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Abstract  

Dennes afhandlings formål er at undersøge hvordan digitale arbejdsplatforme kan forbedre deres 

platformelementer for at fastholde online freelancere. Til at belyse dette, er Worksome’s platform 

blevet undersøgt, hvordan online freelancere opfatter denne og hvordan online freelancere 

organiserer sig for at forbedre deres freelancemarkedsposition. Dette er interessant, da 

platformsøkonomi vokser kraftigt i store dele af verden – også Danmark. En sådan platform er 

Worksome; lanceret med ambitionen om at skabe platformen for virksomheders agile rekruttering, 

af fleksibel og højt specialiseret arbejdskraft i Danmark. For at besvare problemformuleringen, er 

litteraturen på området gennemgået, kvalitative interviews med ni freelancere udført og et 

onlinefællesskab netnografisk analyseret. 

 

Resultaterne viser, at en væsentlig årsag for freelancere til at udbyde deres arbejdskraft gennem 

digitale arbejdsplatforme er, for at opnå et fleksibelt arbejdsliv. Dog medfører arbejdsgangene også 

ofte usikkerhed, som freelancere ifølge litteraturen minimerer via visse praksisser. Dette forsøger 

Worksome at imødekomme. Den deler visse platformselementer med internationale platforme, men 

differentierer sig ved at være bedre tilpasset det danske arbejdsmarked – til fordel for freelancere. 

Disse platformselementer former freelanceres opfattelser af platformen, og varierer i lille grad af 

freelanceres kompetenceniveau. Platformselementer associeret med positivitet skaber værdi for 

freelancerens arbejde via platformen, hvorimod de negative afspejler dens fejl og mangler. 

Ydermere blev online freelancers andre arbejdspraksisser analyseret med henblik på at undersøge 

hvilke af disse, og hvordan, som er med til at styrke online freelancers position, når de arbejder 

gennem en digital arbejdsplatform. Resultatet viste tydeligt, at online freelancere både udfører 

arbejdspraksisserne for at klare deres arbejde, men også for at omgå nogle af platformselementerne. 

En række forslag til, hvilke platformselementer Worksome skulle fokusere på, udsprang fra 

analysen. Elementerne omfavner både platformens opfattede fejl og mangler, samt måden online 

freelancere organiserer sig på ’udenfor’ platformen. 

 

Ud fra casestudiet på Worksome, skal digitale arbejdsplatforme forsøge at fastholde online 

freelancere, ved at implementere 1) en yderligere specificerings-funktion til jobsøgning, 2) 

strengere regler over for virksomhederne for at opfordre dem til at gennemføre jobs på platformen, 

3) personificering iht. ydelser og support, 4) et community for freelancere for at styrke intellektuel 

og social værdi, og 5) integration af tredjeparts applikationer.  
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Preface   

This thesis is authored by Yasemin Yavari and Osman Yuksel at Copenhagen Business School, 

within Cand.merc.(kom.) study programme. The thesis’ structure and reference style are outlined in 

this chapter, acting as a reading manual. 

 

 
 

The reference style applied is the American Psychological Association (APA) 6th edition. Here, a 

citation consists of the author’s surname and publication year, e.g. (Adam, 2020). Multiple authors 

are separated using comma and only the last name in the list is separated by an ampersand (“&”), 

e.g. (Adam, Smith, Nelson, & Walter, 2020). References to respondents is carried out similarly; 

(respondent, line number). 

 

Below table outlines interviewees, their respective industries, levels of expertise and corresponding 

appendix number (25 to 33) for transcripts. Furthermore, the respondents are anonymised. 

 

 

 

•A brief presentation of the topic and motivation, followed by the research question and 
sub-questions. Moreover, the scope and limitations of this research is described.Introduction

•Presenting the previous research on digital platforms and platform-mediated work, 
which creates the basis for the analysisLiterature review

•The market situation is presented followed by a description of the case company 
including its history and visionCase description

•A presentation of the theory of science and method utilised for the data collection and 
analysis. Wrapped up with an operationalization, describing how each sub-question is 
described

Methodology

•Theories found will be applied to each sub-question together with the gathered data, 
which eventually should result in recommendations for improvementsFindings and Analysis 

•The research process and findings of the analysis are discussed and reflected. Different 
implications have been outlined based on our recommendationsDiscussion

•Finally, the research question is answered through the conclusion, and recommendation 
for further studies are outlinedConclusion
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Interviewee Industry  Level  Appendix no. 

Respondent 1 (R1) Marketing  Junior  25 

Respondent 2 (R2)  Marketing  Junior  26 

Respondent 3 (R3)   Marketing  Senior  27 

Respondent 4 (R4)   Marketing Expert  28 

Respondent 5 (R5)   Marketing  Student  29 

Respondent 6 (R6)  Creative work  Senior  30 

Respondent 7 (R7)  IT  Senior  31 

Respondent 8 (R8)   Economy  Expert  32 

Respondent 9 (R9)  Marketing Student 33 

Table 1: Freelance interviews 
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1. Introduction  

Recent years rise of platform economy and digital labour platforms (DLPs) have unveiled new 

market opportunities for businesses, and altered the economy’s structure (Kenney & Zysman, 

2016). Dominating DLPs as Amazon Mechanical Turk (AMT), Upwork, Fiverr, Freelancer.com etc 

have mediated new ways of working and organising, for individuals as companies alike (Plesner & 

Husted, 2020). DLPs alter work and traditional employment relationships (Kenney & Zysman, 

2016). Here, freelancers choose to find employment through platforms enticed by ‘free agency’, 

increasing their control of time and work. This reinforces the features of a work-life characterised 

by flexibility, variety, freedom from organisational policies and occasionally increased financial 

benefits (Gandini, 2016). 

