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Executive Summary
The platform economy in Serbia is a booming phenomenon 
that offers altered consumption and service provision 
opportunities and alternative work arrangements. This report 
presents Fairwork research conducted in 2022 in Serbia, in 
which five digital platforms—Glovo, Wolt, CarGo, Mr.D and 
Uradi-zaradi—were scored against five Fairwork principles.

The platform economy is not a new phenomenon in Serbia. 
It began in 2006 with the appearance of the first local 
platform, Donesi.com, which transformed from a website 
into an app in 2014. In the following years, market growth 
was stimulated by the entry of international food delivery 
platforms, including the appearance of local food delivery, 
ride-hailing and domestic work platforms. Recently, the 
platform economy landscape in Serbia has changed yet 
again, manifested in numerous mergers and acquisitions, 
the emergence of new local food delivery platforms, and 
changes to policies and practices of some platforms towards 
the principles of fair work. However, the legal status of 
platform workers and the Serbian public policy framework for 
regulating this form of work still represent a persistent issue 
requiring prompt and adequate solutions. 

Current models of platform work mostly revolve around 
“partnership agreements” with third parties, where the 
worker is either self-employed or is hired via an intermediary 
agency / limited liability company (LLC). These forms of 
worker engagement often lack elements of decent work 
standards as workers cannot avail themselves of particular 
labour rights such as right to access to unemployment 
benefits, paid sick and annual leave and maternity / paternity 
benefits.

Despite this, the platform economy has grown steadily—
supported by a high level of interest in undertaking digital 
platform work due (among other things) to the structural 
features of the Serbian labour market, namely high entry 
barriers to a young workforce and significant rates of informal 
employment. For many workers, platforms represent a step 
forward in finding viable working solutions that offer decent 
pay and a high degree of flexibility outside the regular labour 
market. 

THERE IS A CLEAR NEED FOR A FAIR 
LEGAL ENVIRONMENT FOR PLATFORM 
WORKERS THAT SUPPORTS FAIR 
WORK CONDITIONS, REGULATES FAIR 
REPRESENTATION, AND CONTRIBUTES TO 
GREATER SAFETY AND PROTECTION 
FOR WORKERS.
This is the second Fairwork report for Serbia, which results 
from a year-long research project that has examined 
the current situation of the country’s platform economy 
against five principles of fair work. By raising awareness of 
the conditions of platform work in Serbia, Fairwork aims 
to assist workers, consumers, platform management and 
policymakers in making platforms accountable for their 
practices, while indicating areas for improvement in order 
for decent work conditions to be achieved. In this respect, 
five digital platforms were examined in Serbia—Glovo, Wolt, 
CarGo, Mr.D and Uradi-zaradi. While the majority of them 
were assessed last year, Mr.D as a new platform is examined 
for the first time in 2022. This year’s report shows that there 
has been progress in certain areas of fair work compared 
with our 2021 report, for example concerning fair conditions 
and fair management policies and practices of platforms. 
However, there is still plenty of room for further development 
of decent work conditions for platform workers, and ensuring 
fairness in the Serbian platform economy. In particular, 
there is a clear need for a fair legal environment for platform 
workers that supports fair work conditions, regulates fair 
representation, and contributes to greater safety and 
protection for workers.
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FAIR PAY 
This year, three platforms were able to evidence that they 
ensure that workers earn at least the minimum hourly wage 
after costs.
However, only two platforms, Wolt and Uradi-zaradi, were able to document that their 
workers are paid at least the living wage after costs.

FAIR CONDITIONS 
Three of the five platforms researched (Wolt,  
Uradi-zaradi and Glovo) were able to provide evidence  
that they undertake steps towards protection of their 
workers from task-specific risks, while Wolt also provided 
evidence about active development of a safety  
net and improvement of working conditions beyond  
task-specific risks.
The three platforms have clear policies and practices to protect workers from task-related 
risks including accidents, as well as COVID-19 insurance (Wolt and Glovo) which shields 
workers from income loss while on sick leave.

Key Findings
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FAIR CONTRACTS 
Like last year, the results show that only Uradi-zaradi 
was able to provide evidence about clear and transparent 
contractual terms and conditions accessible to workers at 
all times, including a specified time frame for informing 
workers of potential contractual changes.

FAIR MANAGEMENT 
Three out of five platforms, Glovo, Wolt and Uradi-zaradi, 
evidenced clear communication channels allowing workers 
to interact with a human representative of the platform 
either through the app, phone, email or in person.
They were able to provide evidence for a formalised process for workers to appeal decisions 
resulting in penalties or disciplinary actions, even when they no longer have access to the 
platform.

FAIR REPRESENTATION
Like the previous scoring round, none of the platforms could 
be evidenced to meet the conditions for this principle.
This leaves platform workers in Serbia with no formal mechanism of collective bargaining in 
place to represent and protect their rights.

5  



Editorial
Against all odds, the popularity of ride-hailing and 
delivery platforms remains high among workers in Serbia. 
Notwithstanding the exhausting and long working hours, 
the high risk of injuries in traffic accidents and weak social 
protection, they find platform work very attractive. 

Hired as self-employed “independent contractors” or 
holding questionable contracts as employees of intermediary 
“partner” companies that have partnership agreements with 
platforms, these workers find that a myriad of employee 
rights is out of their reach. While elsewhere their comrades 
and peers in the platform economy have gone on strike 
against these mighty businesses because of these reasons, 
this is not the case in Serbia. 

THE MOST IMPORTANT AND DECISIVE 
FACTOR FOR THE POPULARITY OF 
PLATFORMS IS THE OPPORTUNITY 
FOR WORKERS TO EARN A MONTHLY 
WAGE THAT IS GENERALLY 
(SIGNIFICANTLY) HIGHER THAN 
THE AVERAGE EARNINGS IN SERBIA
Why do platforms continue to be so attractive in Serbia? 
From the workers’ perspective, flexibility is a key reason 
why they value this kind of work so highly. As explained by a 
number of the riders we interviewed for this study, the sense 
of freedom, the opportunity to manage their own time, work 
at their own pace, and be their own boss is unsurpassed and 
(seemingly) more important than enjoying labour and social 
rights. Another reason they remain popular with workers is 
that they offer them a means to remain in Serbia rather than 
emigrating for work. For these riders, the prospect of earning 
decent pay in Serbia is of paramount importance as it allows 
them to stay in the country with their families, and not live 
far away as has previously been the case. According to one of 
our interviewees, “the platforms would have to be invented if 
they did not exist”.

Still, the most important and decisive factor for the popularity 
of platforms is the opportunity for workers to earn a monthly 
wage that is generally (significantly) higher than the average 
earnings in Serbia. As one of workers we interviewed 
explained: “Platform work gives me a chance to live a decent 
life in Serbia and spend time with my family”. He told us he 
earns twice as much as his wife, who has a university degree 
and works for a reputable trade company in Belgrade. 

What allows such good pay in ride-hailing and delivery 
services in Serbia, in contrast to the trends we see in many 
other countries? One factor is the continuing strong demand 
for courier and driver services across the industry, which 
skyrocketed during COVID-19. The second factor is a huge 
vacuum in the Serbian labour market, which is the result of 
demographic changes [i] and the mass migration of workers 
to the Europe Union and elsewhere. Should Germany 
change its law on immigration and remove the obstacles 
to the arrival of qualified workers from abroad in 2023, the 
outflow of workers from Serbia will be even greater. At the 
same time, although Serbia is slowly changing its status 
from an “exporter” of labour force to an “importer”, the 
share of migrant workers in the Serbian labour market is still 
negligible.

IT REMAINS TO BE SEEN WHETHER 
INFLATION AND ECONOMIC 
RECESSION WILL SLOW DOWN 
THE DEMAND FOR SERVICES OFFERED 
BY PLATFORMS.
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In the meantime, despite their perilous working conditions 
and precarious legal status, the platform workers in Serbia 
seem to view platforms as a facilitator of good pay and 
flexibility—hardly imaginable to the Serbian workforce just 
a few years ago. This may explain why our interviewees still 
prefer short-term financial gains to social safeguards and 
other rights guaranteed by employment contracts.

