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ABSTRACT

Women make up approximately half of the workforce in ride-
hailing, food delivery, and home service platforms in North America.
While studies have reported that gig workers face bias, harassment,
and a gender pay gap, we have limited understanding of women’s
perspectives of these issues and their coping mechanisms. We inter-
viewed 20 women gig workers to hear their unique experiences with
these challenges. We found that gig platforms are gender-agnostic,
meaning they do not acknowledge women’s experiences and the
value they bring. By not enforcing anti-harassment policies in de-
sign, gig platforms also leave women workers vulnerable to bias
and harassment. Due to the lack of support for immediate actions
and in fear of losing access to work, women workers “brush off”
harassment. In addition, the platforms’ dispatching and recommen-
dation mechanisms do not acknowledge women’s contributions in
perceived safety for customers and social support for peer workers.
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1 INTRODUCTION

Millions of people have joined gig platforms as their primary or
secondary work in the last decade [2, 99]. Platforms facilitate a
large scale of service exchanges through algorithmically mediated
dispatching and recommendation mechanisms [40, 60], and manage
workers using automated peer evaluation systems [77]. Gig plat-
forms’ low entry barrier and perceived flexibility in scheduling and
work locations [78] may provide opportunities for some. Yet, there
are drawbacks. Platforms do not recognize workers’ varied social
contexts in making management decisions [48, 63, 66], and work-
ers face information and power asymmetries [78]. These factors
contribute to workers’ experiences and challenges. Furthermore,
workers’ social contexts are invisible to platform mechanisms that
manage work, resulting in marginalization of workers [37].
Across gig industries such as ride-hailing (e.g., Uber), food deliv-
ery (e.g., DoorDash), and home services (e.g., TaskRabbit), women
make up approximately half of the gig workforce in North America
[2, 99]. In human-computer interaction (HCI), women gig workers’
experiences have often been studied under the guise of workers,
without specifically attending to a particular gender. Women have
historically been marginalized in social interactions, where they
are targeted for harassment in public places [35, 61], face gender
stereotypes [30, 31, 56], and are perceived to be physically vulner-
able [32, 35]. In offline organizations, women face a gender pay
gap [26], workplace harassment [75], and lack of career growth
opportunities [15] among other challenges. At the same time, gig
platforms seem to provide an alternative for women to gain access
to work that has a low entry barrier, and flexible schedules that
allow them to accommodate their other responsibilities, such as
care taking [44, 53]. Yet, it is uncertain how women gig workers
navigate these opportunities and potential risks in interactions.
Despite the high participation of women in gig work, few stud-
ies have exclusively focused on women’s experiences in gig plat-
forms that support ride-hailing, food delivery, and home services.
Prior research centered around these gig platforms has highlighted
how algorithmic management results in bias [40], harassment [41]
and safety [7] issues for workers. These issues are all pertinent to
women, although they have been studied in a gender neutral man-
ner. Our work looks into women’s unique challenges experiencing
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these issues, and how they cope with them given their unique social
contexts and gender implications.

Recently, research on gig platforms has studied women’s work-
ing conditions, focusing on the pay gap in ride-hailing [25] and
online freelancing [34]. However, due to the quantitative nature of
this work in identifying the cause of the pay gap, there is limited
knowledge on women’s perspectives, or their side of the story, re-
garding these challenges. For instance, Cook et al. concluded that
the gender pay gap in ride-hailing is largely caused by women’s
preferences in driving speed and location, which eventually results
in less “experience on the platform (working-by-doing)” than men
[25]. This seems to suggest that the pay gap is caused by women
themselves. Our work aims to present reasons that lead to women’s
work practices and the factors that contribute to their experiences.

With these considerations, we set out to investigate what are
women’s unique experiences and challenges in gig platforms? We
interviewed 20 self-identified women gig workers who work in ride-
hailing, food delivery, and home service platforms in North America.
We analyzed our interviews through the lens of critical [14, 71] and
gender theories [20], and feminist methodologies in HCI [13]. We
found that gig platforms leave women workers vulnerable to bias
and harassment by not attending to their gendered experiences. By
not enforcing anti-harassment policies in design, gig platforms leave
women workers vulnerable to bias and harassment. Due to the lack
of support for immediate actions and in fear of losing access to work,
women workers “brush off” harassment. In addition, the platforms’
dispatching and recommendation mechanisms do not acknowledge
women’s contributions in perceived safety and social support for
customers and peer workers. As a result, women feel unsupported
in gaining access to work and at a financial disadvantage.

From this, we argue that gig platforms are gender-agnostic, mean-
ing that platforms’ designs treat men workers’ experiences as the
norm and are blind to women’s realities. Even though gig platforms
may not actively discriminate gender, by being gender-agnostic
they are insensitive towards existing gender inequities in socio-
technical infrastructure. This leads to designs that marginalize
women by perpetuating bias and harassment. When algorithms
exercise management decisions (e.g., dispatching) in a platform that
does not recognize women’s realities, they create unfair outcomes
for women. We discuss in detail why gender-agnostic platform
design is problematic through women’s perspective, and draw com-
parisons between women in gig platforms and those in traditional
organizations. Our work adds to existing discussions of how plat-
forms fail to attend to workers’ interests [49, 78]. We do this by
highlighting the disproportionate risk women face as a consequence
of gender-agnostic platforms, and how such platforms marginalize
women.

2 RELATED WORK

2.1 Studying Women Workers with Critical
and Gender Perspectives

2.1.1 Male-default values in sociotechnical constructs. Research in
HCI has used critical theory to analyze social constructs for minor-
ity groups, such as women [14] and people of color [71]. Rooted
in social philosophy, critical theory motivates reflective critique
about current socioeconomic dynamics, especially power structures
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in computing systems [17]. In these analyses, scholars have high-
lighted the male default bias in forming cultural understandings
of social constructs, drawing conclusions about “people” or “hu-
mans”soley from male subjects [72, 84]. This male-default value
permeates social systems used in online representation, work, and
social interactions [72, 91]. This “male default” bias is exclusion-
ary. It dismisses women’s experiences and contributes to gender
stereotypes [83, 84].

HCI scholars have called for studying socially embedded subjects
using a feminist perspective [27]. This includes employing moral
objectives such as improving human quality of life and fighting
against oppressive social structures [12]. Feminist HCI critically en-
gages with the construction of knowledge around a certain subject
field and how value is determined in the construct [13]. A salient
application of feminist HCI approaches is designing inclusive so-
cial computing systems [70, 71]. Therefore, we adopt feminist HCI
as a critical perspective to study gender in the narrow context of
women workers. In our work, we challenge the existing construct
of gig work and surface the overlooked values in male dominant gig
workplaces. As we argue what constitutes as labor for women gig
workers, we use feminist theory as a lens to highlight the material
and immaterial labor [59] performed by women gig workers. When
discussing gender, we adopt the understanding that gender is be-
yond one’s identity. The actions “performed” by the individual are
also considered gendered [20, 80]. This means that gender identity
often affects the actions and consequences women engage with,
leading to unique situations they must confront.

