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Executive Summary

This report presents Fairwork’s sixth annual study of the
work conditions of platform workers on digital labour
platforms in India. This year, the report examines the
changing nature of platform work as platforms increasingly
control when and for how long workers can provide services
or gigs. It also discusses the potential impact of proposed
legislation for platform workers in Karnataka and Jharkhand.

This year, Fairwork evaluated 11 platforms in India. The
Fairwork India team is spearheaded by the Centre for
Information Technology and Public Policy (CITAPP) at the
International Institute of Information Technology Bangalore
(IIITB), with partners at the University of Oxford. The team
assessed evidence against five Fairwork principles (Fair
Pay, Fair Conditions, Fair Contracts, Fair Management, Fair
Representation) through a combination of desk research
and worker interviews conducted in Bengaluru, Chennai,
Delhi, Kochi, Thiruvananthapuram, and, where possible,
from evidence provided by the platforms. Each Fairwork
principle is broken down into two points: a first point, and a
second point that can only be awarded if the first point has
been fulfilled. Every platform receives a score out of 10.

A point is awarded only when there is sufficient evidence
that the platform fulfils the conditions for each principle.
However, when platforms are taking steps to either design
or implement policies that are likely to help them meet

the conditions for the principles, those steps are listed in a

Changes in Focus section. Thus, the score for a platform must

be read not in isolation, but alongside the Changes in Focus

section i.e., with the policies being considered or rolled out to

change its terms of engagement with workers.

The scoring process is an independent assessment of
platforms led by a team of researchers with no affiliation to

workers, platforms or the government. The range in Fairwork
scores reported here, across various principles, points to
heterogeneity in the organisation and operation of platforms
across sectors. We hope that platforms, consumers,
workers, regulators and other stakeholders will use the
Fairwork framework and ratings to envision, and realise, a
fairer platform economy in India. Based on the scores and
findings, some platforms have already expressed an interest
in creating fairer working conditions. Consumers can use
these scores to make informed decisions when choosing
which platforms to use. The scores can serve as additional
resources for collective worker bodies when they raise
demands. We also hope that the findings of this report will
provide regulators with a basis to formulate policies for the
platform economy in consultation with other stakeholders
(workers, platforms, venture capitalists).




Only bigbasket and Urban Company were awarded the first
point under Fair Pay for instituting a minimum wage policy
that guaranteed all their workers earn at least the hourly local
minimum wage after factoring in work-related costs.

No platform earned the second point under Fair Pay, which requires platforms to commit to and ensure a local living wage
after work-related costs or provide sufficient evidence that all workers earn at least this amount.

Amazon Flex, bigbasket, BluSmart, Swiggy, Urban Company,
Zepto and Zomato were awarded the first point under Fair
Conditions for providing adequate safety equipment, and
periodic safety training to workers on their platforms.

Only bigbasket, Swiggy, Urban Company, Zepto and Zomato were awarded the second point for providing workers with
accident insurance coverage at no additional cost, monetary compensation for income loss in cases they are unable to work
due to medical reasons other than accidents, and for ensuring a worker’s standing is not negatively affected when they
return after a break taken with prior notice to the platform.

Six out of 11 platforms were awarded the first point for Fair
Contracts. bigbasket, BluSmart, Swiggy, Urban Company, Zepto,
and Zomato were awarded this point for ensuring accessibility
and comprehensibility of their contracts, and for having a
protocol to protect and manage worker data.

bigbasket, BluSmart, Swiggy, Zepto, and Zomato, met the requirements for the second point under Fair Contracts by
adopting a change notification clause in their contracts, reducing asymmetries in liability (such as a provision to compensate
workers for losses due to app malfunctions and outages), adopting a Code of Conduct for their subcontractors, and making
the variables influencing pricing transparent where dynamic pricing is used.



Amazon Flex, bigbasket, BluSmart, Flipkart, Swiggy, Urban
Company and Zomato were awarded the first point for Fair
Management for providing due process in decisions affecting
workers, and channels for workers to appeal disciplinary actions.

There was sufficient evidence from BluSmart, Swiggy, Urban Company and Zomato to meet the second point for the
principle. They institutionalised the conduct of regular, external audits to check for biases in their work allocation systems,
in addition to adopting policies against the discrimination of platform workers.

Representation through a collective body or trade union is a
vital dimension of fairness at work.

It is disconcerting that despite the rise in platform worker collectivisation across the country over the past six years, there
was insufficient evidence from any platform to show willingness to recognise a collective body of workers. Consequently, no

platform could be awarded a point for this principle this year.




EDITORIAL

‘Apolitical’

platform demands,
‘political’ worker
representations?

The reference to platform workers’ conditions in the G20
declaration in 2023, and the passage of the landmark Rajasthan
Platform Based Gig Workers (Registration and Welfare) Act
(henceforth the Rajasthan Act), also in 20232 raised expectations

that there would be improvement to the working conditions

for platform workers in 2024. However, with the Code on Social
Security (CoSS) 2020 yet to be notified® and there being no
clarity on when the rules for the Rajasthan Act will be issued, the
expectations set in 2023 withered.

But hope springs eternal. In 2024, the manifestos

of the two leading political parties for the general
elections promised to act on behalf of gig workers.* More
substantively, hope took the form of the draft Karnataka
Platform Based Gig Workers (Social Security and Welfare)
Bill, 2024 (henceforth the Draft Bill),> which was circulated
on 29 June for comments. Following Karnataka, the
Jharkhand Platform Based Gig Workers (Registration and
Welfare) Bill 2024 (henceforth the Jharkhand Draft Bill)
was released for comments on 1 July.® The Kerala State
Labour Minister also assured that legislation on the matter
would be tabled soon.”

The Karnataka Draft Bill goes even further than the
Rajasthan Act by addressing issues beyond social

welfare for workers. It enumerates provisions regarding
algorithmic transparency, contracts, internal dispute
resolution committees for workers to raise grievances,
timely payment and safe working conditions, as will be
described later in this report in the Legal Context. It is
worth noting here Fairwork India’s continuous engagement
with think tanks, government agencies, trade unions

and other stakeholders since 2019, in various states
across India, to regulate platform work. Interacting with
other stakeholders, and witnessing developments in the
country’s regulatory landscape, has been a privilege for the
Fairwork India team.




INTERACTING WITH OTHER
STAKEHOLDERS, AND
WITNESSING DEVELOPMENTS

INTHE COUNTRY’S REGULATORY
LANDSGAPE, HAS BEEN A
PRIVILEGE FOR THE FAIRWORK
INDIATEAM.

Since Fairwork India played an active role in the debates
that shaped the Karnataka Draft Bill, the experience
warrants an exploration of its implications. Thus, the
Legal Context highlights the suggestions from various
stakeholders including Fairwork India. It also discusses
the reactions of platforms to the Draft Bill which, perhaps
unsurprisingly, was unfavourable. Those reactions are
captured in the submissions from industry bodies,
including the Internet and Mobile Association of India
(IAMAI),® and the National Association of Software and
Service Companies (NASSCOM).?

THE FAIRWORK INDIA TEAM

It is noteworthy that platforms are willing to have their
interests represented by national industry bodies to resist
regulation, despite how resistant platforms have been
towards allowing workers’ voices to be raised through
collective representation.

Thus, since 2019, no platform has been awarded a point
for Principle 5 by Fairwork India. As the founder of one
platform made clear, “the company prefers to deal directly
with its partners” on the grounds that “there is pressure
on us. Local politicians and unions get involved; some

may seek political mileage.”*° It is curious, therefore, that
platforms do not see themselves as also seeking “political
mileage” when they allow industry bodies to negotiate on
their behalf with the state.

Balaji Parthasarathy, Janaki Srinivasan, Mounika Neerukonda, Bilahari M, Raktima Kalita, Meghashree Balaraj, Tony Mathew,

Aditya Singh, Alessio Bertollini, and Mark Graham



THE FAIRWORK PROJECT

Fairwork evaluates and ranks the working conditions of digital
platforms. Our ratings are based on five principles that digital

labour platforms should ensure in order to be considered to be
offering basic minimum standards of fairness.