That said, it remains to be seen whether inflation and 
economic recession will slow down the demand for services 
offered by platforms. Should that be the case, it would be 
reasonable to expect that platform workers will start to lose 
their jobs, as is already happening in many countries in the 
world, and that their wages will drop. Next year’s report will 
certainly shed light on this.

FAIRWORK SERBIA TEAM
Branka Andjelkovic, Tanja Jakobi, Maja Kovac, Slobodan Golusin,  
Funda Ustek Spilda, Adam Badger, and Mark Graham
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THE FAIRWORK PROJECT 

Towards Decent 
Labour Standards 
in the Platform  
Economy
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 could 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 and the WZB 
Berlin Social Science Centre. Our growing network of researchers currently rates 
platforms in 38 countries across 5 continents. In every country, Fairwork collaborates 
closely with workers, platforms, advocates and policymakers to promote a fairer future 
of platform work.
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AFRICA
Egypt, Ghana, Kenya, Morocco, 
Nigeria, South Africa, Tanzania.
Uganda

ASIA
Bangladesh, India, Indonesia, 
Jordan, Lebanon, Pakistan, 
Philippines, Singapore, Vietnam

EUROPE
Albania, Austria, Belgium, Bosnia, 
France, Georgia, Germany, Italy, 
UK, Serbia, Spain

SOUTH AMERICA
Argentina, Brazil, Chile, Colombia, 
Ecuador, Paraguay, Peru, Uruguay

NORTH AMERICA
Mexico, USA

Fairwork countries

Figure 1. Fairwork currently rates platforms in 38 countries worldwide.
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The Fairwork 
Framework
Fairwork evaluates the working conditions of digital labour 
platforms and ranks them on how well they do. Ultimately, 
our goal is to show that better, and fairer, jobs are possible 
in the platform economy.

To do this, we use five principles that digital labour platforms should ensure to be 
considered as offering ‘fair work’. We evaluate platforms against these principles to show 
not only what the platform economy is, but also what it can be.

The five Fairwork principles were developed through multiple multi-stakeholder workshops 
at the International Labour Organisation. To ensure that these global principles were 
applicable in the UK context, we have subsequently revised and fine-tuned them in 
consultation with platform workers, platforms, trade unions, regulators, academics, and 
labour lawyers.

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. 
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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’ employment status, 
the contract is 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 is transparent and results 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.

STEP 1

The five principles
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STEP 2

Methodology
The Fairwork project uses three approaches to effectively 
measure fairness of working conditions at digital labour 
platforms: desk research, worker interviews and surveys, 
and interviews with platform management. Through these 
three methods, we seek evidence on whether platforms act 
in accordance with the five Fairwork Principles.

We recognise that not all platforms use a business model 
that allows them to impose certain contractual terms on 
service users and/or workers in such a way that meets the 
thresholds of the Fairwork principles. However, all platforms 
have the ability to influence the way in which users interact 
on the platform. Therefore, for platforms that do not set 
the terms on which workers are retained by service users, 
we look at a number of other factors including published 
policies and/or procedures, public statements, and website/
app functionality to establish whether the platform has 
taken appropriate steps to ensure they meet the criteria 
for a point to be awarded against the relevant principle. 
In the case of a location-based work platform, we seek 
evidence of compliance with our Fairwork principles for 
location-based or ‘gig work’ platforms, and in the case 
of a cloudwork platform, with our Fairwork principles for 
cloudwork platforms.

Desk research

Each annual Fairwork rating 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 also 
gather and analyse a wide range of documents including 
contracts, terms and conditions, published policies and 
procedures, as well as digital interfaces and website/
app functionality. Desk research also flags up any publicly 
available information that could assist us in scoring different 
platforms, for instance the provision of particular services to 
workers, or the existence of past or ongoing disputes. The 
desk research is also used to identify points of contact or 
ways to access workers. Once the list of platforms has been 
finalised, each platform is contacted to alert them about 
their inclusion in the annual ranking study and to provide 

them with information about the process. All platforms 
are asked to assist with evidence collection as well as with 
contacting workers for interviews.

Platform interviews

The second method involves approaching platforms for 
evidence. Platform managers are invited to participate in 
semi-structured interviews as well as to submit evidence for 
each of the Fairwork principles. This provides insights into 
the operation and business model of the platform, while 
also opening a dialogue through which the platform could 
agree to implement changes based on the principles. In 
cases where platform managers do not agree to interviews, 
we limit our scoring to evidence obtained through desk 
research and worker interviews.

Worker interviews

The third method is interviewing platform workers 
directly. A sample of 6-10 workers are interviewed for 
each platform. These interviews do not aim to build a 
representative sample. They instead seek to understand 
the processes of work and the ways it is carried out 
and managed. These interviews enable the Fairwork 
researchers to see copies of the contracts issued to workers 
and learn about platform policies that pertain to workers. 
The interviews also allow the team to confirm or refute that 
policies or practices are really in place on the platform. 
Workers are approached primarily by snowballing from 
prior interviews and via social media platforms. In all these 
strategies informed consent is established, with interviews 
conducted both in person and online. The interviews are 
semi-structured and make use of a series of questions 
relating to the Fairwork principles. In order to qualify for 
interviews, workers have to be over the age of 18 and have 
worked with the platform for more than two months. All 
interviews for this report were conducted in Serbian.

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 
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scores are collectively decided by the Fairwork team based 
on all three forms of evidence. Points are only awarded if 
clear evidence exists on each threshold.

How we score

Each of the five Fairwork principles 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. Platforms are only 
given a point when they can satisfactorily demonstrate their 
implementation of the principles. Failing to achieve a point 
does not necessarily mean that a platform does not comply 
with the principle in question. It simply means that we are 
not – for whatever reason – able to evidence its compliance.

The scoring involves a series of stages. First, the in-country 
team collates the evidence and assigns preliminary scores. 
The collated evidence is then sent to external reviewers for 
independent scoring. These reviewers are both members of 
the Fairwork teams in other countries, as well as members 
of the central Fairwork team. Once the external reviewers 
have assigned their scoring, all reviewers meet to discuss 
the scores and decide final scoring. These scores, as well 
as the justification for them being awarded or not, are then 
passed to the platforms for review. Platforms are then given 
the opportunity to submit further evidence to earn points 
that they were initially not awarded. These scores then 
form the final score that is published in the annual country 
Fairwork reports.

FURTHER DETAILS ON 
THE FAIRWORK 
SCORING SYSTEM ARE 
IN THE APPENDIX.
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BACKGROUND

Serbian Platform 
Economy Today
Serbia belongs to the group of middle-income countries, which 
in pre-pandemic times built its economic growth largely on the 
influx of foreign direct investment (FDI) and the formation of 
parts of a sophisticated domestic economy including knowledge 
content services and mid-technology level manufacturing 
(metal processing, machine construction, and rubber / plastics). 
Serbia is one of the candidate countries whose EU membership 
has been envisaged for 2025, but despite considerable EU 
assistance,1 has so far demonstrated rather slow convergence.2 
At present, Serbia’s GDP per capita is still significantly below 
that of the most recent EU accessions, including Bulgaria, 
Romania, and Croatia.3

Serbia has rebounded strongly from the impact of the 
global pandemic, with growth reaching 7.4 percent in 
2021.4 However, as a result of a number of international 
and domestic factors the country is facing an economic 
slowdown,5 and is likely to achieve growth of only 3.2 percent 
(or less) in 2022.6,7 Among the external factors leading to the 
slowdown are the following: weaker external demand from 
EU trading partners, higher global energy prices, supply chain 
disruptions, and a recent drought. On the domestic side, 
of particular concern are factors such as the performance 
of the Serbian energy sector and availability of electricity 
and gas in the winter of 2022-23, as well as the rising cost 
of financing the fiscal deficit and debt obligations due in 
2023, amid increasing interest rates at home and abroad. 
Consequently, the GDP growth in 2023 might be even more 
modest, reaching only 2.25 percent.8 Over the medium term, 
the Serbian economy is expected to return to pre-pandemic 
growth levels after 2024 at the earliest.9