2.1.2 Value mechanisms in genderless workplaces. Labor schol-
ars have long been concerned with workplace relationships and
management rules, noting how organizational rules can both en-
able and constrain worker autonomy. More recently, labor research
has warned about an increasingly changing market, transitioning
from hierarchical organizations to distributed gig platforms [94].
With this comes more flexible work arrangements and loss of sta-
bility and predictability of work [10]. Workplaces are not neutral
or natural [92, 93]. In management literature, scholars have taken
critical perspectives and called for a gendered view of workplaces,
and rejected the assumption that organizations have no gender, or
that work is disembodied [6]. Gendered actions in organizations
are often power laden. People who practice gender are practic-
ing power without reflexivity. [67]. This research has highlighted
the importance of recognizing workers’ contexts and the need for
attending to workers’ situated realities since work is socially em-
bedded [11, 21, 86]; workers are social actors within the workplace
[57]. This is particularly important in motivating later research
that attends to worker agency, and how technology design may be
alienating when organizations use external standards to enforce
workplace arrangements in a top-down manner [21]. Research in
HCI has used feminist lenses to interpret workers’ experiences in
gig platforms. For instance, Raval et al. studied how ride-hailing
drivers’ work constitutes emotional, physical, and temporal labor.
The authors argued for a diversification of what is recognized as
labor beyond material forms in a capitalistic tradition [73]. Our
work looks to expand existing discussions of value mechanisms
within gig work from a gendered perspective.
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2.2 The Dynamics of Algorithmic
Management and its Limitations in Gig
Platforms

An important perspective in understanding gig platforms is the
framing of algorithmic management, which is widely adopted by
scholars who study location-based [38, 60] and online gig work
[48]. Prior work has looked at the mechanisms of algorithmic man-
agement systems within ride-hailing and food delivery platforms
[38, 46, 81], online freelance platforms [19], and compared them
with more standard work settings [47, 54]. This work has focused on
understanding the relationship among workers, customers, and al-
gorithms, where platforms facilitate service exchanges through au-
tomated worker evaluation and reputation [50], active time [52, 97]
and location [77], to match workers with customers, and generate
worker rankings [48]. Such mechanisms result in workers’ varied
experiences [36, 63] and wellbeing [28, 95].

Some of these defining features are rating and reputation sys-
tems that are used to evaluate workers and assign jobs, such as
star rating systems. The power imbalances inherent in this one-
size-fits-all approach to worker evaluation results in low pay, social
isolation, overwork, sleep deprivation, and exhaustion [95]. For ex-
ample, assignment algorithms on ride-hailing apps penalize work-
ers for rejecting rides regardless of the reason, and rating systems
are extremely unforgiving when deactivating workers [60]. Some
platforms force workers to commit to schedules in advance and
pressure them to accept jobs with minimal information [38].

As evidenced by prior research, algorithmic management sys-
tems have a clear and significant impact on workers’ well-being.
Algorithmic management impacts workers’ autonomy and the no-
tion of flexibility that makes gig work attractive in the first place.
For instance researchers have argued that algorithmic management
systems constrain workers’ freedoms by regulating their time and
activities [38]. Platforms often incentivize and push workers to
work at particular times to regulate the supply of workers [46, 82].
One way platforms do this is by changing the amount of money
workers can make at any given time [38]. Other work has found
that algorithmic management can stymie workers’ future career
progression [29], despite many gig workers actually joining gig
work as a first step towards their career goals beyond platform
work [76]. The rigid structure imposed by algorithmic management
makes it difficult for workers to develop transferable skills [29].
Algorithmic management systems also force workers to engage in
additional unpaid work, otherwise known as invisible labor [19].
For example, workers may provide free work samples, set lower
rates, and engage in practices to keep their emotions in check [19]
to try to please customers and receive higher ratings. Invisible work
adds additional time constraints to workers’ schedules, making gig
work’s promise of flexible scheduling even more illusionary.

Discussions of the impact of algorithmic management on work-
ers’ well-being and the illusion of flexibility have not sufficiently
acknowledged the role of gender identity. This has the effect of
potentially collapsing women workers to workers. Algorithmic man-
agement is a sociotechnical concept; power dynamics and social
biases have an effect on the continously evolving relationship be-
tween workers, customers, and algorithms [47]. The promise of
flexibility makes gig work attractive to women workers [44, 53]
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as it allows them to more easily balance work with their family
responsibilities [9]. However, unpredictable work patterns and lack
of benefits such as healthcare, can have a greater impact on women
who often face the brunt of childcare [33]. Our work set out to
examine how algorithmic management and its perceived flexibility
affect women’s experiences in gig workplaces.

2.3 Women in Gig Workplaces

Recently, there has been some research studying how algorithmic
management and power dynamics further affect gig workers from
marginalized and underrepresented groups, particularly women
and those in the Global South. Beauty work — traditionally per-
formed in offline settings — has been a focus of recent research in
this area. Researchers have looked at how platforms are changing
the way beauty work is carried out by women workers [74], and
how platforms are used to surveil and control women [8]. Similar
studies have focused on the experiences of care workers and how
platforms exacerbate the existing inequalities careworkers face [89].
Although we commend how this work sheds light on women’s per-
spectives, this research focuses on feminized labor. Our work looks
at women’s experiences in gig work where men dominate, such as
ride-hailing [23, 25]. In these areas, women’s voices are prone to
be silenced, and their realities easily overlooked.

2.3.1 Women face bias and harassment in (gig) workplaces. As a
result of male dominated social construct, women have historically
faced limited opportunities for career growth [15], and greater bias
[30, 56] and harassment [32, 61] risks in public places. Gender dis-
crimination towards women has permeated workplaces, where bias
and harassment persist [16, 69]. For example, women gig workers
face a gender pay gap [25, 34] similar to the gender pay gap that
exists in more traditional forms of work. In traditional workplaces
women are often the victims of repeated sexual remarks, unwanted
physical touching, and pressure for dates. This is especially true
for women who work in male-dominated and/or service oriented
industries, as truckers [90], waitresses [43], hotel workers [39] and
taxi drivers [55]. Job-related sexual harassment could lead to severe
consequences such as job loss, psychological harm, and decreased
morale and job satisfaction [42, 55].

As a workplace, gig platforms support service transactions be-
tween workers and customers, which requires women to engage in
high levels of social interaction. Prior work has found that women
face harassment while doing gig work due to platform management
strategies [65]. At the same time, platforms also invite biased treat-
ment of workers, including women [40, 41]. Research in HCI has
explained these conditions stem from the lack of intentional plat-
form designs to mediate customer behaviors [64], acknowledging
both workers and customers face these challenges [41]. Customers’
behavior has important effects on workers’ safety. Workers, espe-
cially women, can face safety risks from aggregated harassment
or customer intoxication [7]. As a response, workers engage in
a myriad of practices to stay safe, including carrying weapons,
recording interactions [7], and unfortunately, sometimes avoiding
certain areas of the city [87]. Yet, workers continuously face pres-
sure from platforms to forgo their own safety interests to maintain
their reputation or increase earnings [88], and many are frustrated
by the entitlement displayed by male customers [68]. Our work
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characterizes the mechanisms by which platforms perpetuate bias
and harassment, while taking into account women’s experiences
and unique perspectives. Prior work, such as research that tries
to explain the gender pay gap in gig work [25, 34], does not suffi-
ciently contextualize the factors that lead to the pay gap. Our work
seeks to provide a more nuanced explanation of the decisions and
tradeoffs women workers need to make when managing bias and
harassment.