We evaluate platforms annually against these principles
to show not only what the platform economy is today,

but also what it can be. The Fairwork ratings provide an
independent perspective on labour conditions of platform
work for policymakers, platform companies, workers, and
consumers. Our goal is to show that better, and fairer, jobs
are possible in the platform economy.

The Fairwork project is coordinated from the Oxford
Internet Institute, University of Oxford, and the WZB Berlin
Social Science Center. Our network of researchers has
rated platforms in 38 countries across five continents. In
every country, Fairwork collaborates closely with workers,
platforms, advocates and policymakers to promote a
fairer future of platform work. In India, this research is

led by the Centre for Information Technology and Public
Policy, International Institute of Information Technology
Bangalore.
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I The Fairwork
§ Framework

* Fairwork evaluates the working conditions of digital labour platforms and ranks them on how well they do. To do this, we

use five principles that digital labour platforms should ensure to be considered as offering ‘fair work’. The five Fairwork
principles were developed through a multi-stakeholder workshop at the International Labour Organisation (ILO), and many
more workshops in various countries. To ensure that these global principles were applicable in the Indian context, meetings
were held in Bangalore in July 2018, and in Ahmedabad in January 2019. In the years since then, the principles and their
operationalisation have been further fine-tuned. Further details on the thresholds for each principle, and the criteria used to

assess the collected evidence to score platforms, can be found in the Appendix I.

)
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The Five Principles

Fair Pay

Workers, irrespective of their employment classification, should earn a decent income in their home

jurisdiction after taking account of work-related costs. We assess earnings according to the mandated

minimum wage in the home jurisdiction, as well as the current living wage.

Fair Conditions

Platforms should have policies in place to protect workers from foundational risks arising from the processes

of work and should take proactive measures to protect and promote the health and safety of workers.

Fair Contracts :

Terms and conditions should be accessible, readable and comprehensible. The party contracting with

the worker must be subject to local law and must be identified in the contract. Regardless of the workers’ f

employment status, the contract should be free of clauses which unreasonably exclude liability on the part of

the service user and/or the platform.

Fair Management

There should be a documented process through which workers can be heard, can appeal decisions
affecting them, and be informed of the reasons behind those decisions. There must be a clear channel of

communication to workers involving the ability to appeal management decisions or deactivation. The use

of algorithms should be transparent and result in equitable outcomes for workers. There should be an

identifiable and documented policy that ensures equity in the way workers are managed on a platform (for

example, in the hiring, disciplining, or firing of workers).

Fair Representation

Platforms should provide a documented process through which worker voice can be expressed. Irrespective

of their employment classification, workers should have the right to organise in collective bodies, and

platforms should be prepared to cooperate and negotiate with them.

10




Methodology Overview

The Fairwork project uses three approaches to measure
fairness of working conditions on digital labour platforms:
desk research, approaching platforms for evidence, and
worker interviews. Through these three methods, we seek
evidence on whether platforms operate in accordance with
the five Fairwork Principles.

Desk research

Each annual Fairwork ratings cycle starts with desk
research to map the range of platforms to be scored,
identify points of contact with management, develop
suitable interview guides and survey instruments, and
design recruitment strategies to access workers. For each
platform, we gather and analyse a wide range of publicly
available documents including contracts, terms and
conditions, published policies and procedures, as well as
digital interfaces. Desk research also flags any publicly
available information that could assist in scoring different
platforms: for instance, the provision of particular services
to workers, or the existence of past or ongoing disputes.

Once the list of platforms has been finalised, each platform
is invited to participate in Fairwork’s annual ranking study
and provided with information about the process. This
year, eleven prominent platforms operating in Bengaluru,
Chennai, Delhi, Kochi and Thiruvananthapuram were
identified based on the size of their workforce, consumer
base, and investments.

Platform evidence

The second method involves approaching platforms for
evidence. Platform management are invited to submit
evidence and discuss the platform’s degree of compliance
with each of the Fairwork principles. Evidence may include
published policies and/or standard operating procedures,
public commitments, and website/app functionality. This
evidence provides insights into the operation and business
model of the platform, while also opening up a dialogue
through which the platform could agree to implement
changes based on the principles. In cases where platform
managements do not agree to participate in the research,
we limit our scoring to evidence obtained through desk
research and worker interviews.

Worker interviews

The third method is interviewing platform workers directly.
In India, 440 workers were interviewed across five

cities. These interviews do not aim to be a statistically
representative set of experiences. Rather, they are worker
case-studies to examine platforms’ policies and practices
in the field as they pertain to the Fairwork principles.
Specifically, they seek to gain insight into how work is
carried out, and how work processes are managed and
experienced, on platforms. The interviews situate platform
work in the careers of workers by understanding their
motivation to work for a platform, how long they envision
undertaking work on the current platform before seeking
an alternative either on another platform or in a different
sector, and how their experience of platform work is shaped
by their interaction with fellow workers and the external
labour!. These interviews also enable Fairwork researchers
to see copies of the contracts issued to workers and to
access the app interface, including payout and support
screens. This method alerts the team to the presence

of issues, but not the frequency or likelihood of their
occurrence.

The worker interviews are semi-structured and make use
of a series of questions relating to the 10 Fairwork (sub)
principles. In order to qualify for the interviews, workers
have to be over the age of 18 and have worked with the
platform for at least three months. The interviews were
conducted in English, Hindi, Kannada, Malayalam, Tamil
and Telugu.

Putting it all together

This threefold approach provides a way to cross-check

the claims made by platforms, while also providing the
opportunity to collect evidence from multiple sources. Final
scores are collectively decided by the Fairwork team based
on all three sources of evidence. Points are only awarded if
sufficient evidence exists on each threshold.




The scoring involves a series of stages. First, the in-country
team collates the evidence and assigns preliminary scores.

How we score

Each of the five Fairwork principles is broken down into The collated evidence is then sent to external reviewers for
two points: a first point, and a second point that can only independent scoring. These reviewers are both members of
be awarded if the first point has been fulfilled. Every the Fairwork teams in other countries, as well as members
platform receives a score out of 10. Platforms are only of the central Fairwork team. Once the external reviewers
given a point when they can satisfactorily demonstrate their 50 assigned their scoring, all reviewers meet to discuss
implementation of the principles. Failing to achieve a point the scores and decide final scoring. Platforms are given the
2 does not necessarily mean that a platform does not comply  op5ortunity to submit further evidence to earn points that
with the principle in question. It simply means that we are they were initially not awarded. These scores then form the
: unable to evidence its compliance. final annual scoring that is published in the annual country

Fairwork report.

FURTHER DETAILS ON
THE FAIRWORK

Fairwork
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THE LEGAL CONTEXT

Prog ressive

legislation,

regresswe reacﬂons
constructive
sugges’rlons

In 2024, the Karnataka State Labour Department, after
consultations with various stakeholders, including Fairwork
India and the International Labour Organisation,’ drafted a
bill that promises notable changes to the working conditions

of platform workers. While the judicial decision on their
employment status is yet to be made,” the Karnataka Draft
Bill, like the CoSS and the Rajasthan Act, extends social security

measures to platform workers.

The Karnataka Draft Bill follows the Rajasthan Act to

enable social security provision through a Welfare Board
constituted by representatives of workers, aggregators, civil
society and the state. Platform workers and aggregators will
be registered on the Board, and the onus of providing data
for registering the workers is on the aggregators. This Board
will monitor the collection of welfare fees and enact welfare
schemes.

The Draft Bill offers two methods for the state to collect

a welfare fee. One is collecting a percentage of each
aggregator’s annual state-specific turnover, as specified in
the CoSS. The other is the transaction-based fee collection
model, inspired by the Maharashtra Mathadi, Hamal and
Other Manual Workers Act, 1969.1* To oversee these
transactions, the Draft Bill, like the Rajasthan Act, proposes

13

establishing a Central Transaction Information Management
System. This system will map all payments made to
platform workers, provide for transparent fee collection,
ascertain the contribution made by each worker, and help
proportionally distribute the benefits of welfare schemes
rolled out by the state.