LARGE PORTIONS OF THE 
WORKING-AGE POPULATION WITH 
SECONDARY EDUCATION ARE 
ENGAGED IN LOW-PAID AND LESS 
PROTECTED JOBS, AND ARE 
THEREFORE EAGER TO SWITCH 
JOBS OR LOOK FOR WORK 
BEYOND THE SERBIAN BORDER.
Driven mainly by rising food and global energy prices, 
headline inflation is expected to reach 12 percent on average 
in 2022. It is projected to slow in 2023 and return within the 
National Bank of Serbia’s target band in 2024 of 3 percent,10 
with a tolerance band of ±1.5 percentage points.11 Inflation 
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has particularly adverse effects on the incomes of the 
poor and vulnerable, who represent about a fifth of the 
population.12,13

IN SERBIA, SELF-EMPLOYED 
ORKERS ACCOUNT FOR 17 PERCENT 
OF THE WORKFORCE,14 IN 
COMPARISON TO THE EU 
AVERAGE OF ABOUT 13.3 PERCENT
Over the years, unemployment in the country has declined 
significantly, from 17.7 percent in 2015 to 8.9 percent 
in 2022.15 However, large portions of the working-age 
population with secondary education are engaged in low-
paid and less protected jobs, and are therefore eager to 

switch jobs or look for work beyond the Serbian border.16 
High levels of long-term unemployment persist,17 as well 
as high barriers to entry for the younger members of the 
workforce, of whom 18.7 percent are unemployed.18 

Informal employment throughout 2022 remained around 
14.0 percent per cent the same as in 2021.19 The most 
prevalent form of informality is self-employment, which 
describes most platform workers. (As in many other 
countries, those working on platforms are given the option 
of registering as self-employed or working on temporary 
contracts via third parties.) In Serbia, self-employed workers 
account for 17 percent of the workforce,20 in comparison 
to the EU average of about 13.3 percent.21 Self-employed 
workers are also often own-account workers, i.e. self-
employed persons without paid employees, and faced with 
the increased risk of in- work poverty.22

MatijaJovanovic / Shutterstock
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BACKGROUND

The Platform 
Economy in the 
National Context: 
Sectors, Workforce, 
Trends
Digital labour platforms were slow to step into the Serbian 
market. The first locally owned digital labour website offering 
food delivery from restaurants, Donesi.com, appeared in 
2006. Donesi was turned into an app in 2014, when it was first 
acquired by foodpanda,23 and then acquired again in 2016 by 
Delivery Hero.24 
Both owners kept the original Donesi brand name. This 
monopoly on delivery was first threatened by the entry into 
the market of international food delivery platform Wolt in 
2018, followed by Glovo in 2019. CarGo, the locally owned 
app for ride-hailing was founded in 2015, followed by the 
first on-demand home services platform Uradi-zaradi in 
2016. 

While ride-hailing services are only active in the capital, 
Belgrade, food-delivery platforms have been gradually 
spreading to dozens of smaller cities throughout the country. 
For example, Uradi-zaradi, the only on-demand home 
services platform in the country, is currently present in three 
cities, Belgrade, Novi Sad ad Kragujevac. 

This expansion of the food delivery market has been 
followed by a number of mergers in the last two years. Glovo 
acquired the Donesi brand in Spring 2021, leading to Donesi 
diminishing from the market. The acquisition of Donesi was 

a part of the multiple mergers and acquisitions undertaken 
by Glovo in Central and Eastern Europe in which Glovo 
took operational control of Delivery Hero’s assets in the 
region.25 In turn, in a complex action performed in December 
2021, Delivery Hero signed an agreement to become the 
majority shareholder of Glovo.26 In the same year, Finnish 
platform Wolt was acquired by DoorDash, but continued 
to operate under its own brand.27 Finally, in November 
2022, the long-time owner of the local ride-hailing platform 
CarGo announced that it was to be acquired by DNP Go 
Technologies.28 

2022 was also marked by the emergence of a new food 
delivery platform, Mr.D.29 The platform offers only limited 
data on its website30 and official business records,31 but 
according to the public statements of the management, 
Mr.D was established by former managers of “the legendary 
delivery food company in the Serbian market” (which is 
understood as referring to the Donesi brand), and their 
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services are available through their own application in 
multiple cities. In Belgrade, Mr.D offers its services through 
its own app, as well as through that of the ride-hailing service 
CarGo.32 

THE POPULARITY OF PLATFORMS 
REMAINS STRONG: THEY OFFER 
OPPORTUNITIES TO THE YOUNG 
PEOPLE WHO HAVE LONG FACED 
HIGH ENTRY BARRIERS INTO THE 
SERBIAN LABOUR MARKET 
In November 202, one more prominent event took place: 
the Serbian Commission for Protection of Competition 
initiated proceedings against Glovo for abuse of a dominant 
position.33 In its announcement, the Commission confirmed 
that it has been preparing an analysis of the conditions of 
competition in the field of digital platforms for mediating the 
sale and delivery of restaurant food and other products.34 It 
represents the first official analysis of this market in Serbia—a 
market which remains under-studied, despite its growth 
during and following the COVID-19 pandemic. At the time of 
writing in December 2022, the Commission’s analysis has not 
yet been published.

However, some scarce data have started to surface. 
The Statistical Office of the Republic of Serbia provides 
aggregated data about the percentage of users of delivery 
services from restaurants, fast food chains, and catering 
services at the national level.35 That said, data about 
the number of users, workers, sales, and costs related 
to digital labour platforms are practically non-existent, 
with information on the industry coming only from a few 
independent research organisations. According to a 2020 
study carried out by the Public Policy Research Center,36 
there were some 360,000 users of food delivery workers 
in six Serbian urban centres. According to the current 
estimates by the same organisation, the number of users 
increased to one million as the delivery service spread to 
include 20 more cities in Serbia. In a country where 83.5 
percent of households have Internet and 95 percent have a 
mobile phone,37 users in urban areas have overwhelmingly 
embraced this new way of purchasing meals, groceries, over 
the counter drugs and many other items. It remains to be 
seen whether inflation will affect these trends. 

As confirmed again in this round of research, the popularity 
of platforms remains strong: on one hand, they offer 
opportunities to the young people who have long faced high 
entry barriers into the Serbian labour market as a result 
of market deficiencies.38 At the same time, an opportunity 
to earn a monthly wage that is at par or above the average 
wage in Serbia (700 EUR gross) has been another attractive 
opportunity provided by platforms. 

BalkansCat / Shutterstock
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WITH TENS OF THOUSANDS OF 
ONLINE FREELANCERS FROM SERBIA 
USING PLATFORMS LIKE UPWORK 
TO UNDERTAKE NON-LOCATION-BASED 
WORK LIKE TRANSLATION, 
DESIGN AND CODING, SERBIA 
REPRESENTS ONE OF THE WORLD’S 
LARGEST PER CAPITA POOLS OF 
“CLOUDWORKERS”
Those competitive wages are a result of two important trends 
in the Serbian labour market. One is related to the strong 
demand for couriers across the industry, as evidenced by 
data retrieved from the largest private job platform Infostud.
com which show that for each posting for a courier only 50 
people applied which is low by Serbian standards where 
hundreds of people apply for one job opening. The average 
offered wage for the job remained competitive throughout 
2021 and 2022.39 The second is related to the shortage of 
supply of the workers as the result of demographic changes40 
and migration of the Serbian labour force to the European 
Union and elsewhere.41 Meanwhile the migration of labour 
force from other countries to Serbia remains low.42 

To conclude, platforms continue to offer relatively good 
pay and a high degree of flexibility outside of the regular 
labour market. This has contributed to the fast recognition of 
platform work in Serbia, prompting Serbian workers to seek 
a solution outside of the regular employment relationship.43 
With the promise of good pay, platforms have reduced the 
enormous pressure on workers with a medium or high level 
of education to emigrate, leaving their families behind in 
search of work.44 The popularity of platform work is also 
reflected in online remote work. With tens of thousands of 
online freelancers from Serbia using platforms like Upwork to 
undertake non-location-based work like translation, design 
and coding, Serbia represents one of the world’s largest per 
capita pools of “cloudworkers”.45,46 

noeltock / Shutterstock
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In Serbia, similarly to many other countries, the employment 
status of workers is a contentious topic. Platform work is mostly 
organised through “partnership agreements” with third parties: 
with the self-employed worker on one side, and intermediary 
agencies / limited liability companies (LLCs) on the other. 

