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Impact of Algorithm Management and
Platform Management on Takeaway Service Quality
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(1. School of Mechanical — electronic and Vehicle Engineering , Beijing University of Civil Engineering
and Architecture , Betjing 102616 ;2. Department of Industrial Engineering , Tsinghua University , Bejjing 100084 ;
3. China National Institute of Standardization , Beijing 100191)

Abstract : Based on the algorithmic management and platform management mode perspectives, the differences in the impact
of management modes on service quality are empirically analyzed. By analyzing 648 user perception evaluation question-
naires ,the quality of takeaway services under different management modes was explored in terms of six dimensions : reliabili-
ty,food quality and hygiene, security, traceability, specificity and satisfaction. The results show that users’ perceptions of
takeaway services under algorithmic management and platform management differed significantly in the five dimensions,and
the perceived quality of services under algorithmic management was lower than that under platform management. The main
reasons for the difference in service quality are the behaviors of delivery staff,the timeliness of delivery,and the quantity of

delivery. Although the service quality is lower under algorithmic management, it can satisfy users’ needs in some aspects,

and the algorithmic management mode has lower labor cost under the same user satisfaction experience.
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