If the Karnataka Draft Bill follows the Rajasthan model to
provide social welfare, in other aspects, it goes beyond
Rajasthan. A key feature of the Draft Bill is its departure
from the CoSS to define gig workers, not as those falling
outside the traditional employer—employee relationship but
in terms of who they are and what they do.*®




Another noteworthy difference is the provision to

regulate the contracts between aggregators and workers.
Section 12 of the Draft Bill mandates that contracts be
comprehensible, that workers be notified of changes at
least fourteen days before their implementation and include
options for workers to terminate the contract, and the right
to refuse or reject a specified number of gigs per week
without any adverse consequences. Similarly, Section 15
mandates that contracts specify grounds for termination,
and that workers be given at least fourteen days’ notice
before termination. Under Section 13, the Draft Bill further
empowers the state to publish sector-specific contract
guidelines and review contract templates to ensure their
fairness.*®

On the crucial aspect of addressing worker grievances, the
Karnataka Draft Bill proposes two standalone mechanisms.
The first, drawing from the Rajasthan Act, is the redressal of
complaints through the Grievance Redressal Officer notified
by the state government.?” The second mechanism, new to
the Karnataka Draft Bill, is the establishment of an Internal
Dispute Resolution Committee by aggregators,*® to address
issues raised against them by or on behalf of the aggrieved
party.?

On wages, Section 16 of the Draft Bill mandates at least

a weekly payment model and requires that aggregators
provide reasons for any deduction in payment. Regarding
working conditions, Section 17 asks aggregators to provide,
as reasonably practicable, a safe working environment
without health risks.

Upon releasing the Draft Bill into the public domain, the
Government of Karnataka allowed 10 days for comments.
In their submissions, IAMAI and NASSCOM sought

more time for consultation to ensure “a balanced and
collaborative approach that aligns with existing Central
Government laws and involves all stakeholders in a
transparent and equitable manner.”?° A key demand for
alignment made in the NASSCOM submission is that the
Karnataka Draft Bill's definition of 'gig workers’ be rejected
in favour of the CoSS definition.

The rationale for a return to the CoSS definition is on the
grounds that platforms do not exercise any “degree of
control, commitment and accountability” over independent
contractors i.e. platform workers.?* The assertion that
workers are beyond the control of platforms also leads

the NASSCOM submission to challenge Section 12 of the
Karnataka Draft Bill which codifies the right of workers

to reject services. The submission claims that “gig work

is only done as per the availability and willingness of the
gig worker. Therefore, this right to reject work appears

to be a redundant proposal.”??2 However, the claim that
platforms do not exercise control over platform workers
ignores evidence to the contrary, as workers’ time, and

by extension, their earnings, are increasingly subject to
tighter controls. The Theme in Focus section of this report
describes this process in more detail.

The NASSCOM submission also wants a “sunset clause that
will subsume the Bill into the CoSS when the same comes
into force” on the grounds that the Draft Bill “proposes

a parallel structure of social security law for platform gig
workers, duplicating the central law.”?* However, the date
of notification of the four-year old CoSS is unclear, and
subsuming the entire Draft Bill under the CoSS risks diluting
the scope of the Draft Bill, which extends far beyond social
security. Indeed, the NASSCOM submission challenges the
scope of the Draft Bill by arguing that it places obligations
on aggregators, which are “onerous...incompatible with the
functioning of gig platforms and can adversely impact their
operations in the State.”?*

A KEY DEMAND FOR ALIGNMENT
MADE IN THE NASSGOM
SUBMISSION IS THAT THE

KARNATAKA DRAFT BILL'S
DEFINITION OF "GIG WORKERS'
BE REJECTED IN FAVOUR OF
THE GOSS DEFINITION.

An instance of a requirement the submission considers
onerous is contained in Section 14 of the Draft Bill which
pertains to providing information about how platforms
either categorise workers or use rating systems to
determine the “main parameters which, either individually
or collectively, are the most important for determining the
allocation of work, the distribution of work, the assessment
of work carried out, and the grounds for denial of work.”
The submission argues that “providing such information
on an aggregator’s internal processes can compromise

its proprietary information.”?® This argument ignores that
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one of the ways by which platforms exercise control over
workers is through algorithmic opacity, or the “wilful self-
protection in the name of competitive advantage”?* about
key parameters.?’” Further, how the proprietary information
of the platform will be compromised by informing workers of
the factors affecting their work and conditions is unspecified.

The IAMAI also claims that the fee to be paid to the Welfare
Board is onerous as it “can lead to price distortions....
potentially leading to a diminished demand for gig-

based services,....a reduction in earning opportunities

for gig workers....a significant rise in operational costs for
aggregators....[that] can affect the sustainable growth of the
gig economy as a whole in Karnataka.”?® In the absence of
any analysis of how price distortions will occur, or that there
will be a rise in operational costs for platforms, the claim that
there will be a reduction in earning opportunities for workers,
or that the sustainable growth of the platform economy will
be affected, is no more than speculation. Further, as the first
worker story in this report highlights, in practice, consumers
have become so reliant on platforms that moving out of these
systems seems improbable for them and, consequently,
workers too.

The reactions of NASSCOM, or the claim by IAMAI that
“India’s digital industry is going to be a major driving force

in the economic and social development of the country
which includes job creation, innovation, contribution to the
GDP, inclusion and empowerment of our citizens” (emphasis
added) leads one to wonder if in fact, the “gig corporations’
primary innovation: [is] the misclassification model, which
deprives workers of job security, benefits, and protections on
the job, including the right to organise.”?’

Aside from the submissions of industry bodies to

the Karnataka Draft Bill, worker unions, civil society
organisations, and researchers, including Fairwork India,
joined forces to make their suggestions.*® The suggestions
pointed to the need to clarify, in Section 17, what constitutes
a ‘safe’ and ‘risk free’ working environment, and to provide
basic standards and parameters to ensure "adequate
periods of rest during the workday and during the work week,
access to sanitary and rest facilities, including reasonable
travel time to and from such facilities.” The suggestions also
called for an expansion in the scope of the Internal Dispute
Resolution Committee beyond the eight grievances listed,
and for the constitution of an appeal mechanism from the
Internal Dispute Resolution Committee to ensure grievances
of platform workers against the aggregator are satisfactorily
resolved.
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Fairwork India also independently submitted a list of
suggestions to the Department of Labour,3* The Fairwork
suggestions pertain to the need for provisions for
subcontractors, clarifying the basis for calculating the welfare
fee additional cost to workers, and improving the accessibility
of their contracts.

THE REGISTRATION IS TO EXTEND
SOGIAL SEGURITY SCHEMES.
A COMMITTEE IS ALSO T0 BE
ESTABLISHED TO DELIBERATE
WITH STAKEHOLDERS T0
ESTABLISH A SOCGIAL SEGURITY
FRAMEWORK.

The Karnataka Draft Bill was followed by the release of
Jharkhand’s on 1 July 2024. The Jharkhand Draft Bill is
similar to Karnataka’s, except that it adopts the definition

of the ‘gig worker’ from the COSS. In mid-July, a private
member’s bill, the Kerala Gig, Platform Workers’ Welfare
Fund Bill, 2024, was tabled in the Kerala Legislative
Assembly. However, it was later withdrawn as the State
Labour Minister assured that legislation on the matter would
soon be tabled by the government.3? Following this, the
Labour Commissionerate of Kerala held a workshop in August
2024, calling forth stakeholders, including platform workers,
representatives from platforms, trade union representatives,
and industry experts and researchers (including Fairwork
India), to provide suggestions for a 'Gig Workers Bill’ they will
be proposing soon.