The self-employed usually pay a lump-sum tax depending 
on their ISIC code and geographical location and enjoy 
social protection benefits through fiscal arrangements. 
This self-employed status entails access to health care, 
survivor’s pensions, old age, disability, and sickness 
benefits. As the self-employed are treated as entrepreneurs 
(independent contractors), the law deprives them of access 
to unemployment benefits while their licence is active, 
accidents at work and occupational injuries benefits, paid 
annual leave (holiday), and maternity / paternity benefits. 

THE WORKERS WE INTERVIEWED RARELY 
KNEW WHAT TYPE OF CONTRACT THEY 
HAD WITH THE LLC AND WHAT RIGHTS 
THEY HAD UNDER THOSE CONTRACTS
Self-employed persons in Serbia also have the right to 
employ up to ten workers. Since a lump-sum tax burden 
often makes a platform job unattractive, workers form 
unofficial alliances whereby several of them work under the 
registration of one. The registered self-employed person 
then pays the other workers in cash. This arrangement 
keeps the latter in informal employment and strips them of 
the possibility of any kind of social protection benefits, or 
raising claims against the platforms, should the need arise.

In 2022, third-party contracts with LLCs prevailed among 
the platforms we scored, whereby LLCs hire workers for 
platforms by signing standard labour contracts with them. 
But, as our evidence shows, the employment contracts 
between LLCs and workers have many flaws and lack a 
number of the necessary elements prescribed by Labour 
Law. For example, the contract often lacks a description 
of the tasks that the employee should perform.47 Although 
the job title is for instance indicated as „courier“, the job 
description is not listed, which can be a considerable 
problem in court cases concerning the termination of the 
employment contract, weakening the position of the worker. 
Also, the employment contracts do not define the place of 
work in a clear and precise manner; although a full-time 
employment relationship envisages 40 hours working week 
in Serbia, the contracts entail provisions on overtime work 
but in a very non-transparent manner; and an explanation 
of why the employment is based on a fixed period (usually 
three months) is missing despite the fact that the account 
of reasons is mandatory by law. From the legislator‘s 
point of view, it is necessary to state the reasons why the 
contract is concluded for a fixed period as per Article 37 of 
the Labour Law. Otherwise, this is considered a violation of 
the law. Last but not least, one of the biggest drawbacks of 
the labour contracts concluded between the LLC and the 
workers which we have the opportunity to review is the lack 

THE LEGAL CONTEXT

What Makes 
a Worker an 
Employee?

19  



of elements for calculating the basic salary and the lack of 
listing the agreed monthly earnings. 

IN SUM, OUR RESEARCH FINDINGS 
REVEAL THAT MOST OF THE PLATFORM 
CONTRACTUAL ARRANGEMENTS 
STAYED IRREGULAR, SIMILARLY TO THE 
SITUATION IN 2021
Moreover, some contracts we analysed were signed only 
for a minimal number of working days (e.g., two days, or 16 
hours per week). In this scenario, workers receive part of 
the contracted pay in their bank account, and the remaining 
amount for additional days worked is paid in cash. Given 
that some riders work 50+ hours, the amount they get paid 
in cash can be a considerable sum. On the other side, if the 
employee works part-time with one employer, the employer 
pays the lowest monthly contribution base for the worker‘s 
social and health benefits, representing a considerable 
saving to employers. Additionally, workers’ entitlements 
to social benefits are indexed to their official hours as 
contracted, so their entitlement does not reflect the actual 
number of hours worked—making them worse off in that 
regard.

AS THE SELF-EMPLOYED ARE 
TREATED AS ENTREPRENEURS 
(INDEPENDENT CONTRACTORS), 
THE LAW DEPRIVES THEM OF ACCESS TO 
UNEMPLOYMENT BENEFITS WHILE 
THEIR LICENCE IS ACTIVE, ACCIDENTS AT 
WORK AND OCCUPATIONAL INJURIES
 BENEFITS, PAID ANNUAL LEAVE (HOLIDAY), 
AND MATERNITY / PATERNITY BENEFITS
However, most of the workers do not seem to complain 
because these are the only circumstances in which they 
are able to earn a monthly wage that is at par or above the 
average wage in Serbia (700 EUR gross), and significantly 
more than the wage they would receive under the standard 
labour contract if they found a job commensurate with their 
formal levels of education. Additionally, the workers we 
interviewed rarely knew what type of contract they had with 
the LLC and what rights they had under those contracts.

In sum, our research findings reveal that most of the 
platform contractual arrangements stayed irregular, 
similarly to the situation in 2021.

Alex Linch / Shutterstock
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Fairwork Serbia Scores 2022

THE BREAKDOWN OF SCORES FOR 
INDIVIDUAL PLATFORMS 
CAN BE SEEN ON OUR WEBSITE:

FAIR.WORK/SERBIA

Minimum standards 
of fair work

3Glovo

0Mr.D

6Wolt

0CarGo

6Uradi-zaradi
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Fair Pay
This year, three of the five platforms researched (Glovo, 
Wolt and Uradi-zaradi) were able to document that platform 
workers earn at least the minimum wage per hour after 
costs (set at RSD 201.22 / ca. EUR 1.7 in 2022). Wolt and 
Uradi-zaradi also received a score for the second threshold 
of the Fair Pay principle—as they also did in 2021—being 
the only platforms able to evidence that workers are paid at 
least a wage equivalent to living wage after costs.48 

Fair Conditions
Three of the five platforms analysed—Wolt, Glovo and 
Uradi-zaradi—were able to document that they undertook 
steps towards protection of workers from task-specific risks 
(the first threshold), while only one platform (Wolt) provided 
evidence about active development of a safety net and 
improvement of working conditions beyond task specific 
risks (the second threshold). As such, Wolt was assigned 
the second point under this principle.

While both Glovo and Wolt met the first threshold score 
in 2021, Uradi-zaradi was awarded this score for the first 
time this year, in recognition of their efforts in creating 
and implementing risk-assessment and risk-mitigation 
policies and practices over the course of the past 12 
months. In addition to providing health and safety training 
during worker induction sessions, Uradi-zaradi was able to 
document that they have created a risk assessment analysis 

to address particular task-related risks, risk prevention and 
risk mitigation guidelines, and steps for addressing them 
including a risk prevention strategy for the platform. Uradi-
zaradi also evidenced that a regular communication channel 
with workers about risk-mitigation strategies, steps and 
guidelines is established and functional.

Going beyond this, Glovo and Wolt were able to provide 
evidence that they have clear policies and practices to 
protect workers from work-related risks that include 
accidents (including compensation for work-related medical 
costs, lump sum compensation for various injuries and 
indemnity in case of permanent incapacity), and COVID-
1949 insurance that shields workers from income loss while 
on sick leave. 

Both Glovo and Wolt were able to document provision 
of health and safety equipment to workers, although a 
number of the workers we interviewed claimed the quality 
of that equipment was deficient, indicating that further 
improvements in this domain are necessary. Health and 
safety training and regular health and security information 
sharing represent common practices of both Wolt and 
Glovo. The platforms also ensured that contracts with any 
third-parties employing the workers (e.g. LLCs) include 
provisions specifically defining risk mitigation measures, 
risk prevention measures and risk assessment. While 
contracts between platforms and LLCs also include 
mandatory social security benefits as per the country’s 
labour law regulations, only Wolt provided evidence on 
mandatory monitoring of LLCs practices in implementation 
of these contract provisions. This fact provides for creation 
of a wider workers’ safety net which qualified Wolt for the 
second point within this Fairwork principle.