3 METHODS
3.1 Participants

We conducted semi-structured interviews with 20 women gig work-
ers across ride-hailing (Uber, Lyft), food delivery (DoorDash, Grub-
Hub, UberEats, Postmates), and home-service platforms (TaskRab-
bit)!. These gig platforms were selected because their worker pool
significantly consists of men [2, 25, 99], such as in ride-hailing and
food delivery, or because they are gender-segregated [23], such
as in home service work, where we suspect that women’s experi-
ences may be marginalized. At the time of analysis, we dropped
one participant due to credibility concerns. Specifically, this partic-
ipant had participated in one of our previous studies and provided
information that was inconsistent with the information provided
previously. The 20 participants included in the analysis were 19 -
61+ years of age and had spent 9 months - 6 years working on the
platform at the time of the interview. They reported working 8 - 80+
total hours per week across all platforms they are on. Twelve partic-
ipants self-identified as white, four as Black/African-American, one
as Asian/Pacific Islander, and two preferred not to disclose their
race. Five participants worked as drivers, six as couriers, and seven
as taskers. Two participants worked as both a driver and courier.
All participants worked for gig platforms in either the United States
or Canada. Participant information is provided in Table 1.

3.2 Data Collection and Analysis

3.2.1 Recruitment and Data Collection. We recruited ride-hailing
and food delivery participants by advertising our study on various
social media groups for these workers. Home service workers were
hired through TaskRabbit. We invited taskers who work on a range
of task types including delivery, cleaning, personal assistant, fur-
niture assembly, and home repair. Participants were first asked to
complete a short survey to obtain demographic information (pre-
sented in Table 1). From that data we invited participants to an
interview. For the interviews we prioritized workers who have a
longer working history and have completed more total transac-
tions on the platforms they are on. Since we were interested in
understanding how workers respond to and cope with bias and
harassment, we expected that workers with more experience on
the platforms may have experienced more bias and harassment.
The two investigators conducted interviews via Zoom between
April 2021 and July 2021. Interviews focused on understanding
workers’ unique experiences as women, how their gender iden-
tity shapes their experiences working in gig platforms, and how
they respond to and cope with bias and harassment. We included
questions that asked about workers’ experiences with safety, bias

! Throughout this paper we refer to food delivery workers as couriers and home service
workers as taskers.

Ma and Rivera, et al.

Name Gig Type Age Race I?;u‘l;eek Experience
Alison Driver & Courier ~ 31-45 Black/African-American 36 3 yrs
Amelia Tasker 19-30 White 10 1yr
Angela Courier 31-45 N/A 20-60 3yrs
Annette  Driver 31-45 White 20 3 yrs
Ashley Driver 61+ White quit 5yrs
Cindy Driver & Courier  46-60 White 80+ 6 yrs
Constance Tasker 19-30 Asian/Pacific Islander 16 9 mos
Eileen Courier 19-30 White 30-40 1.5 yrs
Ella Tasker 46-60 White 15 3.5 yrs
Emma Tasker 31-45 Black/African-American 30 2 yrs
Hope Courier 31-45 N/A 20-30 3-4yrs
Jennifer  Driver 31-45 Black/African-American 20 4yrs
Jody Courier 19-30 White 35 1.5 yrs
Kayla Tasker 46-60 White 8 5yrs
Natasha  Courier 19-30 White 10-20 1.5 yrs
Penny Driver 46-60 White 45 6 yrs
Sheryl Courier 61+ White 40 2yrs
Tiffany Driver 46-60 White 25+ 6 yrs
Vivian Tasker 19-30 White 20 1.5 yrs
Yvonne  Tasker 31-45 Black/African-American 15 4 yrs
Table 1: Self-Reported participant demographics for the

20 participants included in our analysis. All names are
pseudonyms.

and harassment, customer interactions, and how these experiences
shape their work practices. Each interview lasted between 35 - 95
minutes. To thank participants for their time, we paid them $25 - $50
USD or the equivalent amount in CAD for those based in Canada.
All interviews were recorded by Zoom and manually transcribed
by the two investigators.

In this process, we deductively excluded some extraneous con-
tent that did not speak to our research questions such as time
stamps, rapport building, and logistics (introductions of ourselves
and collecting payment information, etc.). The total number of sen-
tences that were excluded from our transcripts is less than 10% of
our data.

3.2.2  Analysis. We analyzed the interviews using inductive and
deductive thematic analysis [18]. Our analysis is also informed by
feminist theories on sociotechnical systems [12] and critical gender
theories [20, 71]. We developed the initial round of codes using open
coding [22]. These codes were migrated to an online collaborative
whiteboard? and were coded into different categories using axial
coding [22]. Based on these categories, we developed second level
codes by grouping initial codes into higher level categories. For
instance, some of the initial codes were “ night shifts”, “dress code”,
“flexibility is important”. These codes were later merged into higher
level categories such as “platform masculinity” and “impression
management”. While merging codes to the next level inductively,
we also deductively excluded some codes that did not relate to other
themes (e.g., college student). The data collection and analysis was
done in batches of 9, 8 and 4 participants. We ended up with 396
independent codes and 16 categories (which we developed into
8 themes) as they grew stable in the first 16 participants’ inter-
views. In the last 4 interviews, only 11 new codes emerged. We fit
these codes in the existing categories, but new themes did not arise.
Throughout this process, the leading authors met several times
each week between May 2021 and July 2021 to discuss the codes
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and developing themes. All authors also met weekly to discuss the
appropriateness of the developed themes. Based on these discus-
sions, we iteratively wrote several memos [22] which eventually
developed into the key insights in our findings. Our study protocol
was approved by our institution’s ethics review board.

3.3 DPositionality Statement

When presenting the findings and interpreting the data, we ac-
knowledge our own gender, social privilege, and cultural back-
ground as potential areas of bias. This includes when interpreting
participants’ experience that are intersectional, we focused on the
implications rooted from being a woman, and may not have ad-
equately acknowledged their racial background. Even though all
authors are non-white, this may have introduced biases where gen-
der was seen as the primary cause of contention over race. Similarly,
we omitted findings where women reported being marginalized by
other women, such as experiencing more false reports and preju-
dice from women customers. From our own experience, we think
this could stem from women workers’ own gender bias against
women. For instance, customers of all genders may view women
as easy targets. As such, we did not report sufficiently on gender
biases exercised among women, partly due to the majority of au-
thors being women and our own level of sensitivity to bias among
women. Lastly, we believe there are physical differences between
men and women. This may have contributed to our perspectives
on masculine qualities and how they benefit some workers.