Even as these state-level initiatives are in different stages,
on 16 September 2024, the Labour and Employment
Ministry, Government of India, asked aggregators to register
themselves and urged them to “assist” in the registration of
the workers within three months on the e-Shram portal.®3
The registration is to extend social security schemes. A
committee is also to be established to deliberate with
stakeholders to establish a social security framework. While
this step has been welcomed by workers and civil society
organisations with a sense of guarded optimism, they seek
assurance that it will “respect India’s federal structure,
preserve and build upon state-level innovations, and truly
prioritise worker welfare and worker-produced knowledge.”**
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Scores 2024, by Principle

Principle 1:  Principle2:  Principle 3: Principle 4: Principle 5:
Fair Fair Fair Fair Fair
Conditions Contracts Management Representation

The scores in this report rely on data collected using the Fairwork Framework as described in an earlier section. Following
desk research, the Fairwork India team interviewed 440 workers from the 11 platforms in five cities and collected evidence
from the managements of platforms who engaged with us.*®> Appendix I provides further details of the evidence used to
score each point in 2024 and how it was collected.
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Explaining the scores

Fair Pay

Of the 11 platforms evaluated this year, only two platforms,
bigbasket and Urban Company, were awarded the first point
under Fair Pay.®¢ In addition to ensuring that payments are
made in full, and on time, both platforms have a publicly
available wage policy that commits to ensuring their
workers will earn at least the hourly local minimum wage
after factoring in work-related costs such as fuel, vehicle
maintenance insurance, and data.?”

Fair Conditions

Platform workers face several risks in the course of their
work—including road accidents and injuries, theft, crime and
violence, and adverse weather conditions. For this principle,
we examined measures adopted by platforms to mitigate
these risks and drew on worker interviews to determine the
overall effectiveness and awareness of these policies.

This year, the first point was awarded to Amazon Flex,
bigbasket, BluSmart, Swiggy, Urban Company, Zepto, and
Zomato. These platforms ensured that task-specific risks
were mitigated by providing workers with adequate safety
equipment, and periodic safety training to workers on their

Fair Contracts

This principle examined whether platform workers are
provided with accessible and comprehensible contracts
with terms and conditions that do not impose asymmetric
liabilities on workers. This year, bigbasket, BluSmart,

The second point under Fair Pay is awarded to platforms
whose workers earn at least the local living wage after
costs.3® This year too, there was insufficient evidence to
award any platform this point.

platforms. They also included provisions for risks such as
accidents or theft, and easy access to public emergency
infrastructure to ensure adequate support to mitigate the
risk of lone working.

The second point was awarded to bigbasket, Swiggy,
Urban Company, Zepto, and Zomato for providing

workers with accident insurance at no additional cost,
monetary compensation for income loss in cases when
they were unable to work due to medical reasons other
than accidents, and ensuring workers’ standing was not
negatively affected when they returned after a break taken
with prior notice to the platform.

Swiggy, Urban Company, Zepto, and Zomato were awarded
the first point under Fair Contracts for taking steps to
improve accessibility through multi-lingual contracts that
were clear and readily available to workers. Additionally,
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platforms that scored the first point under this principle
had protocols for adequate, responsible, and ethical data
protection and management of worker data.

Award of the second point under Fair Contracts requires
that the platform notify workers of changes in their terms
of engagement within a specified time period, ahead of

the enforcement of these changes. It also requires that
contracts do not impose disproportionate liabilities.
bigbasket, BluSmart, Swiggy, Zepto, and Zomato were
awarded this point for having a change notification clause
in their contract, and for having contracts which do not
exempt the platforms from liabilities for working conditions.
In addition to relative symmetry in their other liabilities,
these platforms introduced a clause in their contracts to
compensate workers for losses they might incur due to app

Fair Management

Amazon Flex, bigbasket, BluSmart, Flipkart, Swiggy, Urban
Company and Zomato were awarded the first point under Fair
Management for providing due process in decisions affecting
workers and providing channels for workers to appeal
disciplinary actions meaningfully. These platforms have
effective grievance redressal policies and multiple channels,
such as ticketing systems, chat-based solutions, and call-
back features, that provide access to a human representative
(in multiple regional languages) for all workers (including
those who have been deactivated). For workers who have felt
that connecting to a call centre agent hasn’t been effective,
some platforms have introduced an escalation process to
connect to fleet managers or hub managers. The existence

Fair Representation

To be awarded the first point for Fair Representation, platforms
must have documented mechanisms for the collective
expression of the voices of all workers, ensure that workers’
freedom of association is not inhibited, and have a written
statement of willingness to recognise or negotiate with a
collective, independent body of workers.

malfunctions, or for failures of the platform’s systems or
networks.

The thresholds for the second point under the Fair Contract
principle also highlight the issues concerning subcontracted
workers and dynamic pricing mechanisms. Those platforms
which used subcontractors, and were awarded the second
point, introduced provisions in their contracts stating

that workers onboarded through subcontractors would
enjoy at least the same terms and conditions as those
onboarded directly, and that there was a process in place
to monitor their working conditions. Further, platforms that
use dynamic pricing for services included a provision in
their contracts specifying the variables used to determine
pricing.

of multiple channels and escalation protocols allows workers
to communicate with the platform to resolve grievances and
meaningfully appeal penalties, low ratings, and ID blocks.

The second point under Fair Management was awarded

to BluSmart, Swiggy, Urban Company and Zomato. These
platforms ensured adequate policies and processes to
protect workers against discrimination, and sought to
remove barriers and promote inclusion for workers from
disadvantaged and underrepresented groups. They have also
institutionalised the conduct of regular independent external
audits of their algorithms to ensure they were free of bias,
allowing them to meet the thresholds for this point.

There was insufficient evidence from any of the 11 platforms
for even the first point under Fair Representation in 2024.
Despite many instances of workers’ protests and strikes across
the country, and legislative changes addressing the platform
economy over the years, platforms in India refuse to formally
recognise or negotiate with workers’ collectives.




Changes Iin Focus

Platforms hold the potential to make changes to improve the

conditions of their workers. The changes implemented by
platforms are motivated by various factors. The motivations

include insights from the evidence collected by Fairwork
India, especially from interviews with workers and their
representatives; learning from the practices of other platforms
in the global Fairwork network; and responses to broader

economic and social pressures.

Against this backdrop, the goal of this section is two-

fold. The first goal is to showcase the policy changes that
platforms have either committed to or are in the process
of making to meet the Fairwork thresholds. These do not
yet merit a point since translating policies into practice

is rarely instantaneous. However, these changes by the
platforms are presented here as they can potentially
improve the conditions for platform workers. Thus, reading
the scores in conjunction with this section will provide a
glimpse into how the platform economy is likely to evolve.
Second, the showcase is meant to help other stakeholders
within this economy, especially workers and their
representatives, anticipate changes in work conditions and
hold the platforms accountable for the promised changes
listed below.

Swiggy: Swiggy will soon introduce additional features to
its existing “Earnings Reforms Policy” which will ensure
that all workers earn at least the hourly minimum wage
after costs. When implemented, this policy will potentially
improve the earnings of around 400,000 workers
partnering with Swiggy.3°

Zomato: Zomato introduced a management-led channel
called ‘Catalyst’ for workers to express collective concerns
through their fleet managers. The platform also instituted
a policy to ensure that active workers expressing collective
concerns, through the listed channels, are heard and are
not disadvantaged.
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Workers’ Stories:

Natarajan, Male,
Ola, Chennai

Natarajan is 44 years old, an experienced driver who has
been behind the wheel since he was 20. His journey took a turn
when he joined as a cab driver in Ola in 2017, captivated by the

platform’s promises and offers.

While sitting in the driver’s seat and reflecting upon his
transition from being an independent driver to driving for

a platform, he tells us of the complex reality of platform
companies. “Corporates [platform companies] make an
investment, by investment I mean they evoke the desires
of workers in the beginning and, because of that, they
[drivers] hope there will be gains. They are actually like
vittal poochi [winged termites],” he laughs. Like these
insects swarming towards a flame, people like him, he
says, have succumbed to the promises and offers of
platforms. “Once companies gained the trust of the drivers,
they began to cut down on the offers and opportunities
they gave earlier”, he says. “But drivers are stuck there, we
have no other way, it is impossible for us to go outside Ola
or Uber and form a separate [taxi] stand and run it now.”