However, scholars have recognised the freedom of working in this manner perhaps constitutes a 

double-edged sword, resulting in challenges derived from uncertainty and precarity (Selenko et al., 

2018). Kalleberg (2008) recognises this can bear widespread effects on both work-related and non-

work phenomena. For instance, it is argued that DLPs undermine standard employment 

relationships in industrialised countries as they remove local labour market constraints. For rural 

areas, this appear advantageously, but for urban freelancers it increases competition from skilled, 

foreign workers willing to work for less (Kalleberg & Dunn, 2016). 

Additionally, working via DLPs impact individuals’ working conditions e.g., obtaining employment 

security, pensions, desirable salaries, and paid holiday (IDA, n.d.). Due to the uncertainty and 

precariousness relating to digital labouring, scholars have studied how freelancing work require 

learning new skills and practises. These relate to both being on the DLP but also working around it 

(Sutherland et al., 2020; Donovan et al., 2016). 

Focusing on Denmark, digital labouring is a limited phenomenon where only 1% of Danes aged 15 

to 74 has earned money through a DLP, e.g. Upwork or Worksome (Ilsøe & Madsen, 2017). 

Despite the limited market size, opinions toward the platform economy are unequivocal (IDA, n.d.). 

Labour unions argue platform economy should be in accordance with current legislation and the 

Danish Model, minimising earning inequality and job insecurity (Ilsøe & Larsen, 2020). This is to 

“ensure that there are also rights and conditions that prevent the creation of a proletariat on the 
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new digital labour platforms in Denmark” (IDA, n.d.). Simultaneously, DLPs incorporating 

regional and cultural differences into their business models have emerged (Rossotto et al., 2018). 

Worksome is one example of a DLP fitted for the Danish labour market, facilitating the connection 

and transaction between companies and highly skilled freelancers (Bruun, n.d.b). Worksome has 

built its business model to adapt core elements from the Danish labour market, for instance, by 

ensuring a minimum wage and insurances, distinguishing itself from rival, international platforms 

(IDA, n.d.).  

With the emergence of a Danish-based, high-skilled DLP within an unregulated, emerging market – 

alongside an overall tendency to work as an online freelancer characterised by precariousness – we 

find a need for examining the Danish freelancers’ use of such platforms. We aim to accomplish this 

by investigating Worksome’s characteristics, followed by how online freelancers make use and sense 

of a DLP fitted to Danish standards, while also taking other practices in their work-life into account. 

From this, we further suggest how a DLP should consider its platform business model in the future 

to fit the Danish online freelancers’ self-organisation.  

1.1. Research question  
The above-mentioned perspectives and problems lead us to the following research question: 

 

How can digital labour platforms improve their platform elements to retain online freelancers?  

 

With platform elements being defined as platform architecture and governance.  

 

Sub-questions: 

1. What characterises Worksome’s platform? 

2. How do the online freelancers perceive Worksome’s platform?  

3. How do online freelancers organise themselves to strengthen their position when working 

on a digital labour platform? 

4. Which platform elements should Worksome consider in its future platform business model? 
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1.2. Scope and limitations 
As described in section 1, platform economy is decidedly limited in Denmark, the market consisting 

of a few actors. Considering this, the research question is investigated through a case study of 

Worksome; the company also being the focus of answering sub-question four. This platform contains 

similar platform business model elements of a typical DLP, enabling us to make overall assumptions 

of the phenomena, elaborated further in the Methodology section. In addition, the limited scope 

disables comparability in the findings to those of other DLPs in other markets.  

This thesis’ purpose is not directly to consult how Worksome should design its platform elements nor 

explain the Danish platform labour market. Therefore, the Danish labour market or model is not 

detailed but merely highlighted in certain elements within the theoretical section. The focus will be 

to investigate Danish online freelancers’ self-organisation on, and around, Worksome, to present how 

Danish DLPs can improve their platform elements to fit freelancers’ navigation on the platform, and 

behaviours around it, better. 

Our research question is sought answered through the online freelancers’ perspective, also 

amounting to the reason for selecting semi-structured interviews and following an online 

community through netnography as the main sources of empirical data. Hence, the materiality of 

Worksome’s platform is viewed from a sociomaterial perspective. Therefore, the technicalities of 

the platform’s functions will not be investigated, but rather how the interplay between the functions 

of the platform and online freelancers are constituted in ongoing work practices.  

 

Lastly, internal data from Worksome is not included herein. This was impacted by the COVID-19 

pandemic. Internal data possibly would have provided additional insight into Worksome’s 

architecture, governance, and platform strategy. Rather, data concerning Worksome is derived from 

secondary sources consisting of reports, articles, and blog posts. 
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2. Literature review   
This chapter’s aim is to review existing literature within the thesis’ scope. The review provides a 

wide perspective on research and identifies gaps in prior academia, possibly influencing the adapted 

methodology in this thesis. Selected theories for addressing the research question will be outlined in 

the operationalisation (section 5). A literature review is a:  

 

“comprehensive overview of prior research regarding a specific topic. The overview both shows the 

reader what is known about a topic, and what is not yet known, thereby setting up the rationale or 

need for a new investigation, which is what the actual study to which the literature review is 

attached seeks to do” (Denney & Tewksbury, 2013, p. 218). 