4 FINDINGS

Our interviews show that gig platforms are gender-agnostic to
women’s experiences. As a result, women are left vulnerable to
bias and harassment. Facing these challenges, women “brush off”
and de-escalate the situation, instead of using the panic buttons
built into in the platform. We also found that women workers
provide unique value to gig platforms, such as perceived safety
and emotional support for customers and other workers. Yet, these
contributions go unrecognized by platforms and are not taken into
account in existing dispatching and recommendation mechanisms.
These contribute to women feeling unsupported and being at a
financial disadvantage. Interestingly, we also found that masculine
qualities, such as physical strength, are rewarded with increased
financial and physical security.

4.1 Lack of Gendered Design Leaves Women
Vulnerable to Harassment

We found that the lack of gender specific designs in platform pol-
icy and work infrastructure leaves women workers vulnerable to
bias and harassment when interacting with customers. Women
workers’ experiences with bias and harassment, and their ability to
react to such situations, are also mediated existing platform power
asymmetries between customers and workers [78].

4.1.1  "Nothing. Absolutely nothing!": Lack of gendered policy and
infrastructure leaves women vulnerable. Previous work has reported
rampant bias [40, 41], harassment [65], and safety [7] incidents
experienced by gig workers. Yet, platforms have done little to ad-
dress these issues. One example is lack of workplace standards.
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Even though this affects all workers, women find lack of workplace
standards particularly precarious. In service interactions, gender
stereotypes such as women being physically non-threatening and
having risk adverse tendencies make customers believe they are
less professional, and easy to challenge and target (Annette, Penny).
As a result, women workers face disorderly customer behaviors
such as false cheating accusations. Tiffany shared how she was
treated as an easy target and her professionalism questioned by
customers due to being a woman.

“With older guys basically when you [as a passenger]
get in the car and you’re a female you don’t jerk around
with them the same way, because you know they’re kind
of serious and they know what’s what. But if you’re a
female driver, they[passengers] just figured that they
can get away with more either bad behavior or saying
that somehow you cheated, and they can get their credit
that they could get money that’s a big thing that they
all try to do.” (Tiffany, driver)

Women delivery workers suspect that safety and harassment related
incidents happen to them more often than men. For instance, Eileen
gave an example of how she thinks that harassment incidents have
happened to her because of her nonthreatening nature as a woman.

“People have been following me to my house to yell at
me for my poor driving now that I am a female. And
I believe that is because I am regarded as no threat. ...
Would someone ever do this if  was a guy? I don’t think
so.” (Eileen, courier)

The current management mechanisms of gig platforms are agnos-
tic to women’s needs to work in a safe environment and be treated
fairly by customers. This is caused by assuming that workers do not
require designs that acknowledge their gendered realities. Several
women (Tiffany, Penny), said that platforms do not take effective
measures to ensure their safety. When customers show signs of be-
ing a physical threat or exhibit other disorderly behaviors, women
have to deal with them on their own.

“They don’t teach you how to use the APP they don’t
teach you customer service they don’t teach you about
laws on the road. They don’t teach you about safe prac-
tices or best practices, nothing, absolutely nothing, so
you wing it.” (Penny, driver)

To clarify, this quote should not be misinterpreted as if Penny needs
more training for doing her job well; she has been a ride-hailing
driver since 2015 and works about 45 hours per week. Rather, she
needs a “written law” to refer to when defending herself in cus-
tomer interactions. Without such a guideline she is defenseless
when customers question her decisions as a woman. This is partic-
ularly the case with her notion of “customer service.” It is unclear
when it is okay to cancel a ride, or ask someone to step out of
the car. When women form practices of their own to defend them-
selves in customer interactions, without platform endorsement,
their decisions are often challenged by customers. From our data,
we learned that women are in dire need of guidelines to protect
themselves from a range of situations that arise when interacting
with customers. Comparing ride-hailing to the taxi industry, the
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taxi industry usually has relatively better guidelines for workers
to refer to, and procedures to follow when a customer is perceived
as a threat. Workers can lean on such guidelines when making
judgements and taking actions. In many cases, this may prevent
situations from escalating.

4.1.2  Women “brush off” harassment as platforms fail to support
immediate actions. Due to the lack of gendered policy and infras-
tructure in gig platforms, women workers find it difficult to stand
up for themselves when facing bias and harassment in interactions
with customers. Previous work in HCI has studied women’s safety
in public spaces and the efficacy of panic buttons for women in
public space [51]. As an attempt to aid workers’ and customers’
safety, several platforms also introduced their own versions of panic
buttons [1, 24]. However, similar to the reception of panic buttons
for women in public space [51], women gig workers do not feel
panic buttons attend to their needs effectively when they experience
harassment.

When interacting with potential risks in gig workplaces, women
need to be alert and quick to recognize upcoming harassment. Their
goal is to de-escalate the situation quickly, instead of reacting after
the fact.

“..[hitting the panic button] that’s not where my mind
goes. My mind goes, get out now. Maybe after the fact
once I've found myself in a safe situation I would think
of it [panic button], but not in the heat of the moment,
no.” (Jody, courier)

By the time hitting the panic button takes effect and a police officer
arrives, the damage has most likely already happened. In these
cases, the panic button is akin to an error report option, not a
harassment prevention mechanism. This explains why Jody’s first
thought when facing harassment would not be to use the panic
button.

In reality, when women gig workers experience harassment, they
often have to de-escalate the situation by brushing off unwanted
attention, playing along, or deciding to“joke it off "(Cindy). Annette,
an Uber driver, referred to these de-escalation mechanisms as “delay
and deflect”.

‘T had a guy refuse to exit my vehicle unless I kissed
him...I delayed and deflect[ed]. I was dropping him off
at another bar so I told him that after I was done with
my shift I'd meet up with him and he agreed to that.
Of course I never went freaking back. But he agreed to
that so he exited the vehicle and I was able to leave.”
(Annette, driver)

In this situation Annette played along with the customer to get him
to leave her vehicle. Although the situation may merit a stronger
reaction, Annette did not force him to leave her vehicle or actively
fight his unwanted advances. Instead she made the decision to
“delay and deflect” to avoid further endangerment of her safety,
knowing that there are no other possible actions supported by the
platform. Similarly, Jennifer described how she feels forced to put
up with bias and harassment in her interactions with passengers
because she would not feel safe speaking up as a woman.
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“is it worth it? Is it worth your life to speak up right
now? And most of the time it’s not, so you just don’t.”
(Jennifer, driver)

For women like Annette and Jennifer, oftentimes de-escalating
ongoing harassment is the only viable strategy to stay safe.

4.1.3  Women’s self-defense decisions are compromised by rating-
based assignment mechanisms. The women we spoke with empha-
sized that brushing off bias and harassment is not how they would
ideally handle these situations in the “real world” outside gig plat-
forms. This suggests that their identity as workers on gig platforms
plays a big part in how they react. While working in gig platforms,
women need to prioritize their goal to generate income by main-
taining a good standing in the platform’s evaluation mechanism.
This requires them to keep the customers happy.

