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The Questions:

What are rideshare employees really saying — from the front seat to the corporate office?
This study explores:

 What themes dominate open-source employee reviews?

* How do experiences differ between drivers and corporate staff?
* Where do geographic and operational pain points emerge?
 What early signals point to internal risk or opportunity?

Methodology:

To understand workforce sentiment and operational gaps, Quid analyzed approximately 4,000 employee reviews for Uber and Lyft, posted
on Glassdoor from 2014 to 2019. Each review was deconstructed into individual Pro and Con statements and mapped into a thematic
network of over 8,000 nodes. The analysis identified dominant narratives and emerging risks across key dimensions:

e Rideshare drivers versus corporate staff

 Experience clusters including leadership, mobile app experience, and compensation
* Positive and negative sentiment over time

e State-level workforce friction signals such as oversaturation in key metro areas
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The Insights

TECHNOLOGY LEADERSHIP
IMPACTS TRUST PERCEPTION

DRIVER EXPERIENCE
DOMINATES THE
INFLUENCES
RECOMMENDATIONS

CONVERSATION

41% of reviews were about the driver Mobile app frustrations undermined Leadership dissatisfaction contributed to a

experience platform trust not-recommend rate of 57% in key
geographies

Drivers frequently praised autonomy and Persistent issues with app reliability and

flexibility. However, frustrations centered slow response times to driver needs Employees in Texas are more dissatisfied

on mobile app issues, income instability, weakened the perception of rideshare apps than any other state, largely driven by an

and limited support—especially in high- as supportive and dependable employers. oversaturation of drivers, with 57% of the

negative comments relating to drivers’ poor
experiences.

saturation markets.
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Insights (cont.)

PAY & BENEFITS
REMAIN A CRITICAL

WORKFORCE

SENTIMENT SPLIT BY
ROLE TYPE

DIVIDING LINE

=0

Corporate employees were far more Driver satisfaction hinges on perceived
positive than the drivers fairness of compensation

Work-life balance and independence were 17% of all reviews focused on pay and
recurring positives among corporate staff. benefits, making it the second most

In contrast, drivers expressed con.cerns discussed topic overall. Drivers frequently
about lack of transparency, unreliable mentioned needing to work 12—14 hours
support, and inconsistent communication. per day just to break even, and referred to

their earnings as “minimum wage at best”



QUID

Analysis

Corporate Leadership

Colored by Cluster. Sized by degree.

Corporate Employee Work Life (CEWL)

(28%) Pay & Benefits

. (179)

= Customer Service for Drivers

(2.6%)

Experience as a Driver e

(41%)
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Employer Breakdown, by Pro / Con of Review

Across the board employees feel negatively about the Mobile App Experience; Lyft employees have slightly better experiences with customers

Experience as a Driver (CEWL)

Corporate Employee Work Life

“Autonomy and I
very little
bureaucracy”

Pay & Benefits

Uber

Lyft

Uber Uber
Lyft Lyft
Corporate Leadership

|
Uber
Lyft

Mobile App Experience

5% H0% ] 1Uirs

“Exciting company with rapid growth, good
free food and lots of snacks, $150 given per
month for Lyft riders”

Count

Customer Experience for Drivers

Uber

Lyft

Count

“No ability to see which rnides were rated
poorly, need to offer a lower deactivation
rating”

T L
A00% 26% 50% 75% 100%
Count

“Slow response time for help
(about 5 days)”
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Recommended Actions

To improve workforce satisfaction, reduce churn, and build long-term trust, rideshare apps should take the following targeted actions:

PICKUP |
HERE : E

Design and implement role-specific Enhance mobile app stability and driver Track and respond to geographic oversupply
engagement strategies. support systems. to protect earnings and morale.
Drivers and corporate employees face The mobile app is a critical component of the Leverage review data and operational signals
fundamentally different challenges. Create driver experience. Ongoing technical issues to identify where too many drivers are
tailored support systems, feedback channels, and delayed support responses erode trust competing for limited demand. Consider
and performance metrics that reflect these quickly. Prioritize fixes that impact core temporary pauses on driver onboarding in
unigue contexts. workflows (navigation, payment, support oversaturated markets, and develop local-
access) and implement SLAs for driver level incentive structures to balance
support response to reinforce the perception workforce distribution more effectively.

of partnership and care.
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Outcome

What did the customer achieve by
implementing Quid’s recommended
actions to improve workforce sentiment,
optimize driver experience, and rebuild
trust?
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WHAT OUTCOMES
CAN WE DELIVER FOR YOU?

Visit QUID.com to Learn More!
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