  

To conduct the literature review consistent with the research question, the review is divided into 

two main categories.  

 

First categorised is research relating to digital economy, creating a theoretical basis for 

understanding platform-based business models. Literature is reviewed to understand the current 

definitions and main concepts pertaining to digital platforms. Analysing DLPs, focus is on 

characteristics of multi-sided platforms (MSPs), a well-covered subject in extant research.  

 

Second category appertains to how DLPs mediate new ways of working and organising. Literature 

focused upon platform-based freelancers is reviewed, to distinguish and map them based on the 

labour platform, while examining their organising within, and around, DLPs. Retrieving relevant 

information is performed by utilising several search keywords, both individually and in conjunction 

(Figure 1). Scopus, Google Scholar, CBS Libsearch and other recognised databases are used for the 

purpose. 
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Figure 1: Search keywords 

When conducting and evaluating a literature review predefined inclusion- and exclusion criteria 

must be presented (Hammersley, 2001). For this paper, the criteria are: 1) Records are written in 

English or Danish; 2) Papers are peer-reviewed; and 3) Inaccessible papers are excluded. Pertinent 

and important findings to this study are presented in the remainder of this chapter. 

 

2.1. Digital economy  
The rapid expansion information and communication technology (ICT) has had over the past 

decades has encouraged scholars to measure digital technologies effect on economic growth 

(Toader, Firtescu, Roman & Anton, 2018). Several studies have found positive effects between new 

digital technologies and economic growth. Goldfarb and Tucker (2019) identifies five economic 

costs reduced in the digital economy. 
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Firstly, search costs as the internet eased and cheapened finding and comparing information about 

potential transactions in digital environments. Secondly, replication costs due to digital technology 

being represented by bits or digital signals, replicable at zero cost. Thirdly, transportation costs 

because digital technologies enable communicating with anyone, wherever, for the same price. 

Fourthly, tracking costs pertaining to any phenomena’s behaviour in digital environments, e.g. 

within financial markets where markets are monitored more closely, and reactions to changes are 

quicker (Guldbrandsen & Just, 2016). Finally, verification costs are lower due to easier verification 

processes, confirming any phenomena’s reputation and facilitating trustworthiness. Summed, digital 

technology economic benefits have transformed the structure of most businesses and the way they 

coordinate activities, creating a new term labelled digital economy (Srnicek, 2017). 

 

The digital economy refers to companies who increasingly rely upon digital technologies when 

designing their business models (Srnicek, 2017). Since the 2008 financial crisis, digital technologies 

have capitalised important industries and disrupted existing business models. Prior dominant 

companies have witnessed how key products and services are being disrupted in their industry 

(Srnicek, 2017). Thus, multiple scholars assert this digital transformation as being mandatory for 

companies’ survival (Schreckling & Steiger, 2017). Companies are therefore forced to compete in 

new ways, and managers are advised to redesign existing business models (Iansiti & Lakhani, 

2014). According to Parker, Van Alstyne and Choudary (2016) two business models types exist: 

Pipeline and platform, with an increasing shift towards platform. 

 

Pipeline structures have long been the dominant competition strategy in every modern business area 

(Parker et al., 2016). It refers to traditional supply chains, i.e. physical infrastructures and assets, 

where organisations produce products or services, delivering it to consumers. Here, value is 

produced upstream and consumed downstream, creating a linear flow within the value chain (Parker 

et al., 2016). Platform business models are intangible networks, connecting different actors in high-

value exchanges (Parker et al., 2016). Here, interactions amongst producers and consumers are 

enabled within the same place, facilitating exchanges of goods, services, and social currency, 

denoting value creation derives from networking and interaction (Parker et al., 2016). Fast-scaling 

companies such as Facebook, Uber, and Airbnb are based on powerful platform-based business 

models (Cennamo & Santalo, 2015). 
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2.2. Platform economy  
This new economy’s rise has received significant attention among researchers across disciplines, 

defining the concept by different terms and meanings: platform economy, sharing economy, gig 

economy, or creative economy (Kenney & Zysman, 2016). Throughout, the term ‘platform 

economy’ is used. Platform economy “encompasses a growing number of digitally enabled 

activities in business, politics, and social interaction” (Kenney & Zysman, 2016, p. 62). The term 

is used as its definition fits the research’s scope and the case study’s context, elaborated below. As 

highlighted, platform economy is characterised by new work forms and business, organised around 

digital platforms. Schmidt (2017) describes how the platform economy is gaining momentum with 

digital platforms in the thousands having emerged recently. 

 

Thus, many scholars have investigated digital platform’s role in platform economy and in general. 

Existing research on digital platforms are based on three theoretical perspectives: economic, 

technological, and organisational (Mini & Widjaja, 2019). Firstly, the economic perspective 

recognises platforms as markets mediating transactions between actors and focuses on platform 

competition (Gawer, 2014). Secondly, the technological perspective focuses on a platform’s 

technical infrastructure (Tiwana, 2014). Finally, the organisational perspective refers to combining 

the two prior perspectives. The organisational perspective is adopted here, allowing for digital 

platforms to be studied through the sociomateriality lens, as well as considering both social and 

material aspects hereof. 

 

2.3. Platform theory  
An overview of existing definitions of digital platforms is provided, and the main characteristics of 

digital platforms from an organisational perspective are emphasised. This section’s purpose is to 

explore important key concepts and ideas, creating a basis for the analysis of Worksome’s platform. 