“At the end of the day you are dealing with something
that you might not necessarily do in the real world ... as
long as you still give a five-star, there’s compensation
that comes with it. ... certain situations it’s just not
worth standing up for yourself because if you do, and
they give you a bad rating, it’s not like Uber reaches
out to you to get clarification on the issue.” (Jennifer,
driver)

The rating-based work assignment mechanisms [41, 60] compro-
mise women’s ability to stand up to bias and harassment. Addition-
ally, several women mentioned that the lack of recourse following
deactivation forces them to shoulder the consequence of an abusive
interaction. For instance, Annette described how her livelihood
with Uber was affected after she decided to say something to a male
passenger who kept touching her.

“T told him if you do it again you are going to get out
here. ...unfortunately that person ended up giving me
a low rating which affects any promotions I can get
and even my standing with Uber. They can take me off
the platform because of that. And there is little to no
rebuttal that I have.” (Annette, driver)

From these testimonies, we see women’s fear of losing access to
work leading their inaction/passive resentment of harassment and
safety risks. At the same time, when they do speak up for them-
selves, they risk losing access to work as the platform’s algorithm
would punish them with lower ratings.

Lost access to work does not only come from platform deac-
tivation, but also from time spent recovering after a traumatic
experience, such as harassment. Any human being would be emo-
tionally affected in the hours or days following such an incident.
When a worker decides to take time off to gather themselves before
facing a customer again, they are financially responsible for the lost
work time. There is no platform support for this aspect of workers’
well-being. Women who depend on gig platforms for a living may
have to keep working in distress with no time to recover.

“Tt bothers me, yes. I have a choice of losing it and getting
angry and taking time to gather myself to the point
where I can work again or I can take it in a different
route and just realize okay, you got this person here for
five minutes and then they’re getting out of your car
and you will never see them again ...” (Penny, driver)
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Admittedly, not all women would continue working after a ha-
rassment incident. We see that such decisions are made based on
women’s financial dependency [63, 81] on the platform. Platforms’
reward mechanism forces women to trade their safety and emo-
tional wellbeing for an opportunity to make money. While women
who are less financially dependent on the platform might be able
to afford to stand up for themselves (Ashley) and willingly stop
working after certain hours to avoid safety risks (Natasha, Sheryl),
more financially-dependent women (Cindy, Jennifer, Annette, and
Tiffany) have had to make decisions similar to Penny’s at various
points of their gig career.

In this subsection, we discussed the ways in which women gig
workers are marginalized by gender-agnostic platform designs. This
is reflected in the lack of gendered policy and infrastructure that
leave women vulnerable to harassment and unfair treatment from
customers. Without effective guidelines and platform mechanisms
to support women in defending themselves, women have to brush
off harassment and de-escalate the situation to protect themselves
from further endangerment and maintain access to work.

4.2 Dispatching & Recommendation
Algorithms Do Not Acknowledge Women’s
Value & Contributions

We found that women gig workers bring unique value to service
interactions with customers and the gig worker community, but
platforms do not acknowledge the value of their contributions.
Women engage in activities that platforms do not consider work.
Therefore, platforms’ algorithms do not reward women for this
labor with greater access to work, or work with higher earning
potential.

4.2.1  Women provide perceived safety for customers and social
support for other workers. Women workers shared stories of how
they are able to cater to certain customers by providing a sense
of comfort and safety. They explained that for various reasons,
some customers prefer to interact with women workers. In these
situations they may have an advantage over men workers. For
example, some ride-hailing drivers (Tiffany) explained that women
passengers often feel uncomfortable riding with men drivers, and
express relief when their driver is another woman. We heard similar
stories from taskers, especially those who perform male-dominant
tasks such as handy work. For instance, Ella described that 90-95%
of the people who hire her are women. Speculating on why her
service is preferred over men’s, she explained that she gets hired
by

“..women who live alone, women who don’t like creepy

men coming to their apartments, women who can’t get

their husbands to do anything, and women who want

to support other women.” (Ella, tasker)

These experiences suggest there is a preference for women gig
workers among a certain group of customers, oftentimes other
women.

Women also provide social support in online worker commu-
nities such as forums, subreddits and Facebook worker groups.
Due to the lack of training and support from the platforms, online
worker communities are an essential part of how workers learn and
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form their own practices, and seek social support [60, 64]. However,
online worker communities do not always provide a supportive
environment, as negativity and aggressive behavior are common
in these spaces [96]. As a result, women workers feel discouraged
to speak in online worker communities. They see these spaces as
negative, apathetic, toxic, and led by men workers. They believe a
‘women only’ platform would be much more positive and support-
ive.

“women are more tuned to be talking about the human
aspect than men...and it would be great if there were
enough women who are delivery drivers to actually
have a forum like that. There wouldn’t be so much com-
plaining over things that you have no control over...gig
work as a whole has a very patriarchal, masculinity
feel” (Jody, courier)

Several women expressed that they do not speak in online forums
to avoid the negativity. Instead they are just long term ‘lurkers’
(Natasha) of the space.

However, they do feel obligated to speak when they see a fellow
woman gig worker is in need of either informational or emotional
support.

“Tonce saw someone who identified as a woman actually
posting that can they use a fake name, and tons of people
were commenting if you’re too scared to use your real
name you shouldn’t use this platform and just all of
this kind of really dismissive responses. That’s like an
example that I really felt like obligated to share with
them that, yeah you can use a fake name i’ve done it
no problem and it’s fine just do it.” (Natasha, courier)

Even when women do not actively participate in online discus-
sions, they will step up when they feel it is necessary. Natasha also
shared that one of the few instances when she spoke up was to
make another woman worker feel validated when the others in the
community were not being supportive.

4.2.2  Gender-agnostic management mechanisms harm women work-
ers. Gig platforms’ gender-agnostic management mechanisms do
not acknowledge and value the impact of women'’s contributions. In
addition, they cause physical and financial harm to women workers.

As discussed in 4.1 platforms provide little to no support for
women workers’ safety, despite women workers’ significant con-
tributions to customers’ safety. In the aforementioned section, we
noted two concrete ways in which gig platforms fail to acknowl-
edge safety concerns among women drivers and couriers: lack of
gendered guidelines, and lack of efficacy of emergency alert features
such as panic buttons.

We found that the threat of harassment extends to online spaces
as well, where women workers face risk of online harassment when
they speak up to support other workers. They often face backlash
from workers who disagree with their beliefs or do not want them to
speak for the community. For instance, Penny is an active member
of a worker union and feels strongly about advocating for workers’
rights. In speaking up about workers’ issues on social media, she
was verbally attacked by a male worker for being a white woman.