Reclining in his seat, Natarajan reflects on how the
emergence of platforms has changed public behaviour
and made it difficult for drivers to go outside these
platforms. “The public will prefer the corporate [platform]
companies”. They think it is trustworthy and safe because
the app is constantly tracking and can be called for
support in an emergency. He looks up and says, “However,
previously [before platform companies came in], drivers
were providing cab services, [and] the public did rent
them for solo trips, and they called drivers out for four- or
five-days tours.” He wonders where that trust is gone, “I
cannot describe how the trust died out.”

When discussing driver support, he compared the
situation five years ago to now. He noted that it had
become more challenging to voice concerns. Earlier, he
could call and explain his issues. But now he has to type
everything into the app. The automated AI responses feel
impersonal: “there is this same answer, ‘We will take into
consideration’, which makes me feel like they don’t care.
About the driver, they don’t care, but the customer can call
and complain.” When asked if he had ever tried to appeal
an unsatisfactory Al response, he shook his head. “If
some ‘person’ had spoken to me, then, I would have been
able to discuss the next step, like there is this problem,
and ask them for clarity.” But with automated responses,
he feels disconnected, as there is no one to speak to and
he has to face everything on his own. Natarajan’s story
reflects the struggles of countless drivers caught in the
web of platform promises, shifting public behaviour, and
impersonal support systems.

Names changed to protect worker identity*




Pradeep, Male,

Swiggy, Thiruvananthapuram

Since returning from Singapore six years ago, where he was a
machine operator at a company that manufactured titanium
products, 54-year-old Pradeep has been working full-time on
Swiggy in Thiruvananthapuram. Pradeep decided to join Swiggy
while looking for employment to sustain himself and his family.

Among the features that lured him to take up platform
work, flexibility was the most attractive. He stated, “In
this [job], we don’t have any age limitations. And there is
nobody to control you. We can work on days we like and
pause on days we don’t. There are some [benefits] like
this... there is nobody to question [us].”

Today, however, he says conditions are dire. Rising costs,
and the modest, unpredictable earnings force Pradeep to
work 14 hours a day, seven days a week, to make ends
meet. He highlighted the disparity between costs and
earnings by observing, “Six years ago fuel was INR 56 a
litre, and the fare was INR 25 per order. Today, fuel costs
INR 108 a litre. But [fares on] Swiggy are unchanged at
INR 25. It [the platform] is not increasing it for us.”

Pradeep says his monthly income on the platform is not
enough to sustain his family, “We earn [on average] INR
500-600 daily or around INR 15,000 a month. To be
honest, this is not enough. But there is no other way.” He
emphasised the significant work-related costs, particularly
fuel expenses, that he has to bear. Explaining these costs,
Pradeep says, “Swiggy gives us INR 650. That is, from
INR 1000 [average daily order earnings plus an additional
incentive], INR 650 is what we get after deducting

fuel [costs]. From INR 650, 200 goes towards our food
[expenses], and we are left with INR 450. It is for this
INR 450 that we are struggling... for 14 hours. There is no
benefit.”

Given the conditions he’s subject to, and the earnings he
takes home, Pradeep believes workers are exploited by
Swiggy. He says, “There is a high level of exploitation. This
is like a parasite sucking our blood...! We spend money,
driving our own vehicles... up to 200-odd kilometres every
day. In this [arrangement], he [the platform] is not paying
for the fuel or maintenance of the bike.”

When asked why he chose to remain on the platform,
Pradeep explained “It’s my fate. I feel sad when I say this
because I've been suffering for 5-6 years in this heat. I
have to. I have no other option.”

Pradeep’s story is not unique. Most platform workers

face significant work-related costs such as fuel, vehicle
maintenance and insurance, and data, which reduce their
take-home income. This often forces workers to work long
hours, putting their health and safety at risk. Pradeep’s
story underscores the need for platforms to ensure
workers are paid fairly.

Names changed to protect worker identity*




THEME IN FOGUS

Structuring time,
limiting erX|b|I|'ry

From gigs

to ‘GIGS

In 2022, a new system of allocating work on digital platforms
was launched in India. This system, termed GIGS by a platform
required workers to book and commit, in advance, to fixed work

slots.40

The new system tightened any notion of flexibility workers
perceived they had in platform work. Prior to the slot-
based system, platforms in India offered ‘flexible work’

by letting workers log in whenever they wanted, and for
however long they wanted. In practice, workers’ ability to
make a livelihood even then was tied to various incentives
and performance criteria specified by the platform, such as
on-time delivery of orders, completion of gigs, availability
during peak demand, or ratings by customers.

By 2024, many platforms had adopted the slot-based
system, although the distribution and duration of slots
varied between platforms. With this shift, the mask of
flexibility came off platform work. To the extent flexibility
exists, it is now more stringently defined by the platform.
The slot-based system furthers the logic of preferential
allocation by using performance criteria to categorise
platform workers into tiers, and forcing them to compete
for slots, with higher tiers being given higher priority, as
described below.

Platforms argue that the shift to the slot-based system

is to ensure operational efficiency,** and to enhance
worker payouts.*? A critical aspect of ensuring operational
efficiency using a slot-based system is managing the
supply of workers, although our findings demonstrate
that enhanced worker payouts for all workers is not
guaranteed.

Despite the platforms’ claim to “Choose your delivery
work hours according to your convenience,”** a male food
delivery worker in Delhi told us “I don’t like the system,
because earlier we could just log in whenever we want.
Now if I am available from 12:30, I have to wait for half an
hour because the gig slot will only start at 1 PM.”#4 Since
the duration of slots are defined by platforms, workers
have to commit to fixed hours, which goes against the
notion of flexibility, as a male ride-hailing worker from the
same city explained: “My shift is of 12 hours, and I get 2
hours rest in between. The minimum slot one can book is
of 8 hours. There is no option of a 4-hour slot. The shortest
slot is 8 hours.”*> Another male food delivery worker from
the same city added, “Slots are of 4 hours. One slot is from
12-4, then 4-7, then 7-11, and 11-3 AM, then 3-5 AM. We
have to book slots. Without slots if we just come online,
we won'’t get orders.”#® A female beautician in Bangalore
told us she mandatorily committed 220 hours a month and
that “On Saturday and Sunday, we must mark the calendar
for 13 hours. On weekdays, I log in at 8 am and log out by
6 pm.”¥” This worker also talked about a feature on the
app that denies them the option to refuse jobs that they
are uncomfortable with, or unprepared to accept, thereby
reducing their agency even further.




Further constraints on flexibility are imposed as platforms
tie the slot-based system to incentives and payout. As
pointed out by a male food delivery worker in Chennai,
“Earlier, timing was flexible. We could join and leave

the platform freely, [and] earlier, incentive wasn’t fixed

to the shift.”*® A male grocery delivery worker in Delhi
elaborated “Everyone has to work an 8-hour shift. After
that, it’s your choice if you want to give more hours, but

a minimum 8-hour shift is required. If we complete our
shift of 8 hours daily in the week, then we get INR 3000
for shift attendance apart from what we earn.”** A male
food delivery worker in Thiruvananthapuram added, “To
get the weekly incentive, we have to take 80 gigs [slots]
which is one hour each. So we must work 80 gigs and take
95 orders in a week. Then we get an additional INR 4000
[weekly]...but we must...work between 12-2 pm and 7-9
pm.”%® Another male worker in Bangalore describes how,
“there are specific incentive targets for daily deliveries,
and there are set rules for each incentive. It increases with
every milestone I pass.”® Workers in different categories
are prioritised differently for grievance redressal, loss of
pay, and insurance schemes.

Should workers be unable to adhere to the requirements
of the slot-based system, even due to unforeseen
circumstances, they face swift and severe penalties. On

a logistics platform, for instance, a male worker in Delhi
mentioned that workers have to login for at least “70
hours a week and maintain 85% acceptance rate.”*> When
these conditions are not met, workers on the platform are
embargoed and only able to accept orders after a 10-20
second delay. The worker said that he faced this delay
when he returned after a visit to his village. He argued that
other delivery partners would pick up the order in those
10-20 seconds, and asked, “Now you tell me, if we can’t
accept orders till 10 seconds, how will we maintain 85%
acceptance rate?”