Platforms might take several forms and multiple categorisation scheme exist (Gawer, 2014). Here, 

the digital platform definition by Constantinides, Henfridsson and Parker (2018) is adopted: “a set 

of digital resources - including services and content - that enable value-creating interactions 

between external producers and consumers” (p. 381). Following, multi-sided platforms are 

elaborated to fit within the thesis’ scope. 
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2.3.1. Multi-sided platforms 
The economical perspective on multi-sided platforms (MSPs) is defined as “one or several 

platforms that enable interactions between end-users and try to get the two (or multiple) sides ‘on 

board’ by appropriately charging each side” (Rochet & Tirole, 2006, p. 645). Similarly, Hagiu and 

Wright (2015) define MSPs’ characteristics through two key features. Firstly, “they enable direct 

interactions between two or more distinct sides”. Secondly, “each side is affiliated with the 

platform” (p. 5).  

 

More recently, Cusumano, Gawer and Yoffie (2019) define MSPs as a “foundation that connects 

individuals and organizations for a common purpose or to share a common resource” (p. 12), 

dividing all MSPs into two types: 1) innovation platforms, and 2) transaction platforms. Innovation 

platforms are defined as platforms providing technological infrastructure for complementors to 

build new products and services. This infrastructure contains software tools and resources, a key 

source for value creation and capturing. Operating systems such as Google’s Android, Apple’s iOS, 

and Microsoft’s Windows are examples of innovation platforms (Cusumano et al., 2019). 

 

Transaction platforms facilitate transactions or interactions between two or more sides. Platform 

owners create and capture value by providing infrastructure connecting service providers and end-

users, facilitating value-exchanging transactions among them (Cennamo, 2019). Examples hereof 

are eBay, Amazon Marketplace, Uber, Airbnb, etc (Cennamo, 2019; Cusumano et al., 2019). 

Finally, hybrid platforms also exist, where both transaction and innovation are combined. This 

category includes companies such as Alphabet, Alibaba, Amazon, and Apple (Cusumano et al., 

2019; Yablonsky, 2019). 

 

2.3.2. Platform competition 
Contrasting conventional pipeline businesses, platform owners operate with different market 

dynamics, facing strategic decisions relating to market share, growth, and platform scalability. 

Therefore, this section outlines the fundamental platform market drivers (Cusumano et al., 2019). 

Within platform literature, three significant factors characterising platform performance of MSPs 

have been identified: the network effects-concept, winner-take-all market dynamics, and multi-

homing among users. 
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2.3.3. Network effects 
Network effects constitute a fundamental mechanism for how MSPs create value (Tura, Kutvonen 

& Ritala, 2018), and various platform scholars emphasise network effects’ role in value creation 

and MSP growth, alongside price effects (Cennamo & Santalo, 2013; Gawer & Cusumano, 2014; 

Parker et al., 2016). Network effects are generally defined as “the value one user experiences 

potentially increase as more people or organisations use the same product or service and as more 

complementary innovations appear” (Cusumano et al., 2019, p. 16). Research on MSPs emphasise 

a platform’s network size, where an increasing user base is directly proportional with perceived 

value for each user (Cusumano et al, 2019). Thus, most researchers utilise network size as a 

measuring method for the strength of network effects (Jia, Cusumano & Chen, 2019; Cusumano et 

al, 2019). 

 

Network effects are divided into two types: same-side network effects and cross-side network 

effects, where effects can impact either positively or negatively (Jia et al., 2019). Same-side 

network effects (SNEs) are considered “effects created by the impact of users from one side of the 

market on other users from the same side of the market — the effects that consumers have on other 

consumers and those that producers have on other producers” (Parker et al., 2016, p. 29). Cross-

side network effects (CNEs) are “effects created by the impact of users from one side of the market 

on users from the other side of the market - the effects that consumers have on producers and those 

that producers have on consumers” (Parker et al., 2016, p. 29). SNEs are found on social media 

platforms, where users’ perceived value increases proportionally with more users joining the 

platform, i.e. friends to interact with. 

 

CNEs are found on platforms, where the platforms’ value increases with increases in the number of 

sellers and buyers (Asadullah, Faik & Kankanhalli, 2018). These examples constitute positive 

network effects. However, a decreasing user base on either side can trigger negative network 

effects, reducing the platform’s value (Jia et al., 2019). Therefore, various scholars suggest platform 

owners manage the different sides’ network size and their interactions, reducing negative effects 

should they occur (Boudreau & Hagiu, 2009; Parker et al., 2016). 
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2.3.4. Winner-take-all and multi-homing  
Another MSP characteristic is the winner-take-all (WTA) phenomena (Jia et al., 2019), with one 

platform capable of establishing a dominant position in the market (Eisenmann, Parker & Van 

Alstyne, 2006). Within platform literature, WTA is a dominant competitive strategy, important for 

understanding platform market dynamics from an economic perspective (Constantinides et al., 

2018; Jia et al., 2019). WTA implies platform owners, particularly new entrants, should adopt 

aggressive strategies to grow their installed user base as quickly as possible, to entice more users 

(Jia et al., 2019). Researchers argue platforms with large user bases can utilise their dominant 

position to increase market share even further. Thereby, dominant platforms can avoid competition 

from rivals and new entrants sharing the same user type or similar platform architecture (Gawer & 

Cusumano, 2014; Cennamo, 2019). 