“The first one that comes to mind is because I was not a
brown man. Okay, it was a brown man who attacked me
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in a threatening message through Facebook messenger
and it was paragraphs long disparaging me for speaking
up because I don’t represent the majority of uber drivers.”
(Penny, driver)

Examples such as this one suggest why some women may be re-
luctant to be involved in online worker communities. Yet women'’s
involvement benefits online worker communities, and gig work
as a whole. Prior work has shown evidence that online worker
communities play an important role in formulating workers’ col-
lective knowledge and work standards [45, 79]. Women take on
the responsibility of supporting other workers and creating a safe
workplace environment. Yet their contributions are unacknowl-
edged by platforms, potentially not even being considered work. In
traditional workplaces, human resource professionals perform this
type of work, backed by allocated budgets.

Finally, platforms do not support women workers in financially
capitalizing on their position in the gig marketplace. For instance,
even though Ella often gets hired by other women who feel more
comfortable with a woman worker in their homes, she feels that
overall she does not get as many job requests as her male worker
friends. Ella said that despite her years of experience doing TaskRab-
bit jobs and being a worker with ‘elite” status, she never appears on
the first page of workers displayed to customers. She feels it would
be beneficial to her and other women workers if customers could
search for workers by gender, a feature that is currently unavailable
on TaskRabbit’s platform.

“T wrote to TaskRabbit a couple times and said, what’s
going on? How come I'm not getting anything?...There
are a lot of problems with the apps, you never know if
you are showing up...I asked them [TaskRabbit] if they
could have an option that would allow people to search
for women because everybody’s like, oh a woman! I'm
so glad to meet you! This is so exciting that you are a
woman. What, like if they had that option they would be
sexist against men or something? I don’t think anybody
has a hard time finding a guy.” (Ella, Tasker)

Women workers feel that their work is unacknowledged and
wish that the platform would recognize their contributions with in-
creased financial support. On TaskRabbit, we saw gender-agnostic
management mechanisms taken one step further, verging on being
discriminatory. Despite women workers’ care work contributing to
the comfort and safety of customers and other workers, TaskRab-
bit devalues women’s work in how it decides to allocate bonuses.
One worker who does personal assistant jobs and organization
tasks explained that TaskRabbit will sometimes offer bonuses to
workers for completing a pre-specified number of tasks that month.
She expressed frustration that it is always people doing the male-
dominant roles such as fixing furniture and moving heavy items
that get the reward. The reward is not offered for the types of tasks
she does.

“One thing that is against women is they have these
things where in a week if you do a certain amount of
tasks you get an extra $80-$160. I've only seen it be
specifically for men-done tasks like moving, heavy lift-
ing. Women can do these tasks, but it’s predominantly
men. It’s never offered for delivery or organizational
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tasks. I feel like I'm missing out on the opportunity
to make the extra money. They should be including
women on that. The societal standards and norms are
being brought in.” (Vivian, Tasker)

Overall, failing to acknowledge and support women workers’
contributions negatively affects their safety and financial well-being.
This may further contribute to gender inequalities in gig workplaces.
Past research has shown that women earn less than men in various
types of gig work including ridesharing [25] and online freelancing
[34]. By taking women workers’ contributions for granted, plat-
forms are reinforcing these gender dynamics around care work and
the value of women’s labor in the gig economy. Additionally, plat-
forms do not seem to understand what features, tools, and resources
women need to feel supported and valued for their contributions
to the entire ecosystem.

4.3 Masculine Qualities are Rewarded
Through Increased Financial and Physical
Security in Gig Work

In a quote in 4.2.2 Vivian observed that societal norms and stan-
dards are brought into the gig ecosystem. We saw this pattern in
the advantages of physical strength and masculine traits. Women
who have had experience in male dominant environments and are
confident in their physical abilities may have an advantage over
other women on gig platforms. This finding was especially preva-
lent among Taskers, where we could note this distinction between
tasks that are more dominated by women (e.g. cleaning, personal
assistant, organization), and those more dominated by men (e.g.
furniture assembly, heavy lifting, handy work). Experience in male
dominant environments outside gig work gave women a sense of
confidence to take on “men” tasks, which are also often the ones
that pay the most.

“T was in the military so I was kind of forced to have
to talk to people, so I’'m comfortable kind of anywhere
...  was a tomboy growing up, played all the sports,
growing up with by brothers, my cousins, my uncles,
I was always around guys ... once I got into the mili-
tary that was a continuation of my childhood...this [the
military] was not anything weird to me, whereas a lot
of girls struggled...they thought they could get ahead
or get noticed by playing the woman card against all
these men...even getting into TaskRabbit and not inten-
tionally being like I'll pick furniture assembly because
I know a lot of girls don’t do it, it’s just what I know.”
(Yvonne, tasker)

In this case, the sense of “I know how to handle myself around
guys” goes a long way for taskers when deciding which job to
take. Workers who are confident in their physical abilities may be
more likely to choose the tasks that pay the highest wages. On the
contrary those who are less confident in their physical strength
may refrain from completing those types of jobs even if they wish
they could do them. For instance, Emma completes primarily house
cleaning and personal assistant tasks on TaskRabbit. She wants
to sign up for handy work, but lacks confidence in her physical
abilities to get the job done.
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“There are some tasks on there that I would like to sign
up for. Ikea assembly, furniture assembly, mounting
things, and house chore... But I just worry as a female
like sometimes that stuff is heavy so I don’t want to get
there and then I can’t move this, can’t move that. And
you have to think about putting a strain on your body.
So I never really signed up for those. But those are like
the number one skills, and people make so much money
doing furniture assembly, moving, and maintenance
stuff around the house. Men get paid a lot.” (Emma,
tasker)

Confidence in male dominant environments also gives some
workers greater ability to stand up for themselves when they are ha-
rassed or disrespected by customers. Many of the women we spoke
with have faced uncomfortable encounters with customers that
are borderline harassment or situations where they felt pressured
by their conduct. Yet, Constance, an ex-rugby player, is reassured
by her physical strength and prior experience in handling these
situations.

“T was working in this apartment that was pretty small
and he just happened to be standing very close to me,
which made me very very uncomfortable. I didn’t nec-
essarily feel unsafe because I know I could handle my-
self,...In college I played rugby for four years and I've
tackled some pretty large and tall people so I definitely
could manage myself so I have no doubt that I could get
myself out of that situation or at least try which makes
me feel safer ...but if I didn’t have the background that
I have, if I were a smaller woman, it would have been
very uncomfortable to have a man six inches away from
me the entire time while I was working.” (Constance,
tasker)

When faced with a potentially threatening situation, Constance
knew the risk and planned for the worst. She knew that if needed,
she could get into a physical altercation with the customer to de-
fend herself. But not every woman has the same confidence as
Yvonne and Constance, as most are not ex-military or ex-rugby
players. These examples suggest that for a woman worker to suc-
ceed or reach their income goals, they have to identify with strong
confidence in their physical abilities in both doing the work and
ensuring their safety.

In this section, we have shown that gig platforms are gender-
agnostic through their lack of gendered policy 4.1, misunderstand-
ing of the safety needs of women 4.1, and devaluing of women
workers’ contributions 4.2. In particular, the safety and care work
that women provide to customers and gig worker communities go
unacknowledged, but masculine qualities such as physical strength
are rewarded through increased financial and physical security. In
the discussion section that follows, we will outline directions to
guide various stakeholders in making gig work better for women
workers.

