Instead, we focus
more on the strength of qualitative and interview-based work. We demonstrate various methods of
intermediate sharing mechanisms that exist in the city around the use of ridesharing applications.
By analyzing the data, we also show various tensions that are associated with these models. We
also discuss potential design and policy implications to address some immediate struggles faced by
vulnerable driver communities. While we acknowledge that it might involve extra work for Uber to
take up many of these implications, we also point out that as Irani and Silberman have argued [54],
rather than keeping questions of ethical labor relations out of sight, we should be more proactive
in evoking ethical, cultural, and political arguments in worker-employer relations and resolving
these differences.
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