 

However, on the other hand, WTA outcome is shaped and influenced by important strategic trade-

offs and various factors (Cennamo & Santalo, 2013). For example, Cusumano et al. (2019) suggest 

several economic factors impact the WTA outcome, including practising multi-homing. Multi-

homing concerns users participating and engaging on multiple platforms simultaneously for the 

same purpose (Cusumano et al., 2019). As a result, it implicates the rivalry, often leading to price 

competition between platform owners (Cusumano et al., 2019). Platforms might also seek to 

prevent multi-homing by increasing accessing costs, as higher prices diminish users’ likeliness to 

participate on multiple platforms (Choudary, 2018). Another factor impacting a dominant platform 

are new entrants, or rivals, using a distinctiveness logic (Cennamo, 2019). This is a competitive 

strategy where a platform owner might dethrone an established platform by accommodating a 

unique niche, enabling new value creation (Cennamo, 2019). 

 

2.3.5. Platform ecosystem 
In addition to competitive strategies, platform researchers focus on emerging ecosystem organised 

around a MSP, as it can be perceived as a vital element in achieving competitive advantage (Adner 

& Kapoor, 2010). Platform businesses enable value-creation via the interaction between external 

producers and consumers, leading to an interest in establishing and extending own ecosystems for a 

range of companies (Botelho, 2017). For example, Airbnb has evolved its platform to also sell 

experiences “creating a living ecosystem that touches not one, but multiple distinct market 

segments” (Botelho, 2017, p. 2). 
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Thus, a platform’s ecosystem can be defined as “the actors using the platform to engage in value-

creating interactions; however, the ecosystem may also encompass other actors, such as data 

partners or industry actors who do not directly participate on the platform” (Choudary, 2018, p. 1). 

In traditional value chains, value is created through a sequential process where inputs are 

transformed into products. Contrarily, value creation through the ecosystem concept is enabled by a 

“set of actors with varying degrees of multilateral, non-generic complementarities that are not 

controlled” (Jacobides, Cennamo & Gawer, 2018, p. 2264).  

 

In the case of a MSP, the ecosystem involves three important actors: 1) the platform owners; 2) 

producers; and 3) end-users. Platform owners serve the platform’s interface with other ecosystem 

actors, e.g. producers (complementors) creating their offerings through the platform’s interface to 

the end-users. Platform owners are embedded in an ecosystem consisting of “complementors” 

creating value for the platform. Interactions amongst ecosystem actors are multi-layered, meaning 

every actor is self-contained and independent from others, achieving a specific value proposition on 

the platform (Adner, 2017). 

 

The literature also distinguishes between different complementor types e.g. if component A is 

dependent, or interdependent, of component B – and vice versa – with the aim of creating an 

ecosystem creation or extracting more value (Jacobides et al., 2018). Thus, as platform ecosystems 

are shaped, Teece (2014) suggests an ‘ecosystem captain’ should be appointed, where “rules and 

roles, and monetization as well as how players are connected” should be an essential business 

model design part. Furthermore, the ‘ecosystem captain’, i.e. the platform owner, should manage 

relationships between “users and complementors, among users, and among complementors” 

alongside the relationship type, including “trust, reputation, and the rules for how platform and 

ecosystem participants interact” (Jia et al., 2019, p. 27). 

 

2.4. Platform elements 
Most contemporary digital platforms share certain properties and structures by focus upon two key 

elements: architecture and governance (Tiwana, 2014). First the digital platforms’ architecture is 

presented, followed by platform governance. Platform architecture and governance is referenced to 

as ‘platform elements’ throughout the thesis. 



	 19 

 

2.4.1. Platform architecture 
Platform architecture research relates to how platform owners might design fundamental platform 

features to support functions and perform well in the market (Gawer, 2014). Cennamo, Ozalp and 

Kretschmer (2018) define platform architecture as “the technological capabilities of a platform, 

and the way platform technological components function and connect to platform components” (p. 

3). This correlates strongly with Baldwin and Woodward’s (2009) platform view; most platforms 

rely upon the modularity design idea. Here, platform architecture is partitioned into a platform core 

and peripheral components. 

 

The platform itself is constituted by the core, often remaining fixed throughout the platform’s 

lifetime. The peripheral components are loosely coupled to the core, meaning they can evolve over 

the platform’s entire lifespan. Modularity design results in a loosely coupled architecture, accessed 

through standardised interfaces (Constantinides et al., 2018). Various scholars perceive this design 

as a prerequisite to a long-term successful platform (Parker et al., 2016), as it aids in reducing 

structural complexity and influence the platform evolvability (Tiwana, 2015; Cennamo et al., 2018). 

 

2.4.2. Platform governance  
Platform governance includes structural control, and rules for participating and engaging in the 

platform ecosystem. Thus, it “determines whether innovation divisibility made possible by modular 

platform architecture is successfully leveraged” (Tiwana, 2014, p. 118). Tiwana’s (2014) study 

primarily focuses on ecosystem comprised third-party application developers and innovation 

platforms; to some degree a dissimilar scope versus this case study. However, Tiwana’s (2014) 

framework is still applicable in examining platform governance regarding DLPs and online 

freelancers (Constantinides et al., 2018). 