5 DISCUSSION

Our findings reveal stories of women workers who perceive plat-
forms as complicit in marginalizing their experiences, due to the
lack of designs to enforce gendered policies to protect them from
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bias and harassment. When faced with harassment and safety risks,
women bush off harassment to avoid further endangerment and
maintain access to work, as platforms fail to take immediate ac-
tions. At the same time, gig platforms do not acknowledge women’s
unique value in providing perceived safety to customers and social
support to peer workers. Gig platforms reward masculine qualities,
such as physical strength. This may encourage women to adopt
such identities to be rewarded financially by platform management
mechanisms. As such, we argue that these platform mechanisms
are gender-agnostic; they do not attend to women’s value and vul-
nerabilities when making management decisions. We incorporate
feminist methodologies [13, 58] to discuss how women’s stories
inspire the design of gig platforms that attend to gendered experi-
ences.

5.1 How are Women’s Experiences in Gig
Platforms Different from those of
Traditional Organizations?

Women are expected to perform a sheer amount of invisible labor
that benefits gig platforms, such as helping customers feel safe,
and creating a welcoming online worker community. Research has
discussed the detriment of invisible labor to gig workers in ride-
hailing [73] and micro-tasking [37, 97] platforms, largely as a result
of algorithmic management [60]. This research problematizes the
nature of invisible work and how platforms’ value mechanisms are
blind to these activities, which are essential to service transactions
[37, 73, 97]. Our work presents the unique ways in which women
perform invisible work to cope with bias and harassment, provide
emotional support to customers and peer workers, and attend to
their gender in order to succeed. These realities extend the current
understanding of invisible labor, and articulate nuances that could
help further explain other challenges such as the gender pay gap
in gig platforms [25]. Our findings suggest that the less women
incorporate feminine notions of gender identity in their work, the
more likely it is for platform algorithms to reward them with more
work (Yvonne), better paying work (Emma), and better interactions
with customers (Constance). This is similar to women’s experi-
ences in traditional organizations [62]. So, how do gig platforms
disenfranchise women differently than more standard workplaces?

Through algorithmic management, platforms enable a system-
atic way of not acknowledging the challenges and disadvantages
that are disproportionately experienced by women. This is different
than being managed by a human. A human manager may discrimi-
nate a woman worker, but such discrimination is often case by case,
and could be disputed more robustly. When platforms normalize the
lack of protection or designs for women, they signal to customers
that women workers are easy targets for exploitation. This embold-
ens some customers to exploit women workers by harassing them
and issuing false reports. Additionally, platforms do not consider
these added risks for women when evaluating their ratings or re-
solving disputes. This disadvantages women by limiting their access
to quality work. Women who depend on the platform for a living
are more likely to conform to this exploitation by compromising
in service exchanges and brushing off harassment. Platforms then
perpetuate these biases and harms, pushing disproportionate risk
onto women that eventually compromises their ability to obtain
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equal treatment and pay. Safety is a prime example where platforms
benefit from women’s labor. Women provide perceived customer
safety. Yet platforms do not adequately provide workers the same
sense of safety or acknowledge their value. These realities, although
not exclusive to women, are experienced by women disproportion-
ately due to stereotypes of women’s roles in social interactions
(e.g., being more communal and having less agency) [30, 31]. The
platform enforces unwritten requirements for social interactions,
without designing mechanisms that acknowledge them.

5.1.1 A pluralistic way of acknowledging women’s unique value
and challenges. We provide several recommendations for platform
designs to acknowledge women’s unique value and the challenges
they face in gig platforms. Platforms’ design should acknowledge
value beyond transaction and productivity focused mechanisms by
including social values derived from worker-customer interactions
[13]. Platforms already have mechanisms to document social val-
ues. For instance, drivers and couriers receive badges or keyword
feedback from customers to augment star ratings. However, this
documentation of workers’ performance does not effectively trans-
late to acknowledgements from the platform; there is no current
feature where platforms use this documentation to improve work-
ers’ ability to access work or make money. Platforms could use
these badges and positive feedback to support women’s physical
safety. For instance, ride-hailing and food delivery platforms could
use them to give women some priority for the day, time, hours, and
locations they want to work when they have accumulated more
badges and positive feedback from customers. This could enable
women to have priority in selecting the work environment that
would make them feel safest.

To acknowledge the risks women face, and to better care for
women workers during a safety incident, platforms should imple-
ment mechanisms to document workers’ physical and emotional
wellness [98], and prompt women to take breaks as necessary. For
instance, platforms should normalize paid sick leaves ranging from
short breaks to days off work, when women report an incident
that has affected their physical or mental state. This social sensing
mechanism could act as a tool to legitimize women’s request for
paid leaves (e.g., showing higher than usual heart rates, during
menstruation).

Given that women’s voices are often marginalized in worker
communities [96], platforms, worker organizations, and online com-
munity leaders should make sure that women’s experiences are
acknowledged when making design decisions. For instance, when
conducting user studies, platform researchers should pay attention
to the number of women participants they recruit, and in certain
studies, prioritize women workers to capture more marginalized
experiences. Worker organizations and unions should invest in
helping women’s voices be heard in both women and men worker
communities. For instance, they may consider electing women
leaders, and educating men gig workers how to support women
colleagues as allies. HCI researchers could design tools with com-
munity moderators to audit conversations in worker communities
that are insensitive towards women’s experience.

Last but not least, platforms cannot change their value mecha-
nism without departing from the profit driven, shareholder-centric
business model [64, 85]. Our data showed that some women gig
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workers channeled confidence from their past experiences in the
military (Yvonne) and playing rugby (Constance) for their work.
Future platforms, non-profit organizations, and researchers should
expand the definition of “work” in gig platforms to acknowledge
what women bring to the table, instead of suggesting they con-
form to masculine standards. This requires algorithms to work
with human managers to carry out transactions, while consider-
ing individual experiences and their impact on work. Future work
should consider the effect of humans working collaboratively with
algorithms to facilitate work assignments and recommendations,
allowing social contexts to make adjustments to algorithms.