Explaining the scores
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Fair Contracts
Uradi-zaradi is the only platform that was able to provide 
evidence of clear and transparent contractual terms and 
conditions, which are accessible to workers at all times, and 
which include a specified timeframe for notifying workers 
of potential contractual changes. Such an outcome is in 
line with the previous year Fairwork scoring results within 
this principle. A key criterion for awarding points for fair 
contracts is that platform mechanisms to engage workers 
exclude contracts via third party (LLCs) or that there is a 
monitoring mechanism implemented by the platform that 
ensures that each platform worker hired by LLCs has an 
employment contract in line with the national employment 
acts and regulations. As explained above in the Legal 
Context section, and later in the report, four out of five 
platforms could not document such practices.

Fair Management
The results of the 2022 scoring cycle show that there has 
been an improvement in platforms’ ratings within both 
thresholds of this principle, compared with the 2021 
ratings. Three platforms—Glovo, Uradi-zaradi and Wolt—
met the conditions for the first point, by demonstrating 
the existence of clear channels of communication allowing 
workers to interact with a human representative of the 
platform either through the app, phone, email or in person. 
The three platforms were also able to evidence the 
existence of a formalised process for workers to appeal 
decisions resulting in penalties or disciplinary actions, even 
when they no longer have access to the platform. 

For the first time, two platforms (Uradi-zaradi and Wolt) 
were able to provide evidence that they have developed 
policies that ensure equity in the way workers are 
treated and managed by the platform and that prevent 
discrimination against persons from disadvantaged groups. 
This gained them the second point. 

Fair Representation 
As we found in 2021, none of the five platforms analysed 
could be evidenced to meet the thresholds of this principle. 
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06Maximum possible Fairwork Score

Principle 1:  
Fair Pay 2

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 2Mitigates task-specific 

risks Provides a safety net

Principle 3:  
Fair Contracts

Provides clear and 
transparent terms and 
conditions

Ensures that no  
unfair contract terms 
are imposed

Principle 4:  
Fair Management 2

Provides due process 
for decisions affecting 
workers

Provides equity in the 
management process

Principle 5: Fair 
Representation

Assures freedom of  
association and the 
expression of collective 
worker voice

Supports democratic 
governance

PLATFORM IN FOCUS

Wolt
Wolt is a Finnish technology company that operates food 
delivery services in 23 countries across Europe and Asia, 
bringing together 20,000 couriers and 10,000 restaurants. To 
enable this, Wolt develops a wide range of technologies from 
local logistics to retail software and financial solutions. Wolt was 
founded in 2014 in Helsinki by six young technology enthusiasts 
of whom five were focused on product development.52 
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Wolt began to operate in Sweden and Estonia in 2016, and 
between 2017 and 2021 expanded to another 20 countries. 
In 2022, Wolt joined forces with DoorDash, which operates 
in 27 countries, 23 of which are with the Wolt product and 
brand. Wolt was launched in Serbia in 2019. Initially it 
operated only within the territory of the city of Belgrade, 
but by 2022 it had expanded to another 10 cities across the 
country.53

Wolt, with a score of 6 out of 10 points, is the joint-highest 
rated platform in Serbia this year—an improvement on its 
score of four in 2021. According to our interviews with 
workers, the key appeal of platform work (and of Wolt 
in particular) is decent and regular pay. With respect to 
Fairwork’s pay principle, Wolt achieved both principle 
thresholds. This reflects the company’s commitment to 
making sure that no worker earns below the local minimum 
and living hourly wage (after costs). The platform doesn’t 
impose limits on minimum or maximum working hours 
and couriers can choose when to work, how many tasks 
to accept, and when to take time off, which represents an 
additional incentive for workers to engage in this form of 
work. However, workers’ compensation is not based on 
hourly rates but on the number of deliveries performed. 

Specifically, total earnings per delivery are composed of 
the following elements: task-based earnings, task distance 
earnings, bonus earnings, guaranteed earnings, manual 
earnings (e.g. waiting at the restaurant) and tips. When 
translated into earnings per hour, Wolt provided us with 
evidence that the gross hourly wage in 2022 was set at 
RSD 597 (5.1 EUR) with workers being regularly paid in 
fortnightly intervals. 

Wolt has invested steadily in developing fair work conditions 
as evidenced by its health and safety policies and practices, 
including a GDPR policy, which together gained them two 
points for fair conditions. For instance, there is mandatory 
safety training for workers, who must pass the health 
and safety test before being activated at the app. While 
evidence shows that as a part of risk mitigation policy Wolt 
takes steps in providing protective equipment to workers 
(e.g. helmets provided to bike riders), our findings from 
worker interviews suggest that the equipment Wolt offers 
needs to be of a better quality and available to everyone for 
free. This is an area Wolt ought to invest further efforts in, 
to ensure all its workers are provided with protective gear. 
During the pandemic Wolt introduced its COVID-19 Support 
Programme, a policy that defined the provision of financial 

Alex Linch / Shutterstock
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support to workers who were diagnosed with COVID-19, 
including several recommendations on how to stay safe 
at work during the pandemic. Our interviews with workers 
confirmed that Wolt compensated workers who were 
infected by COVID-19 for a period of two weeks of absence 
from work. Wolt’s health and safety policy also provides 
free accident insurance to all its workers for workplace 
injuries. This covers, amongst other things, compensation 
for medical costs, lump sum compensation for various 
injuries and indemnity in case of permanent incapacity 
including remuneration to workers for the period of absence 
from work.

Wolt ensures that the contract between the platform and 
LLCs includes provisions on mandatory social security 
benefits for workers as per the country’s labour law 
regulations. It also ensures that the contract regulates 
monitoring of LLC practices in its implementation of these 
contractual provisions. These facts suggest that Wolt 
is committed to creation and improvement of existing 
safety and security measures so as to ensure creation of a 
wider safety net for platform workers. Finally, Wolt takes 

adequate, responsible and ethical data protection and 
management measures in line with the country’s GDPR 
legislation. 

Wolt establishes a formalised process for workers to be 
able to communicate with the platform support team by 
chat or phone every day from 08:00 until the last order 
is delivered. The platform also provided us with evidence 
about the frequency and number of chat messages 
between workers and the support team, which reaches over 
tens of thousands of messages per month. Our findings 
from our interviews with workers confirmed high levels of 
satisfaction with the service provision by Wolt’s support 
team, 

The appeals process is documented and clearly 
communicated with workers, thus preventing arbitrary 
deactivations and disciplinary decisions. According to the 
contractual provisions signed between Wolt and LLCs our 
team reviewed, workers have the right to appeal before any 
disciplinary measure is enforced. Access to this process 
is available on the platform interface as well through the 

Predrag Milosevic / Shutterstock
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chat option, even when the account is deactivated. Finally, 
there has been a considerable improvement in setting 
up platform’s anti-discrimination and equality promotion 
policies and practices this year. In particular, Wolt has 
established guidelines for 3PLs and merchant partners 
that involve principles of anti-discrimination and equal 
treatment for all. Likewise, Wolt invests considerable 
effort in increasing the share of women active on the 
platform through promotional activities, discussing and 

sharing women’s platform work experiences, creating a 
gender-neutral application environment, and taking part 
in Wolt’s global campaign ‘Women of Wolt’ which aims to 
support women’s inclusion in this form of work. In addition, 
proactive approaches to the implementation of anti-
discrimination policy is also reflected in cases in which Wolt 
terminated contracts with 3PLs that did not respect agreed 
anti-discrimination principles.54 As a result, Wolt was 
awarded both points for fair management in 2022.

BalkansCat / Shutterstock
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Workers’ Stories
Andrej and Nemanja were among many workers around the 
globe who lost their jobs due to COVID-19. Struggling to find 
new employment in Belgrade, both of them started working 
as couriers for Glovo. Although their stories begin the same 
way, their experiences diverge to reveal two different sides of 
platform work in Serbia—its desirability, as well as its difficulty.