Similarly, a male ride-hailing worker in Delhi described the
penalties he faces, “If we book slots but then don’t show
up, there is a penalty; and, apart from that, they might
make you sit at home or demote you. This happened to me
because I had to go home due to an emergency. We have
to book slots on Thursday, and we have time till Saturday
to cancel the slots. However, I received a call on Saturday
night about an emergency and I had to go to my village
immediately. I informed my hub manager and requested
that this week’s slot be cancelled, as the cancellation
option on my app had expired by then.

They did not cancel it and, when I returned, they removed
my premium slots and demoted me. Earlier, the slots
available to me were only premium slots, now that option
[has] been removed from [my] booking system. I was
otherwise happy in this job, but after this incident, I am
feeling bad. I had to pay penalty of INR 450 also. That I am
okay with, I can understand that it’s company policy. But
why remove the slots?”%3

WORKERS IN DIFFERENT
CATEGORIES ARE PRIORITISED

DIFFERENTLY FOR GRIEVANGE
REDRESSAL, LOSS OF PAY, AND
INSURANCE SCHEMES.

The slot-based system is emblematic of the changes in
how workers’ time is managed by platforms. Fairwork
India’s research over the past six years reveals that,
contrary to continued claims about platform work offering
autonomy and flexibility to workers to choose when, for
how long, and what jobs to work, their ability to make
these choices has only narrowed. This change shows how
platform work’s promise of flexibility has, over time, led
to “de-flexibilization”,%* thereby raising the question: are
platform workers indeed “gig” workers?
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MOVING FORWARD

This section brings together the changes that platforms have
agreed to make in their policies and practices, in consultation
with Fairwork India, to improve the conditions of their workers.

BluSmart introduced an accident insurance at no additional
cost to all its workers. BluSmart also instituted a formal
policy on Loss of Standing to ensure that workers who go
on leave from the platform are not penalised upon their
return, thereby safeguarding their standing upon rejoining
the workforce.

Swiggy has committed to compensating workers for income
losses incurred due to app malfunctions or failures within
the platform’s systems or networks during the period of
their login hours.

To create an equitable work environment, bigbasket’s anti-
discrimination policies now include corrective measures
such as blocking customers who engage in discriminatory
behaviour towards workers. Amazon also instituted an
anti-retaliation policy, ensuring that workers are not
disadvantaged for raising concerns or appealing disciplinary
decisions.

Zepto and Zomato have institutionalised regular external
audits of their algorithms reducing the likelihood of
algorithmic bias against workers.
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Pathways to Change

The Fairwork project’s growing relevance to debates on platform
work in India continued in its sixth year. This included not just
engaging with platforms, but also engagement with other
stakeholders including trade unions, regulators, researchers

and consumers.

In the process, Fairwork India actively contributed to
discussions around platform regulations, in Karnataka,
Jharkhand and Kerala, as mentioned in the Editorial
and the Legal Context. While these draft bills attempt
to address certain issues faced by platform workers,
the state needs to do more. To date, no legislation in
India has adequately addressed either the question of
a minimum wage and long working hours, or the lack of
collective bargaining rights,>® which lie at the heart of
“flexploitation”.5®

At the discussions, Fairwork India has presented the
findings from six years of research on the working

The
Fairwork
Project

Figure 2:
Fairwork’s
Pathways to Change

This continued engagement with platforms, workers,
regulators and consumers allows Fairwork to play a vital
role in making positive changes to workers’ lives.

conditions on platforms to emphasise the importance of
identifying minimum thresholds to define the relationship
between platforms and their workers. In identifying these
thresholds, the goal has not been to advocate for platforms
workers to be classified as employees in an employer—
employee relationship but to reduce the acute social
asymmetries that characterise the platform work. Indeed,
as others have recently pointed out,%” and examples

from other countries indicate,*® the provision of minimal
standards for workers does not necessarily mean that their
employment status has to change.

Additionally, through the Fairwork scores, we also hope to
provide conscientious investors a tool and a metric to be
intentional about the platform they choose to interact with.

Similarly, the scores also provide ethically minded
consumers a tool to make informed decisions when
choosing amongst platforms, thus contributing to pressure
on platforms to improve their working conditions and

their scores. In this way, we also allow both consumers
and investors to be workers’ allies in the fight for a fairer
platform economy. Beyond individual consumer choices,
we hope the scores can help inform the procurement,
investment, and partnership policies of large organisations.
They can serve as a reference for institutions and
companies who want to ensure they are supporting fair
labour practices.




Figure 3: Fairwork Principles:

Fairwork
Principles

Continuous Worker-guided Evolution

Changes to Principles

(agreed at annual Fairwork symposium that
brings together all country teams)

Periodic Annual Country-level
International Stakeholder Stakeholder
Consultations Consultations

Yearly Fieldwork across
Fairwork Countries

(involving surveys and in-depth

involving gig workers’, workers’ involving gig workers’, workers’ . N .
( 99'9 ’ ( 99'9 ’ interviews of gig workers)

organisations, cooperatives, etc) organisations, cooperatives, etc)

Ongoing Advocacy Efforts

(involving campaigns for worker rights and
support to workers’ organisations)

There is nothing inevitable about poor working conditions This means that we do not accept low pay, poor conditions,
in the platform economy. Despite their claims to the inequity, and a lack of agency and voice as the norm. We
contrary, platforms have substantial control over the nature hope that our work — by highlighting the contours of today’s
of the jobs that they mediate. Workers who find their jobs platform economy — paints a picture of what it could
through platforms are ultimately workers, and there is become.

no basis for denying them the rights and protections that

their counterparts in the formal sector have long enjoyed.

Our scores show that the platform economy, as we know

it today, already takes many forms, with some platforms

displaying greater concern for workers’ needs than others.




The Fairwork
Pledge

As part of this process of change, we have introduced

the Fairwork pledge. This pledge leverages the power of
organisations’ procurement, investment, and partnership
policies to support fairer platform work. Organisations like
universities, schools, businesses, and charities who make use
of platform labour can make a difference by supporting the
best labour practices, guided by our five principles of fair work.
Organisations who sign the pledge get to display our badge on
company organisational materials.

The pledge constitutes two levels. This first is as an official MOHE INFﬂHMA‘"UN UN 'I'HE
PLEDGE, AND HOW TO SIGN UP,

Fairwork Supporter, which entails publicly demonstrating
support for fairer platform work, and making resources
available to staff and members to help them in deciding

which platforms to engage with. A second level of the

IS AVAILABLE AT
pledge entails organisations committing to concrete and

meaningful changes in their own practices as official
Fairwork Partners, for example by committing to using WWW FAI H WU RK/PI_E DG E

better-rated platforms where there is a choice.

Together for Fair Plafform Work




APPENDIX |

Fairwork Scoring

System

Which companies are covered by the Fairwork principles?

The ILO defines a “digital labour platform” as an enterprise
that mediates and facilitates “labour exchange between
different users, such as businesses, workers and
consumers”. That includes digital labour “marketplaces”
where “businesses set up the tasks and requirements

and the platforms match these to a global pool of workers
who can complete the tasks within the specified time”.¢°
Marketplaces that do not facilitate labour exchanges - for
example, Airbnb (which matches owners of accommodation
with those seeking to rent short term accommodation)

and eBay (which matches buyers and sellers of goods) are
obviously excluded from the definition. The ILO’s definition
of “digital labour platform” is widely accepted and includes
many different business models.¢?

Fairwork’s research covers digital labour platforms that
fall within this definition that aim to connect individual
service providers with consumers of the service through
the platform interface. Fairwork’s research does not cover
platforms that mediate offers of employment between
individuals and employers (whether on a long-term or on a
temporary basis).

Fairwork distinguishes between two types of these
platforms. The first, is 'geographically tethered’ platforms
where the work is required to be done in a particular
location such as delivering food from a restaurant to an

apartment, driving a person from one part of town to
another or cleaning. These are often referred to as ‘gig work
platforms’. The second is 'cloudwork’ platforms where the
work can, in theory, be performed from any location via the
internet.