5.2 Problematizing Gender-Agnostic Platform
Designs (So What?)

Our work highlights the challenges women face due to gender-
agnostic platform designs and algorithmic management mecha-
nisms. This results in further marginalization of women. Prior work
described how gig platforms employ algorithmic management [60]
to match workers and customers. As a result of algorithmic manage-
ment, workers face large amounts of bias, harassment, and safety
issues [7, 41, 87], as well as invisible labor [73]. Our work adds
women’s first-hand experiences and perspectives of the harassment
and safety issues they’ve faced to these discussions. Additionally,
our work presents new findings related to how women are under-
valued despite their contributions to gig work. When platforms
do not support women in managing gendered experiences such as
harassment, women end up having reduced work hours, lower cus-
tomer ratings, and are forced to avoid working in certain locations.
Because of sociodemographic power dynamics, these consequences
may be more dire for women workers than for men workers. These
practices become the determinants for platforms’ algorithms to
provide women with less and lower quality work, and deactivate
them unfairly. The coalescing of platform designs, women’s experi-
ences, and algorithmic management acts as a downward cycle to
marginalize women within the platform. Therefore, platforms are
not “gender-agnostic” by explicitly discriminating gender in their
algorithms, but by ignoring the social interactions that contribute
to gendered experiences. These gendered experiences are then fed
to platforms’ underlying algorithms, resulting in marginalization.
However, we are not suggesting platforms should simply identify
workers’ gender and instate gender mechanisms to elevate women
based on their identity. Feminist HCI suggests that platform designs
should abandon the single, totalizing, and universal way [12] of mea-
suring work. This includes both sides of the spectrum: disregarding
gender in platform design and gender-based algorithmic decision
making. Alternatively, platforms should focus on the service inter-
actions women experience, and adopt more diverse perspectives
that acknowledge women’s efforts in maintaining the workplace.
In particular, platforms should draw on women’s lived experiences
to design mechanisms to support them in preventing and reacting
to abusive situations. These designs would acknowledge women
workers’ unique value and contribution in the evaluation mech-
anism. In other words, platforms should not design for a specific
gender, but for gendered realities. In the following paragraphs, we
discuss the ways in which gender-agnostic platforms marginalize
women workers, and how we propose to tackle these design flaws.
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5.2.1  Platform mechanisms to enforce safety guidelines. We iden-
tify several areas for platform designs to enforce policies that ad-
dress women’s experiences around harassment and marginalization,
and acknowledge their contributions to the gig economy. Firstly,
platforms lack clear standards in defining the boundaries of service
relationships and how workers should be treated by customers.
Such lack of standards and worker training results in customers
treating women workers differently than men workers. Further,
platforms do not provide guidelines for workers who experience
harassment in service interactions. Although such guidelines do not
have to be specifically for women, our findings show more struc-
ture could support women workers in significant ways. Currently,
platforms only provide “tips” related to safety, bias and harassment
[3-5]. Yet, women may likely still have a hard time enforcing them
when they are not taken seriously by customers (Tiffany, Annette,
Penny).

Platforms should take a more proactive stance and design mech-
anisms to enforce these guidelines. For instance, granting women
the right to stop providing service and equipping them with tools
to document and report incidents. Currently in ride-hailing, docu-
menting and reporting is done manually and requires workers to
submit camera footage and initiate a case review [5]. This process
unjustly holds women workers responsible for their experiences.
Platforms should take the responsibility of auditing interactions.
When providing tools and clear guidelines, platforms can delegate
women workers to chaperon this responsibility with clear ways
to compensate and reward them. For instance, platforms can hold
sexual offenders accountable by including customer “behavior rat-
ing” prompts such as “makes workers feel comfortable and safe”, or
in contrast, “makes workers feel uncomfortable”, and “jeopardizes
workers’ safety”. These badges should appear in customers’ profile
and be shown to workers when they decide to accept/decline the
job, giving women more opportunity to assess the risk. Customers
that have been given multiple warning badges or negative reviews
by different workers should be auto-banned from the platform.
Such a punitive design will not only alleviate repeated offense to
an extent, but also balance the current power asymmetries [78]
between customers and workers. At minimum, when a harassment
incident is reported, platforms should be able to lawfully fine the
perpetrator and use this to provide some kind of restitution pay-
ment to the victim. This will allow women workers to recover from
emotional and physical injury without worrying about financial
loss. Consequently, this may prevent distressed workers on the job,
who could compromise service quality or become a public safety
hazard for others.

5.2.2  Women need support for safety in public spaces. Women’s
safety in public spaces affects their mobility and results in marginal-
ized financial outcomes [51]. As gig workers, safety in public spaces
can further affect women’s decision in selecting work locations
[7]. Finding safe areas to work and rest during breaks is important
for women to be able to provide consistent service and generate
income. We saw that one challenge women face is being able to
find a safe area to rest (Cindy). To address this, cities and towns
should work with HCI researchers to support women in finding
safe gathering places in between work, where they can rest, use
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the restroom, and take meal breaks. For instance, it would be op-
timal to have designated areas for women gig workers in parks,
local department stores, and parking lots. Especially in suburbs,
where there is limited public infrastructure, women should be able
to identify women worker friendly gas stations and re-charging
areas. States’ policies could also negotiate with local businesses,
incentivizing them to provide service to gig workers in exchange
for tax deduction.

On the other hand, many women choose to avoid working in cer-
tain areas or during certain times of the day to stay safe. Prior work
has critically highlighted the redlining phenomenon in ride-hailing
[87], which results in workers discriminating certain neighbor-
hoods. We also saw this as a common practice among women gig
workers (Sheryl, Natasha) with safety concerns. However, some
women were hesitant to discriminate neighborhoods, even when
they knew the risks posed (Cindy). We urge researchers and policy
makers to provide solutions for this difficult situation. Women gig
workers should not be responsible for choosing between staying
safe and contributing to redlining.

6 LIMITATIONS AND FUTURE WORK

Our findings are based on a limited set of participants located
in North America. Their experiences and perspectives are based
on the social experiences of women in a male dominant, multi-
cultural background. The women we interviewed are from African-
American, Asian, and European backgrounds. Their perspectives
overlap, but cannot capture the experiences of women outside of
North America. For instance, we believe that the harassment and
safety related experiences our participants have faced may resonate
with women in India [8, 51], but our work does not capture the
social factors that affect women gig workers’ experiences in India.
Another limitation of our study is our lack of access to women
who are no longer active in gig platforms. Therefore, our findings
could be compromised by survivorship bias, which may limit us in
capturing women’s hardship to its full extent.

Our work identified the mechanisms by which platforms fail to
acknowledge women’s experiences, suggesting one way in which
women gig workers are marginalized. We came across stories where
women shared experiences that may have been mediated by other
demographic factors such as race and socioeconomic status. We
encourage future work to investigate the impact of intersectional
identities on gig workers’ experiences. Future studies should also
look into the social mechanisms that leads to marginalization of
women gig workers in more diverse social and political contexts,
such as in Muslim countries and among immigrant workers.

7 CONCLUSION

We conducted interviews with 20 women gig workers across ride-
hailing, food delivery, and home service platforms to investigate
the question: what are women’s unique experiences and challenges
in gig platforms? Informed by feminist theories on sociotechnical
systems and critical gender theories we found gig platforms con-
tribute to women’s experiences of bias and harassment and dismiss
women’s contributions. We found that gig platforms are gender-
agnostic by not acknowledging women’s experiences and the value
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they bring. By not enforcing anti-harassment policies in their de-
sign, gig platforms leave women workers vulnerable to bias and
harassment. Lacking immediate support and fearing loss of access
to work, women workers “brush off” harassment. In addition, the
platforms’ dispatching and recommendation mechanisms do not
acknowledge women’s contributions in perceived safety and social
support for customers and peer workers. Drawing on our partici-
pants’ stories, we provide design implications to guide platforms
and policy makers in designing gig platforms and regulation that
attend to gendered experiences.
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