 
Andrej* 
Glovo Courier
Until the onset of the pandemic, Andrej was working in an 
international transport firm in Belgrade. Due to the lockdown 
and border closures, his firm had to close down its operations, 
leaving Andrej jobless. After he heard from a friend that he could 
earn well as a Glovo courier, he decided to give it a try. His plan 
was only to work on the platform temporarily while searching for 
something more stable. However, he soon realised that he could 
not find a better-paying job and so kept doing the delivery work 
for two years. A few weeks before our interview, Andrej decided 
to quit Glovo and platform work altogether. He told us that he 
had several important reasons for this.

Primarily, although earnings were what kept Andrej in the 
platform work, his income was completely conditioned by a high 
work performance. He explained to us that to make a living, he 
had to rely on bonuses which were dependent on the number 
of weekly deliveries. This pattern of incentives led him to work 
six days a week for long hours, sometimes even on Sundays, 
to reach the bonus threshold: “You wait for one day just to rest 
a bit, and if you have to work more hours, you are just sick of 
it”. These bonus thresholds were increasing, however, and the 
wage calculations readjusted downwards: “they constantly 
reduce the price of labour, and they just give you the targets 
so you are always on the edge, on the maximum,” Andrej told 
us. Thus, although workers are able to earn decent wages on 
Glovo, this is not guaranteed, but is instead conditioned by long 
working hours.

 
Another problem for Andrej was that he was working for Glovo 
through an intermediary agency without a contract, which 
prevented him from accessing any labour rights. “When I was 
sick and left without money, I wish I had a contract. But under 
these circumstances, the contract would be at my expense, I 
would have to pay contributions and taxes alone. That is why we 
hope we never have to get the contracts”. Andrej’s case reflects 
the common practice of working without contracts, but also the 
substitution of legally guaranteed labour rights with higher net 
earnings. 

Andrej was also angry about his inability to challenge the 
deteriorating conditions he faced at his workplace. “I don’t 
exist for Glovo, they don’t have anything to do with me. I can 
complain to my employer (intermediary), but things are as they 
are…There are always new people who want to work, nobody 
cares, so it’s just take it or leave it.” For Andrej, the only way to 
change this is for workers to collectively voice their concerns. 
Without this collective voice, and without an improvement in 
working conditions, Andrej and many like him see no other way 
but to quit platform work and find jobs elsewhere.
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Nenad* 
Glovo Courier
Like Andrej, Nenad became jobless with the onset of COVID-19 
and border closures. His high-income job in the import sector, 
which enabled him to support his family, simply disappeared 
overnight. The only alternative that paid as much was platform 
work, and he soon found himself doing deliveries for Glovo on 
the streets of Belgrade. The borders eventually reopened, but 
Nenad chose not to go back to his old job, despite originally 
thinking that delivery driving would be just a temporary stop-
gap. Previously, he was abroad most of the time and away from 
his wife and two children. However, platform work enabled him 
to “live a decent life in Serbia” and spend time with his family, 
which as he explained, was priceless for him.

Nenad’s story deeply resonates with our findings that platform 
work is still very desirable in Serbia despite the lack of wider 
decent work conditions. Nenad elaborated for us: “Trust me 
that I don’t have an alternative. This is the only job that can 
enable me more or less decent earnings. My wife works in 
a public company, has a university degree, and her wage is 
60,000 RSD [less than half Nenad’s]. The only other option is 
to work like a slave abroad just to provide for a decent life. I am 
not talking about luxury, just a situation where you have two 
children, expenses of school, university…I think that there is 
nothing here that would enable me to earn this kind of money. 
I can only say: Thank you Glovo for existing”. For Nenad, the 
opportunity to earn a decent income and spend time with his 
family compensates for all the downsides. Although he is often 
exhausted from the long working hours, he is in general satisfied 
with the work conditions, communication, and management, 
which he considers to be much better than in other jobs 
available in Serbia. Nenad disagrees with workers who complain 
about the working conditions and is defensive of Glovo, which 
he describes as being “exceptionally fair towards their workers.” 

*Names changed to protect worker’s identity

Predrag Milosevic / Shutterstock
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THEME IN FOCUS

Limited Liability 
Companies and 
Platform Supply 
Chains
In Serbia, platforms usually outsource their operations by 
engaging workers through limited liability companies (LLC). 
Because the couriers or riders are contracted to the LCC not the 
platform, there is no direct relationship between the platform 
and individual workers, meaning platforms can bypass the 
obligations of the employer as per Serbian Labour Law.
This has created a wealth of opportunities for abuse and 
misinterpretation. Although the workers are not employed 
by the platforms, the contracts between platforms and 
LLCs stipulate numerous obligations for platform workers 
which they must respect and adhere to in order to receive 
the work from the platform. For example, the LLC and its 
employees (platform workers) may commit themselves to 
not opening bags, wrappers or containers containing the 
product, or to touch or handle food in any way under any 
circumstances. As mentioned earlier in the discussion on 
legal context, the employment contracts between LLCs 
and workers often lack a description of the work to be 
performed by the employee, although these provisions are 
of crucial importance for employees, especially in court 
cases. 

Furthermore, LLCs in their contracts with platforms 
commit to paying all applicable taxes, in a timely manner 
and in the appropriate form, in respect of their employees 
designated for providing services for the platform. LLCs 
are asked by platforms – at least on paper - to provide 
proof that they properly settle the tax and social security 
obligations for their employees. Also, they will have to 
deliver, whenever the platform requests it, photocopies 

of documents proving the payment of amounts deducted 
in connection with mandatory tax and social security 
contributions and the payment of wages of their 
employees. 

THE SERBIAN LEGAL SYSTEM DOES 
NOT YET RECOGNISE THE PRINCIPLE 
OF SUBORDINATION OF SUPPLIERS TO 
(GLOBAL) LEAD FIRMS WITHIN (GLOBAL) 
VALUE CHAINS. THIS LEAVES A VAST 
SPACE FOR PLATFORMS TO CONTINUE 
TO OPERATE WITHOUT ANY SCRUTINY OF 
THEIR TREATMENT OF WORKERS
All this shows that the platform - LLC relationship is 
actually not a relationship between purely independent 
parties, as it actually involves one party directly interfering 
in the business of the other “independent party,” 
which accepts these provisions. However, the Serbian 
legal system does not yet recognise the principle of 

30  



subordination of suppliers to (global) lead firms within 
(global) value chains, and the related responsibilities of 
each party within this structure, and instead treats them 
equally. This leaves a vast space for platforms to continue 
to operate without any scrutiny of their treatment of 
workers, using intermediary agencies to engage workers. 

An additional problem is that information about the LLCs 
employees’ labour and legal status is shared with a third 
party without the employees’ consent. According to the 
Labour Law and Personal Data Protection Law in Serbia, 
employees must give their consent for their data to be 
shared with other parties than the employer. 

PLATFORM WORKERS REMAIN IN A 
PERILOUS LEGAL POSITION AS THEY ARE 
NOT EMPLOYED BY PLATFORM 
COMPANIES AND ARE EXPOSED TO 
NUMEROUS IRREGULARITIES
As mentioned above, contracts between the platforms 
and LLCs stipulate that in case of engaging individuals 
other than self-employed, the LLC is obliged to provide 

a standard employment contract. Accordingly, platforms 
should only accept workers for whom these contracts 
are submitted by the LLCs. In reality, no one - neither 
the platform itself nor the Labour Inspectorate - check 
whether these workers hold valid contracts. As reported 
by some interviewees, after the expiry of the contract, the 
third party often “forgets” to renew it. Also, some LLCs 
deregistered workers from the Pension and Disability 
Insurance Fund after a couple of months. In this case, 
the workers continued to receive a salary, but their 
contributions were not paid. Some learned about this 
practice by chance. Lastly, most of the workers work full 
time or even more hours (50 or so per week), while their 
contract shows only 16 hours per week, as explained 
above in the section Legal context. 

To conclude, platform workers remain in a perilous legal 
position as they are not employed by platform companies 
and are exposed to numerous irregularities. Nevertheless, 
platform workers in Serbia have not yet shown interest in 
exercising their labour rights through the judicial system 
as in other countries (Italy, Spain, etc). The majority of the 
workers we interviewed still preferred short-term financial 
gains to social safeguards and other rights guaranteed by 
employment contracts.