The thresholds for meeting each principle are different for
location-based and cloudwork platforms because location-
based work platforms can be benchmarked against local
market factors, risks/harms, and regulations that apply

in that country, whereas cloudwork platforms cannot
because (by their nature) the work can be performed from
anywhere and so different market factors, risks/harms,
and regulations apply depending on where the work is
performed.

The platforms covered by Fairwork’s research have different
business, revenue and governance models including
employment-based, subcontractor, commission-based,
franchise, piece-rate, shift-based, subscription models.
Some of those models involve the platforms making direct
payments to workers (including through sub-contractors).




How does the scoring system work?

The five Principles of Fairwork were developed through an
extensive review of research on job quality, stakeholder
meetings at UNCTAD and the ILO in Geneva (involving
platform operators, policymakers, trade unions,

and academics), and in-country meetings with local

stakeholders.

Each Fairwork Principle is divided into two points.
Accordingly, for each Principle, the scoring system
allows the first to be awarded corresponding to the first

awarded that point.

The thresholds specify the evidence required for a platform
to receive a given point. Where no verifiable evidence is
available that meets a given threshold, the platform is not

A platform can therefore receive a maximum Fairwork score

of 10 points. Fairwork scores are updated on a yearly basis;

threshold, and an additional second point to be awarded

corresponding to the second threshold (see Table 1). The

second point under each Principle can only be awarded if

the first point for that Principle has been awarded.

Table 1 Fairwork: Scoring System

Principle

First point

Second point

the scores presented in this report were derived from data
pertaining to the eight months between January 2024 and
August 2024 and are valid until October 2025.

Total

Principle 1:
Fair Pay

Ensures workers earn at
least the local minimum
wage after costs

Ensures workers earn at
least a local living wage
after costs

Principle 2:
Fair Conditions

Mitigates task-specific
risks

Ensures safe working
conditions and a safety net

0 Principle 3:

air Contracts
Principle 4:
Fair Management

-

Provides clear and
transparent terms and
conditions

Provides due process
for decisions affecting
workers

Ensures that no
unfair contract terms
are imposed

Provides equity in the
management process

Principle 5: Fair
Representation

Assures freedom of
association and the
expression of worker voice

Supports democratic
governance

Maximum possible Fairwork Score

©

Fairwork




Principle 1: Fair Pay
1.1 - Ensures workers earn at least the local
minimum wage after costs (one point)

Platform workers often have substantial work-related costs
to cover, such as transport between jobs, supplies, or fuel,
insurance, and maintenance on a vehicle . Workers’ costs
sometimes mean their take-home earnings may fall below
the local minimum wage. Workers also absorb the costs of
extra time commitment, when they spend time waiting or
travelling between jobs, or other unpaid activities necessary
for their work, such as mandatory training, which are also
considered active hours. To achieve this point platforms
must ensure that work-related costs do not push workers
below local minimum wage.

The platform takes appropriate steps to ensure
both of the following:

= Payment must be on time and in-full.

= Workers earn at least the local minimum wage, or the
wage set by collective sectoral agreement (whichever is
higher) in the place where they work, in their active hours,
after costs®4.

1.2 - Ensures workers earn at least a local living
wage after costs (one additional point)

In some places, the minimum wage is not enough to allow
workers to afford a basic but decent standard of living. To
achieve this point platforms must ensure that work-related
costs do not push workers below local living wage.

The platform takes appropriate steps to ensure
the following:

» Workers earn at least a local living wage, or the wage set
by collective sectoral agreement (whichever is higher)
in the place where they work, in their active hours, after
costs.®®

Principle 2: Fair Conditions

2.1 Mitigates task-specific risks (one point)

Platform workers may encounter a number of risks in the
course of their work, including accidents and injuries,
harmful materials, and crime and violence. To achieve this
point platforms must show that they are aware of these
risks and take basic steps to mitigate them.

The platform must satisfy the following:

« Adequate equipment and training are provided to protect
workers’ health and safety from task-specific risks.®®

These should be implemented at no additional cost to the
worker.

 The platform mitigates the risks of lone working by
providing adequate support and designing processes with
occupational safety and health in mind.

2.2 - Ensures safe working conditions and a
safety net (one additional point)

Platform workers are vulnerable to the possibility of
abruptly losing their income as the result of unexpected or
external circumstances, such as sickness or injury. Most
countries provide a social safety net to ensure workers
don’t experience sudden poverty due to circumstances
outside their control. However, platform workers usually
don’t qualify for protections such as sick pay, because of
their independent contractor status. In recognition of the
fact that most workers are dependent on income they earn
from platform work, platforms should ensure that workers
are compensated for loss of income due to inability to work.
In addition, platforms must minimise the risk of sickness
and injury even when all the basic steps have been taken.

The platform must satisfy ALL of the following:

- Platforms take meaningful steps to ensure that workers
do not suffer significant costs as a result of accident,
injury or disease resulting from work.

Workers should be compensated for income loss due to
inability to work commensurate with the worker’s average
earnings over the past three months.

Where workers are unable to work for an extended period
due to unexpected circumstances, their standing on the
platform is not negatively impacted.

The platform implements policies or practices that
protect workers’ safety from task-specific risks.®” In
particular, the platform should ensure that pay is not
structured in a way that incentivizes workers to take
excessive levels of risk.

Principle 3: Fair Contracts

3.1 Provides clear and transparent terms and
conditions (one point)

The terms and conditions governing platform work are not
always clear and accessible to workers®. To achieve this
point, the platform must demonstrate that workers are able
to understand, agree to, and access the conditions of their
work at all times, and that they have legal recourse if the
other party breaches those conditions.




The platform must satisfy ALL of the following:

 The party contracting with the worker must be identified
in the contract, and subject to the law of the place in
which the worker works.

The contract/terms & conditions are presented in full in
clear and comprehensible language that all workers could
be expected to understand.

Workers have to sign a contract and/or give informed
consent to terms of conditions upon signing up for the
platform.

The contracts/terms and conditions are easily accessible
to workers in paper form, or via the app/platform
interface at all times.

Contracts/terms & conditions do not include clauses that
reverse prevailing legal frameworks in the respective
countries.

Platforms take adequate, responsible and ethical data
protection and management measures, laid out in a
documented policy.

3.2 - Ensures that no unfair contract terms are
imposed (one additional point)

In some cases, especially under ‘independent contractor’
classifications, workers carry a disproportionate amount of
risk for engaging in a contract with the service user. They may
be liable for any damage arising in the course of their work,
and they may be prevented by unfair clauses from seeking
legal redress for grievances. To achieve this point, platforms
must demonstrate that risks and liability of engaging in the
work is shared between parties.

Regardless of how the contractual status of the
worker is classified, the platform must satisfy ALL
of the following:

- Every worker is notified of proposed changes in clear and
understandable language within a reasonable timeframe
before changes come into effect; and the changes should
not reverse existing accrued benefits and reasonable
expectations on which workers have relied.

= The contract/terms and conditions neither include
clauses which exclude liability for negligence nor
unreasonably exempt the platform from liability for
working conditions. The platform takes appropriate steps
to ensure that the contract does not include clauses
which prevent workers from effectively seeking redress
for grievances which arise from the working relationship.

- In case platform labour is mediated by subcontractors:
The platform implements a reliable mechanism to
monitor and ensure that the subcontractor is living up to
the standards expected from the platform itself regarding
working conditions.

In cases where there is dynamic pricing used for services,
the data collected, and calculations used to allocate
payment must be transparent and documented in a form
available to workers.

Principle 4: Fair Management

4.1 Provides due process for decisions affecting
workers (one point)

Platform workers can experience arbitrary deactivation;
being barred from accessing the platform without
explanation, and potentially losing their income. Workers
may be subject to other penalties or disciplinary decisions
without the ability to contact the service user or the platform
to challenge or appeal them if they believe they are unfair. To
achieve this point, platforms must demonstrate an avenue
for workers to meaningfully appeal disciplinary actions.