 

The platform governance concept refers to how platform owners can reduce an ecosystem’s 

different sides behavioural complexity (Tiwana, 2014) through identifying three tensions (Wareham 

et al., 2014). Firstly, between outputs’ standard and variety. Secondly, between actors’ control and 

autonomy. Finally, between complementors’ individual and collective identification (Wareham et 

al., 2014). 
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The governing challenges these tensions in an ecosystem have been summarised by Hagiu (2014) 

via two questions: “who is allowed to join” and “what are various sides allowed to do” (p. 9). The 

first questions relate to the ecosystem’s degree of openness. The second question concerns to which 

extent involved parties are allowed to interact, and what they can ‘do’ on the platform. Tiwana 

(2014) argues platform owners should be able to shape and influence its ecosystem without direct 

authority. Elaborating governance further, Tiwana’s (2014) platform governance framework is 

emphasised to study how platform owners design governance structures in three distinct 

dimensions: 1) decision-rights partitioning; 2) control mechanisms; and 3) pricing policies. 

 

Decision-making authority refers to who makes which decisions on the platform (Tiwana, 2014). 

Decision rights can either reside with the platform owner or ecosystem participant; where it lies 

determines whether it is centralised or decentralised. Additionally, Tiwana (2014) suggests 

ecosystem decision rights should neither be governed centrally or decentrally. Instead, platform 

owners should exercise control “just right”, reducing tension between autonomy and ecosystem 

integration. Platform owners should respect the participants’ autonomy while ensuring to integrate 

their various contributions to the platform. 

 

Control mechanisms can be implemented by platform owners and consist of gatekeeping, process 

control, metrics, and relational control (Tiwana, 2014). Firstly, gatekeeping refers to who can 

access the ecosystem. Secondly, process control involves rules, guidelines, and procedures users 

must follow, leading to desirable outcomes for the owner. Thirdly, metrics-based control refers to 

predefined target-performance-metrics that platform users’ work output should meet, enabling 

owners’ ability to evaluate user performance. Finally, relational control is an informal control 

mechanism involving the platform owner relying on shared norms and values for the collective 

ecosystem goal (Tiwana, 2014). 

 

According to Tiwana (2014), the pricing policies’ goal is to create incentives encouraging users and 

developers to join. Pricing policies include decisions regarding symmetric or asymmetric pricing, 

usage versus access pricing. Symmetric pricing denotes the platform owner charging both platform 

sides, whereas asymmetric pricing occurs when owners charge only one side (Tiwana, 2014). 

Effectuating asymmetric pricing, the owner should consider which side to be subsidised and its 
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duration. Other pricing decision owners might consider is pricing terms, i.e. if it prices platform 

access (access fee) or platform usage (usage fee). 

 

2.5. Platform business models   
The platform elements comprise the platform’s business model, reflected by Evans (2013) 

investigating business models in relation to “getting two sides on board, balancing interests, multi 

homing costs, scaling and liquidity” (Staykova & Damsgaard, 2015, p. 3). Specifically, for the 

MSPs’ strategic design, Hagiu (2014) states it includes deciding who relevant customer groups are, 

and how their needs can be satisfied through fundamental services. Multiple scholars have defined 

platform business models (Tiwana, 2014; Evans, 2013; Mason & Spring, 2011; Zott & Amit, 2010). 

However, focus is upon the Business Model Canvas (BMC) in this thesis. It will be referred to as 

the “platform business model” in this thesis. 

 

BMC investigates how business models “create, deliver and capture value”, and is considered as 

“a shared language for describing, visualising, assessing and changing business models” (Fielt, 

2014, p. 93). BMC can also be utilised for describing how a business should look in the future, as 

its components are dynamic in nature.  

 

2.5.1. Business Model Canvas  
Nine building blocks comprise BMC: key resources, key partners, the value proposition, customer 

relationships, customer segment, channels, revenue streams, and cost structure. The ‘providing 

side’, i.e. key resources, activities and partners, describe what is needed in producing a business’ 

offerings. The value proposition describes the product- and service bundle offered, creating value 

for specific customer segments, and why customers selects this business over others – its 

competitive edge (Ruggieri, Savastano, Scaling & Bala, 2018). Value is depicted either 

quantitatively; price, speed of service, or qualitatively; design, customer experience. To deliver the 

best value proposition, the company must identify which customer segment it aims to serve, thus 

any business model’s ‘heart’, where a company might group its segments by needs, behaviours, and 

attributes. MSPs serves two or more interdependent sides, why both must be considered for the 

business model to work (Osterwalder & Pigneur, 2010). 

 



	 22 

The ways in which a company communicates and reaches its customer segments, to deliver a value 

proposition are through its channels, e.g. through websites, retailers, mobile applications and more. 

Several functions of channels include: “1. Raising awareness among customers about a company’s 

products and services, 2. Helping customers evaluate a company’s value proposition, 3. Allowing 

customers to purchase specific products and services, 4. Delivering a value proposition to 

customers, and 5, providing post-purchase customer support” (Osterwalder & Pigneur, 2010, p. 

32). Customer relationships reflect the types of relationships a company establishes with specific 

customer segments. These can include personal assistance, dedicated personal assistance, self-

service, automated services, communities, and co-creation, reflecting the relational or transactional 

characteristics of the connections (Osterwalder & Pigneur, 2010). For the last two building blocks, 

cost structures concern all costs incurred to operate a business model (e.g. fixed, variable, 

economies of scale/scope), whereas, revenue streams represents the cash a company generates from 

each customer segment, e.g. through usage fees, subscription fees, advertising and more 

(Osterwalder & Pigneur, 2010). 