Mike_Shots / Shutterstock
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MOVING FORWARD

Platform changes
Platforms have the ability to improve conditions for their 
workers, while continuing to provide income opportunities. In 
consultation with the Fairwork team, both Wolt and Uradi-zaradi 
agreed to implement changes to their policies or practices. We 
witnessed a remarkable improvement in the working conditions 
on these two platforms and a subsequent increase of their 
Fairwork ratings. 
Uradi-Zaradi (which had four points last year) achieved six 
points in this iteration through our suggestions and support. 
This platform has created extensive anti-discrimination 
policies and thus earned a point in principle 4.2. Also, 
this platform has earned a point for the 2.1 principles by 
conducting a workplace risk analysis on which it based risk 
prevention and mitigation strategy. On top of that, Uradi-zaradi 
created guidelines for risk prevention for workers, steps for 
addressing risks, and communicated this with the workers. 

Wolt also jumped from four points in the last year’s report to 
six points this year. This platform fulfilled Fair management 

criteria by improving the communication with workers, and 
bettering the anti-discrimination policies. Wolt earned a 
point in principle 4.1 by improving platform communication 
channels and setting documented policies in place that 
enable workers to effectively voice their grievances. This year 
Wolt also managed to provide formalised documented anti-
discrimination policies, which lead us to award them a point 
for principle 4.2. 

Glovo also made noticeable progress towards fairer work 
conditions. We commend their ongoing engagement with 
Fairwork, and we will continue working with them.

Cineberg / Shutterstock
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Pathways to change
Fairwork’s theory of change relies on a humanist belief in the 
power of empathy and knowledge. If they have the economic 
means to choose, many consumers will be discerning about the 
platform services they use. Our yearly ratings give consumers 
the ability to choose the highest scoring platform operating in 
a sector, thus contributing to pressure on platforms to improve 
their working conditions and their scores.
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Figure 1: Pathways of Change

In this way, we leverage consumer solidarity with workers’ 
allies in the fight for fairer working conditions. Beyond 
individual consumer choices, our 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.

We have contributed to the Fairwork mission and continue 
to do so at four different levels. First, we support the 
platforms in the direct improvement of working conditions. 
Second, we collaborate and exchange information with 
policymakers about adequate regulatory practices that 
would ensure the protection of workers in the platform 
economy. Our mission also includes working with both 
informal networks of platform workers as well as with 
the established unions in Serbia by helping them to 
collectively assert workers’ rights. Finally, we further the 
media presence of the Fairwork project through several 
alternative media channels.

In 2022, Fairwork Serbia had an extremely successful 
engagement with the digital platforms—the first and 
most direct pathway for improving conditions in platform 
economy. We rated platforms, communicated our findings 
to them, and helped them fulfil Fairwork criteria where 
there was a space for it. With our support, Wolt and Uradi-
zaradi significantly improved their working conditions, 
which was reflected in the higher Fairwork ratings in 
comparison with the previous year. Other three platforms 
we studied are aware of our research and we will continue 
working with them to create a fairer platform economy. 
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Another sphere of future actions of the Fairwork Serbia 
team entails collaborating with policymakers on issues 
of implementation of decent work standards for all 
platform workers. This includes the extension of the 
existing policies informed by the Fairwork research 
project findings. Our research has identified critical 
points of platform work in Serbia, and these findings were 
discussed with policymakers to assist them in further 
regulation of the platform economy in the country. In 
2022. representatives of the Ministry of Labour of the 
Republic of Serbia participated in the presentation of the 
Fairwork Serbia report in Belgrade and had meetings with 
Fairwork team members. Our goal is to continue to further 
this collaboration in future iterations of the project.

Our approach is not intended to tackle the issue of 

work conditions from a solely top-down perspective. 
The Fairwork theory of change is also focused on close 
consultation and cooperation with workers and their 
representatives. However, platform workers in Serbia 
lack the possibility of formal representation and none of 
the platforms achieved scores on the Fair Representation 
principle. Moreover, as the workers are self-employed 
they cannot join trade unions based on worker status 
under Serbian law. Consequently, informal organisations 
of platform workers have emerged. However, they still 
lack formal negotiation rights with the platforms; this has 
not improved since last year. In this respect, we aim to 
continue our support of workers and to inform them about 
fairer work practices in the platform economy, as well 
as how their rights and collective representation may be 
achieved in the future.

Changes to Principles

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

Periodic International 
Stakeholder Consultations

(involving gig workers’, workers’ 
organisations, cooperatives, etc)

Annual Country-level 
Stakeholder 

Consultations

(involving gig workers’, workers’ 
organisations, cooperatives, etc)

Yearly Fieldwork across 
Fairwork Countries

(involving surveys and in-depth 
interviews of gig workers)

Fairwork 
Principles

Ongoing Advocacy Efforts

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

Figure2 Fairwork’s Principles: 
Continuous Worker-guided 
Evolution
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Lastly, we are continuing to strengthen the media presence 
of the Fairwork project in Serbia. Through our work, we 
have informed the public about the working conditions 
on different platforms in Serbia. We also introduced 
Fairwork as a globally engaged research network that 
works on setting standards and furthering the rights of 
platform workers. This is of paramount importance since 
we believe that consumers and policymakers will become 
more engaged in the process of social change if the public 
is well aware of the challenges of work in the platform 
economy. This year we increased our outreach to both 
mainstream and alternative media outlets in Serbia, which 
reported on the results of our previous report. Particularly 
notable is our cooperation with the portal Masina, which 
regularly participates in Fairwork Serbia activities.

There is nothing inevitable about poor working conditions 
in the platform economy. Notwithstanding their claims to 
the contrary, platforms have substantial control over the 
nature of the jobs that they mediate. Workers who find 
their jobs through platforms are ultimately still workers, 
and there is no basis for denying them the key 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. This means that we do not 
need to accept low pay, poor conditions, inequity, and a 
lack of agency and voice as the norm. We hope that our 
work – by highlighting the contours of today’s platform 
economy – paints a picture of what it could become.

Callum Cant / Shutterstock

35  



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 materials.

The pledge constitutes two levels. This first is as an official 
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. We are proud to announce 
that CATUS (The Confederation of Autonomous Trade 
Unions of Serbia) is our first Fairwork Supporter from 
Serbia.

A second level of the pledge entails organisations 
committing to concrete and meaningful changes in their 
own practices as official Fairwork Partners, for example by 
committing to using better-rated platforms where there is a 
choice.

MORE INFORMATION ON THE 
PLEDGE, AND HOW TO SIGN UP,  
IS AVAILABLE AT 

 WWW.FAIR.WORK/PLEDGE
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APPENDIX 

Fairwork Scoring 
System 
Which companies are covered by the Fairwork principles?
The International Labour Organisation (ILO) defines a 
“digital labour platform” as an enterprise that mediates and 
facilitates “labour exchange between different users, such 
as businesses, workers and consumers”55. 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”56. 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 excluded from the definition. 
The ILO’s definition of “digital labour platform” is widely 
accepted and includes many different business models57.

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 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. In contrast, cloudwork platforms cannot 
because (by their nature) the work 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, and subscription models. 
Some of those models involve the platforms making direct 
payments to workers (including through sub-contractors).
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Table 1 Fairwork: Scoring System

How does the scoring system work?
The five Principles of Fairwork were developed through an 
extensive literature review of published 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 thresholds. 
Accordingly, for each Principle, the scoring system 
allows the first to be awarded corresponding to the first 

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. 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 
awarded that point.