The platform must satisfy ALL of the following:

« There s an easily accessible channel for workers to
communicate with a human representative of the
platform and to effectively solve problems. This channel
is documented in the contract and available on the
platform interface. Platforms should respond to workers
within a reasonable timeframe. There is a process for
workers to meaningfully and effectively appeal low
ratings, non-payment, payment issues, deactivations, and
other penalties and disciplinary actions. This process is
documented in a contract and available on the platform
interface®.

In the case of deactivations, the appeals process must
be available to workers who no longer have access to the
platform.

= Workers are not disadvantaged for voicing concerns or
appealing disciplinary actions.




4.2 - Provides equity in the management process
(one additional point)

The majority of platforms do not actively discriminate
against particular groups of workers. However, they may
inadvertently exacerbate already existing inequalities in
their design and management. For example, there is a lot of

gender segregation between different types of platform work.

To achieve this point, platforms must show not only that they
have policies against discrimination, but also that they seek
to remove barriers for disadvantaged groups and promote
inclusion.

Platforms must satisfy ALL of the following:

» The platform has an effective anti-discrimination policy
laying out a clear process for reporting, correcting and
penalising discrimination of workers on the platform
on grounds such as race, social origin, caste, ethnicity,
nationality, gender, sex, gender identity and expression,
sexual orientation, disability, religion or belief, age or any
other status.”

The platform has measures in place to promote diversity,
equality and inclusion on the platform. It takes practical
measures to promote equality of opportunity for workers
from disadvantaged groups, including reasonable
accommodation for pregnancy, disability, and religion or
belief.

Where persons from a disadvantaged group (such as
women) are significantly under-represented among a
pool of workers, it seeks to identify and remove barriers
to access by persons from that group.

If algorithms are used to determine access to work

or remuneration or the type of work and pay scales
available to workers seeking to use the platform, these
are transparent and do not result in inequitable outcomes
for workers from historically or currently disadvantaged
groups.

It has mechanisms to reduce the risk of users
discriminating against workers from disadvantaged
groups in accessing and carrying out work.

Principle 5: Fair Representation

5.1 Assures freedom of association and the
expression of worker voice (one point)

Freedom of association is a fundamental right for
all workers and enshrined in the constitution of the
International Labour Organisation, and the Universal

Declaration of Human Rights. The right for workers

to organise, collectively express their wishes —and
importantly — be listened to, is an important prerequisite
for fair working conditions. However, rates of organisation
amongst platform workers remain low. To achieve this
point, platforms must ensure that the conditions are in
place to encourage the expression of collective worker
voice.

Platforms must satisfy ALL of the following:

» There is a documented mechanism”* for the expression
of collective worker voice that allows ALL workers,
regardless of employment status, to participate without
risks.

There is a formal, written statement of willingness to
recognise, and bargain with, a collective, independent
body of workers or trade union, that is clearly
communicated to all workers, and available on the
platform interface.”

Freedom of association is not inhibited, and workers
are not disadvantaged in any way for communicating
their concerns, wishes and demands to the platform, or
expressing willingness to form independent collective
bodies of representation.”

5.2 Supports democratic governance (one
additional point)

While rates of organisation remain low, platform workers’
associations are emerging in many sectors and countries. We
are also seeing a growing number of cooperative worker-
owned platforms. To realise fair representation, workers
must have a say in the conditions of their work. This could

be through a democratically governed cooperative model,

a formally recognised union, or the ability to undertake
collective bargaining with the platform.

The platform must satisfy at least ONE of the
following:

1. Workers play a meaningful role in governing it.

2.In a written document available at all times on the
platform interface, the platform publicly and formally
recognises an independent collective body of workers, an
elected works council, or trade union. This recognition is
not exclusive and, when the legal framework allows, the
platform should recognise any significant collective body
seeking representation’.




APPENDIX I1: OPERATIONALISING DATA GATHERING IN INDIA

This year, 11 platforms that provided location-based platform
work in India were identified based on the size of their
workforce, the services they offered, their consumer base,
and the investment they had attracted. For each of these
platforms, worker interviews were conducted, evidence from
management was sought, and desk research was carried

out. While the project initially identified, and began collecting
data for 12 platforms, a decision was taken to drop Dunzo,

a logistics service platform. This is because the team had
difficulties recruiting enough workers across the various cities,
a reflection of the platform’s uncertain future.”

We conducted 440 worker case studies, with 40 workers

per platform, across five cities, Bangalore, Chennai, Delhi,
Kochi and Thiruvananthapuram, between March and July
2024. Fairwork expanded fieldwork to Chennai this year after
the Tamil Nadu Planning Commission expressed interest in
research to support regulatory initiatives for platform workers
in the state. However, the research in Chennai received no
financial support from the Tamil Nadu Planning Commission.
The goal of the interviews was to build an understanding of the
conditions and process of work in the platform economy, how
it is carried out and managed, and its evolution over the years.
Interviews were conducted by six research associates with
input from other team members. In parallel, platforms were
contacted for evidence on conditions of work, including data
on their workers, and examples of management action across
the principles. Finally, input from secondary sources including
government notifications, news articles, reports, social media,
and academic publications were taken into account.

Government notifications, for instance, were used to
determine the minimum wage figures. In Bangalore, data
from the Government of Karnataka’s Labour department
were used to determine the hourly minimum wage figures for
semi-skilled and skilled categories (domestic services). The
hourly minimum wage figures are INR 78.197¢ and INR 84.32
respectively.””

In Chennai, data from the Tamil Nadu Labour Welfare and Skill
Development Department were used to determine the hourly
minimum wage. The hourly minimum wage figures are INR

67 for electricians, plumbers, and carpenters, and 67.5 for
beauticians,” and INR 59.2 for domestic workers.”

Similarly, for delivery workers the hourly minimum wages are
INR 66.59 8 and INR 123.4 for transport workers.5?

In Delhi, data from the Government of the National Capital
Territory were used to determine the hourly minimum wage
figures for semi-skilled and skilled categories (domestic
services). The hourly minimum wage figures are INR 92.75 and
INR 102 respectively.t?

34

In Kochi and Thiruvananthapuram, data from the Government
of Kerala’s Labour and Skills Department were used to
determine the hourly minimum wage figures.®® In Kochi, the
hourly minimum wage is INR 63.79 for delivery workers, INR
75 for cab drivers, INR 64.8 for electricians, INR 65.1 for AC
technicians and INR 60.7 for cleaners. In Thiruvananthapuram,
the hourly minimum wage is INR 67.04 for delivery workers,
INR 78 for cab drivers, INR 68.05 for electricians, INR 68.44
for AC technicians and INR 84 for cleaners.

The living wage figures were obtained from the WageIndicator
Foundation in 2024.84 Region-specific data and the upper end
of the range for “typical family (urban)” was used for Delhi,
Karnataka, Kerala and Tamil Nadu as applicable.

Efforts were made to capture as much variety among workers
as possible. For the domestic service platform Urban Company,
the aim was to cover multiple occupations on the platform (AC
and appliance, carpentry, cleaning, electrical repair, plumbing,
and salon). Similarly, for ride-hailing platforms, a variety of cab
categories (hatchback, sedan, SUV, and EVs) were included
across the different locations in the studied cities. Where
possible, attempts were made to speak to under-represented
groups, such as women in the delivery and ride-hailing sectors.

Workers were recruited directly by Fairwork India for
interviews, and not through platforms, to ensure that
responses were independent, and that they would not suffer
retaliation from the platform. Workers were either recruited
through our social networks by snowballing or by using their
services. In cases where the total number of workers on a
particular platform was limited in a city, we contacted and
interviewed a few workers who took part in previous years’
research. This allowed us to also observe changes in the
worker’s experience on the platform over the years and hold
platforms accountable for any commitments they previously
made. In all cases, workers were interviewed only after
explaining the study and securing their informed consent

to participate. Interviews were conducted face-to-face, or
by phone, depending on the schedule and convenience of
interviewed workers. When workers were recruited by using
their services, they were asked if they would participate in
the study once the transaction was complete. Participants in
the study were compensated monetarily, or by purchasing
additional services as suggested by the participants. 85
participants declined compensation.
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