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49%: Drivers surveyed that are “satisfied 
with their Uber driving experience” 

compared to 75.8% for Lyft*

49%

*www.therideshareguy.com 2017 Survey

Uber Drivers are Unhappy
• Driver Feedback:

• Uber lack of concern
• Low earnings

Why Right Now?
• Drivers are key to Uber’s success
• Unfavorable image in market
• Driver turnover
• Mission statement
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Latin America
• Priority market & focus area
• Congested cities - UberPool
• Regulation – Ecuador 
• Competition

180 Days of Change Initiative
Strengths:
• Tackled biggest issues head on
• Tipping feature – huge success
Weaknesses:
• Earnings not meeting driver 

expectations
• Driver destination (6 to 2x / day)

56.5%: Drivers disagreed with the 
statement that ‘they are satisfied with 

their UberPool Experience’*

56.5% 87%

87%: Uber market share in Mexico  
August 2017

Easy – 8%, Cabify 4%, Yaxi – 1%**
**Dalia Research Company



Solution: An Agile Strategy That Caters to the Needs of the Individual Driver 
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Solution Focus 
Areas

Implement
-ation

Driver 
Profile

1. Identify  Key Driver 
Partner

Starting 
Point:

180 Days of 
Change 

Initiative

• Target our strategy to a unique 
group of drivers that are the 
core foundation of the driver 

population
• Important to prioritize and 
recognize the key driver group 

– ripple effect through 
organization

2. Focus Areas

Support Earnings

• Application to key driver
• Solutions for 3 focus areas 

based on driver feedback 
and market needs 

• Meet and exceed 
competition’s action
• Emphasis on the 

individual 

3. Implementation

SWOT ANALYSIS  

• Company-wide approach
• Culture change
• Industry leader 

• Continuous improvement 
and real-time feedback

• Effort to address most 
pivotal issues

• Highlights the need 
for an agile strategy 
• Emphasis on 

application for long 
term success

Drivers Riders Uber

VALUE



Segmenting to Extract Key Feedback
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Solution Focus 
Areas

Implement
-ation

Driver 
Profile

Region
•Global, LatAm, 

Mexico, D.F.

Demographics
•Age, Gender, Ethnic 

Background

Hours Worked 
per Week

•Full-time vs. Part-
time

Number of 
Completed 

Trips

Driver Rating
•Quality of Feedback

Length of Time 
as Uber Partner

•Veteran vs. New

Utilize Data from Target 
Driver Groups to Further 
Segment Feedback

• Match Support

2Identify Target Driver

Support
(Greenlight, 

Phone)

Application
(Functionality, 

Missing Feature)

Individualized 
Issue

Quality

Example : 
Global vs. Regional Issue



Strategic Areas of Focus 
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Areas

Implement
-ation
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Profile

Earnings
*Most Important to Drivers*

Incentives
•Expand offers and tailor to 

drivers
•Individual goal setting
•Anniversary gifts 
•Make drivers aware of 

opportunities

UberPool
•Congested cities benefit
•Incentives for % of UberPool 

rides given in a certain 
period of time

•Need to get drivers on 
board with this service

Financial
•Expenses average around 

20-30% of earnings (post 
Uber commission)

•Initiatives in place – AXA 
Insurance

•Further offerings: rewards, 
stipends for water/mints 
etc., partnerships with local 
business

Support

Safety as #1 Priority
• 180 Days – Driver check-in & ride share
• Require more frequent driver and rider 

verification
• Cash payments in LatAm – Brazil crime
• Female Driver Support – option for drivers to 

select female only riders, opportunity for 
longer hours and focus on demographic

Corporate Communication
•180 Days – 24/7 Service
•Continual check-ins

•Periodic (Daily) Surveys - data recorded 
and variances addressed based on 
individual

•Perception of constant support 
•Nearly all the drivers I spoke with were 

not aware of the 180 days initiative 
besides tipping feature

Community
•Human interaction emphasis
•Buddy system – matching veteran 

drivers with new drivers; 
opportunities for both parties

•Community groups – larger 
application of buddy system with Uber 
liaison present – real time feedback 

Financial
• Cash strapped drivers (Paid 1x/week)
•Cash payout option at Greenlight 

center for payouts under <100 USD 
•Partner with companies for 

“employee-like” benefits – negotiate 
family rates for insurance etc. 

Uber 
Application

Navigation
•Work with app developers and 

providers (Google, Waze)
•Factor in traffic to pick up times, 

ETAs and fare (Lyft) and show 
notification in app

Language Assistance 
•Include preset phrases that 

allow for communication with 
driver and rider if language 
barrier

•Ease burden for this 
demographic

•Benefits to rider – tourists and 
business travelers

BYOB (Be Your Own Boss)
•Option to select “favorite 

driver/rider” and allow for 
driver to build clientele base

•Increase in tips & driver / rider 
satisfaction

Agile Approach
Strategy needs to be tailored to the individual



Implementing the Strategy
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• Business Development /
Operations & Finance
and Accounting –
constant evaluation of 
profitability and 
opportunities 

• Marketing – making 
drivers aware of the 
promotions we are launching 
and the services that Uber 
offers to its partners

• Company-wide effort 
affecting all facets of 
business – safety as #1 
priority (information, 
physical)

• Greenlight Teams  -
human interaction initiative 

• Application Engineers

• Data Analytics Team –
identify opportunities to 
improve software, evaluate 
success of launched features

• DSW (Data Science 
Workbench) - Focus on 
deriving a greater benefit 
from existing technology
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Earnings Support Uber Application

Solution Focus 
Areas

Implement
-ation

Driver 
Profile

• Evaluation 
• Key to work alongside analytics team  for all facets of strategy catch 

trends and implement actions before it’s a pervasive issue
• Continuous Improvement 

• Changes may be needed
• Flexibility  

• Efforts may not have desired outcome



Outcome

Strategy Implementation 
Earnings, Support, Application Improvements 

Short Term
Happy Drivers = Happy Riders

Long Term
Improved Culture and Brand, 
Profitability, Industry Leader 

Uber's mission is to bring transportation — for everyone, 
everywhere.

Individualized Solutions
The needs of our drivers are as diverse as they 
are - through this ecosystem of efforts we can 
find something that works for everyone.

Conclusion
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Driver Success = Uber Success

Change How We Do Business
The solution is multifaceted and it will not 
happen over night, constant evaluation is 
necessary 

Key Takeaways
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Drivers Come First