10

Principle 1:  
Fair Pay

Principle 2:  
Fair Conditions

Principle 3:  
Fair Contracts

Principle 4:  
Fair Management

Principle 5: Fair 
Representation

2

2

2

2

2

Maximum possible Fairwork Score

Ensures workers earn at 
least the local minimum 
wage after costs

Ensures workers earn at 
least a local living wage 
after costs

Assures freedom of  
assoc-iation and the 
expression of collective 
worker voice

Mitigates task-specific 
risks

Provides a safety net

Provides clear and 
transparent terms and 
conditions

Ensures that no  
unfair contract terms are 
imposed

Provides due process 
for decisions affecting 
workers

Provides equity in the 
management process

Supports democratic 
governance
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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, fuel, 
insurance, and maintenance on a vehicle58. Workers’ costs 
sometimes mean their take-home earnings may fall below 
the local minimum wage59. Workers also absorb the costs of 
an extra time commitment when they spend time waiting or 
travelling between jobs or other unpaid activities necessary 
for their work, which are also considered active hours60. To 
achieve this point, platforms must ensure that work-related 
costs do not push workers below the local minimum wage.

The platform takes appropriate steps to ensure:

• Workers earn at least the local minimum wage or the 
wage set by collective sectoral agreement (whichever 
is higher) where they work, in their active hours, after 
costs61.

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:

• Workers earn at least a local living wage or the wage set 
by collective sectoral agreement (whichever is higher) 
where they work, in their active hours, after costs6263.

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 steps to mitigate them. 

The platform must satisfy the following:

• There are policies or practices in place that protect 
workers’ health and safety from task-specific risks64.

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

2.2 – Provides 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 can achieve this point by 
ensuring that workers are compensated for loss of income 
due to inability to work.

The platform must satisfy BOTH of the following:

• Platforms take meaningful steps to ensure that workers 
are 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.

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 workers65. To achieve this 
point, the platform must demonstrate that workers can 
understand, agree to, and access their work conditions 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 is communicated in full in clear and 
comprehensible language that workers could be expected 
to understand.

• The contract is accessible to workers at all times.

• Every worker is notified of proposed changes in 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.
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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 the contractual status of 
the worker is classified, the platform must satisfy 
BOTH of the following:

• Takes appropriate steps to ensure that the contract does 
not include clauses which exclude liability for negligence 
nor unreasonably exempt the platform from liability for 
working conditions.

• 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.

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 is a channel for workers to communicate with a 
human representative of the platform. This channel is 
documented in a contract and available on the platform 
interface. Platforms should respond to workers within a 
reasonable timeframe.

• There is a process for workers to meaningfully 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 
interface66.

• 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:

• There is a policy which ensures the platform does not 
discriminate on grounds such as race, social origin, caste, 
ethnicity, nationality, gender, sex, gender identity and 
expression, disability, religion or belief, age or any other 
status.

• 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.

• It takes practical measures to promote equality of 
opportunity for workers from disadvantaged groups, 
including reasonable accommodation for pregnancy, 
disability, and religion or belief.

• 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.

• It takes practical measures to promote equality of 
opportunity for workers from disadvantaged groups, 
including reasonable accommodation for pregnancy, 
disability, and religion or belief.

• If algorithms are used to determine access to work or 
remuneration, these are transparent and do not result 
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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. Whether or not 
platforms set the terms on which workers are retained 
by service users, platforms must demonstrate that they 
have taken appropriate steps to ensure that workers are 
informed of their rights (and have mechanisms in place to 
help protect those rights) and that workers are directed to 
appropriate collective bodies or trade unions.

Platforms must satisfy ALL of the following:

• There is a documented mechanism for the expression of 
collective worker voice.

• There is a formal policy of willingness to recognise or 
bargain with, a collective body of workers or trade union 
that is clearly communicated to all workers67.

• Freedom of association is not inhibited, and workers are 
not disadvantaged in any way for communicating their 
concerns, wishes, and demands to the platform68.

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. It publicly and formally recognises an independent  
 collective body of workers, an elected works council,  
 or trade union.

3. It seeks to implement meaningful mechanisms for  
 collective representation or bargaining.  
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including the average market basket (equivalent to the cost of 
basic but decent life for a family) and cost of basic but decent 
life per family member. The number of workers per family (as in 
Anker methodology) is an unknown indicator within the national 
statistical database and so we could operate with the costs of 
living for a family and for a family member only. In 2022 calcu-
lated net living wage was RSD 229. 

52  See at: https://wolt.com/en/about

53  Belgrade, Pancevo, Kragujevac, Kraljevo, Krusevac, Novi Sad, 
Zrenjanin, Subotica, Nis, Cacak, Leskovac. See at: https://wolt.
com/en/srb

54  See at: http://zoomer.rs/wolt-srbija-prekida-saradnju-sa-kli-
jentom-zbog-homofobije/

55  ILO (2021). World Employment and Social Outlook: The role 
of digital labour platforms in transforming the world of work. Ge-
neva: International Labour Organization. p. 31. https://www.ilo.
org/global/research/global-reports/weso/2021/WCMS_771749/
lang--en/index.htm
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56  ILO, World Employment and Social Outlook: The role of digi-
tal labour platforms in transforming the world of work, p. 107.

57  De Stefano, V. (2016). The rise of the ‘just-in-time workfor-
ce’: On-demand work, crowdwork and labour protection in the 
‘gig-economy.’ Geneva: International Labour Organization. p. 1 
https://www.ilo.org/travail/info/publications/WCMS_443267/
lang--en/index.htm.

58  Work-related costs include direct costs the worker may incur 
in performing the job. This may include, for instance, transport 
in between jobs, supplies, vehicle repair and maintenance, fuel, 
road tolls and vehicle insurance. However, it does not include 
transport to and from the job (unless in-between tasks) nor 
taxes, social security contributions, or health insurance.

59  The ILO defines minimum wage as the “minimum amount of 
remuneration that an employer is required to pay wage earners 
for the work performed during a given period, which cannot be 
reduced by collective agreement or an individual contract.” Mi-
nimum wage laws protect workers from unduly low pay and help 
them attain a minimum standard of living. The ILO’s Minimum 
Wage Fixing Convention, 1970 C135 sets the conditions and 
requirements of establishing minimum wages and calls upon 
all ratifying countries to act in accordance. Minimum wage laws 
exist in more than 90 percent of the ILO member states.

60  In addition to direct working hours where workers com-
plete tasks, they also spend time performing unpaid activities 
necessary for their work, such as waiting for delivery orders at 
restaurants and traveling between jobs. These indirect working 
hours are also considered part of active hours as workers give 
this time to the platform. Thus, ‘active hours’ include both direct 
and indirect working hours.

61  In order to evidence this, where the platform is responsible 
for paying workers, the platform must either: (a) have a docu-
mented policy that ensures the workers receive at least the local 
minimum wage after costs in their active hours; or (b) provide 
summary statistics of transaction and cost.

62  Where a living wage does not exist, Fairwork will use the Glo-
bal Living Wage Coalition’s Anker Methodology to estimate one.

63  In order to evidence this, where the platform is respon-
sible for paying workers, the platform must either: (a) have a 
documented policy that ensures the workers receive at least the 
local living wage after costs in their active hours; or (b) provide 
summary statistics of transaction and cost data evidencing all 
workers earn a minimum wage after costs.

64  Where the platform directly engages the worker, the starting 
point is the ILO’s Occupational Safety and Health Convention, 
1981 (C155). This stipulates that employers shall be required 
“so far as is reasonably practicable, the workplaces, machine-
ry, equipment, and processes under their control are safe and 
without health risk”, and that “where necessary, adequate pro-
tective clothing and protective equipment [should be provided] 
to prevent, so far as is reasonably practicable, risk of accidents 
or adverse effects on health.”

65  The ILO’s Maritime Labour Convention, 2006 (MLC 2006), 
Reg. 2.1, and the Domestic Workers Convention, 2011 (C189), 
Articles 7 and 15, serve as helpful guiding examples of adequate 
provisions in workers’ terms and conditions, as well as worker 
access to those terms and conditions.

66  Workers should have the option of escalating grievances 
that have not been satisfactorily addressed and, in the case of 
automated decisions, should have the option of escalating them 

for human mediation.
67  For example, “[the platform] will support any effort by its 
workers to organise or form a trade union collectively. Collecti-
ve bargaining through trade unions can often bring about more 
favourable working conditions.”

68  See ILO (2021) World Employment and Social Outlook 2021: 
The role of digital labour platforms in transforming the world of 
work International Labour Office
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