 

Besides applying the BMC to better understand how companies create, deliver and capture value, it 

can also be used to make an idea of how the business should look like in the future. Osterwalder 

and Pigneur (2010) refer to this as Business Model Innovation (BMI), where it is “not about 

looking to competitors, since business model innovation is not about copying or benchmarking, but 

about creating new mechanisms to create value and derive revenues” (p. 136). Ideas for BMI can 

come from anywhere in the business model, also referred to as epicentres. However, they usually 

have a powerful impact on the other building blocks as well. Osterwalder and Pigneur (2010) define 

the various epicentres: 1) resource-driven; “innovations originate from an organization’s existing 

infrastructure or partnerships to expand or transform the business model” (p. 138), 2) offer-driven: 

“innovations create new value propositions that affect other business model building blocks” (p. 

138), 3) customer-driven: “innovations are based on customer needs, facilitated access, or 

increased convenience” (p. 139), 4) finance-driven: “innovations driven by new revenue streams, 

pricing mechanisms, or reduced cost structures” (p. 139) and lastly, 5) multiple-epicentre-driven, 

where “innovations driven by multiple epicentres can have significant impact on several other 

building blocks” (p. 139). 
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2.5.2. Business model design choices  
When investigating how business models should look in the future, Choudary (2018) has 

specifically studied labour platforms. The paper suggests that in order to enable value-creating 

interactions between consumers and producers, it must; “attract and retain participants and be able 

to orchestrate repeatable interactions within the network” (Choudary, 2018, p. 2). The 

considerations are encapsulated in the following Figure 2. 

 

 
Figure 2: Business Model Considerations (Choudary, 2018) 

 

Design choices to attract and retain freelancers regard three considerations: 1) crafting incentives 

and subsidies, 2) creating network effects, and 3) increasing multi-homing costs (Choudary, 2018, 

p. 3), whereas “design choices to manage successful and repeatable interactions” concern 1) 

reduce transaction costs, 2) minimize market failure, 3) manage reputation systems and 4) 

maximize market liquidity (Choudary, 2018, p. 4-6). He emphasises that platform architecture and 

governance choices have important consequences for workers as “business model design choices of 

digital labour platforms and which attributes - particularly the centralization of power, policies to 

retain consumers and workers and monitoring and reward systems - contribute to worker well-

being” (p. 1). Thus, the freelancers’ working conditions also differ dependent on the type of DLP, 

e.g. exploitation is in particular present in the case of low-skilled, highly standardised work, where 

“the platform exercises greater control and also creates greater information asymmetry between 

itself and the workers” (p. 44). Generally, Choudary (2018) suggests platform owners should 

design choices which “empower workers to create greater demand for the work being exchanged 

on the platform, which in turn benefits the works on the platform” (p. 7). As a result, he provides a 

framework to understand worker empowerment or exploitation based on the business model design 
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choices, emphasising policies that would increase worker agency on the platform by addressing: 

“1) decreasing information asymmetry, 2) reducing worker dependency through proprietary data 

that locks-in workers, 3) regulation through open data, and 4) enabling alternate regulatory 

structure on the data” (Choudary 2018, p. 34).  

 

Thus, by applying a BMC to a platform together with a framework for business model design 

choices, it will be possible to map out Worksome’s current business model, and in which ways it 

can be improved.  

 

2.6. Freelance marketplaces 
Here, freelance marketplaces and characteristics are defined. Specifically, architectural features and 

governance mechanisms by examining existing research. Further, a freelance marketplace 

classification scheme is provided, based on characteristics. 

 

The underlying business model for online freelance marketplaces is to “charge fees for connecting 

people offering services with consumers and businesses willing to pay for them” (Kuhn & Maleki, 

2017, p. 184). The paramount online marketplace driver is positive CNEs, e.g. companies attracting 

freelancers, and freelancers attracting companies (Parker et al., 2016). The main challenge pertains 

to multi-homing costs and low entry barriers. Most freelance marketplaces are priced through usage 

fees and symmetric price structures, connoting both sides a not charged until the transaction is 

completed through the platform. Given this flexibility, many freelancers and companies are 

presented on different freelance marketplaces simultaneously (Choudary, 2018; Constantinides et 

al., 2018; Engels & Sherwood, 2019). 

 

Freelance marketplaces transmit the idea of outsourcing into the labour market by breaking 

traditional employment into tasks (Schmidt, 2017). However, in the conceptualisation of online 

freelance marketplaces it is important to note that they are not homogeneous and can thus be 

divided into two distinct groups: “1) provider of virtual services that can be performed anywhere in 

the world and 2) providers of physical services that inevitably need to be performed locally” (De 

Groen, 2016, p. 1). Freelance marketplaces reflect the chicken-and-egg situation: “workers and 

consumers are both required for labour platforms to function - without workers, consumers do not 
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find value in using the platform, and without consumer participation, workers may not use the 

platform” (Choudary, 2018, p. 3). 

 

De Groen, Maselli and Fabo (2016) characterise online freelance marketplaces by dividing them 

into two types based on skill-level and expertise, labelling the platform categories low-skilled and 

high-skilled. Both types can be virtual and physical, though literature shows platforms for low-

skilled services dominate the platform market (Table 2) (De Groen et al., 2016). 

 

Freelance marketplaces 

Virtual/global/remote freelance work  Physical / On-site / Local freelance work  

High-skilled  

Examples: 

● Worksome 

● Upwork 

● Freelancer.com 

Low-skilled  

Examples: 

● Fiverr 

● MTurk 

High-skilled  

Examples: 

● MentorDanmark 

Low-skilled 

Examples: 

● Uber  

● Task rabbit 

● Happy Helper 

Table 2: Recognised and modified from De Groen et al. (2016) 

 

Focus is put upon high-skilled freelance marketplaces, which has previously been understudied in 

the past as well (Howcrodt and Bervall-Kåreborn, 2019), as the investigated DLP Worksome 

resides in this category. Most high-skilled marketplaces mediate work requiring high expertise and -

skill level, and as such the pay level is higher compared to low-skilled freelance marketplaces. 

Generally, high-skilled freelance marketplaces are characterised as two-sided transaction platforms, 

acting as intermediary by connecting two different sides. It includes two important sides: 1) demand 

(platform clients), who post a task to be undertaken, and 2) suppliers (freelancers). 

 

The platform owner provides the technological infrastructure supporting the contracting and 

transacting process. Additionally, some freelance marketplaces provide tools such as work diary 

systems, screenshotting the freelancers’ desktop every few minutes while monitoring the click 

frequency (Sutherland, Jarrahi, Dunn & Nelson, 2020). Effective platform governance is paramount 

in the market success of high-skilled platforms, realised to e.g. increase multi-homing costs for 

users (Choudary, 2018), and projects are mostly remote-based work resulting in reduced physical 
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interaction (De Groen et al., 2016). Sutherland et al. (2020) express conducting transactions with 

‘anonymous or semi-anonymous’ peers carry scamming risks or undertaking projects with too little 

payment or unfair working arrangements. 

 

In this regard, most existing platforms have implemented mitigating control mechanisms, e.g. 

reputation systems, building and assessing trust between the freelancer and company, reducing 

contracting and transacting uncertainties. These mechanisms are used to assess freelancers and 

companies’ trustworthiness (Kuhn & Maleki, 2017). Another means-of-control found in high-

skilled marketplaces is algorithmic management where companies are matched with freelancers 

based on their skills, and the task description provided by the company (Lee et al, 2015; Rosenblat 

& Stark, 2016). Additionally, most high-skilled marketplaces give freelancers significant autonomy, 

as they are required to solve complex tasks and services for companies (Kuhn & Maleki, 2017). By 

this increased autonomy, DLPs act more as a solicitor of freelancers’ next job, rather than 

effectively controlling a worker’s career (Prassl & Risak, 2016).   
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2.7. Platform-mediated workers  
Various terms describing platform-mediated work includes ‘mobile knowledge worker’, ‘location 

independent worker’, ‘remote workers’, ‘on-demand workers’, and ‘online freelancers’ in the 

literature (Schmidt, 2017; Nelson, Jarrahi & Thomson, 2017). Those working through DLPs are 

distinguished into two main categories, seen in Figure 3.  

 

 

 
Figure 3: Categorisation of digital labour platforms (Schmidt, 2017). Modified by authors. 

 

Figure 3 shows DLPs constitutes either web-based work or location-based work. These categories 

are also referred to as gig work and cloud work within the literature (Schmidt, 2017). Location-

based work, akin to gig work, is delegatable to the crowd or the selected individual, further 

subdivided into five categories: accommodation, transportation, delivery services, household 
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services, and personal services (Schmidt, 2017). The majority of the literature on platform-mediated 

workers is often associated with gig-workers and low-skill work such as transportation and cleaning 

services (Bregiannis, Bruurmijn, Calon & Ortega, 2017; De Stefano 2016; Dokko, Mumford & 

Schanzenbach, 2015). 

 

Cloud-work includes web-based tasks able to be performed remotely through the digital platform, 

either delegated to crowds or specifically selected individuals on DLPs (Schmidt, 2017). It is 

subdivided into three types: freelance marketplaces, microtasking crowd work, and contest-based 

creative crowd work. All cloud workers share the traits of being individuals who can work anytime, 

anyplace by utilising ICTs to accomplish work in dynamic and unpredictable conditions across 

spaces, times, organisations, projects, and borders (Nelson et al., 2017). Literature reveals 

performing tasks via DLPs were formerly associated with low-level microtasks. However, today 

tasks also include high-skilled freelance work, e.g. accounting, legal tasks, medical diagnoses, and 

design (Schmidt, 2017). These tasks, more complex in nature, are referred to as ‘online 

outsourcing’, defined as: 

 

“the contracting of third‐party workers and providers (often overseas) to supply services or 

perform tasks via Internet‐based marketplaces or platforms. These technology‐mediated channels 

allow clients to outsource their paid work to a large, distributed, global labour pool of remote 

workers, to enable performance, coordination, quality control, delivery, and payment of such 

services online” (Kuek et al., 2015). 

 

According to Kuek et al. (2015), online outsourcing is divided into microwork and online 

freelancing, depending on the projects’ size and complexity. Online freelancing is high-skilled, 

contrary to microwork, with workers typically possessing technical or professional skills, such as 

“graphic design, web development and technical report writing” (Kuek et al., 2015, p. 8). Also 

highlighted is online freelancing requires specialised technical knowledge, and often involves 

vocational training or a university degree (Kuek et al, 2015). Therefore, the term ‘online freelancer’ 

is applied throughout this thesis as its definition fits the characteristics of the investigated segment 

of Danish online freelancers working through the high-skilled DLP Worksome. 



	 29 

2.7.1. Online freelancers  
Gandini (2016) argues freelancing is often historically associated with low-end service jobs, 

insecurity, and precariousness. Today, it has evolved to a “pursued choice” where work depicts 

attractive features as “freedom, independence, and self-fulfilment” (p. 18). Therefore, workers who 

adopt freelancing has markedly increased (Gandini, 2016). Scholars have examined the segment’s 

motivations and engagement levels, revealing themselves as gaining flexibility, autonomy, a 

potential higher income, task diversity, improved work-life balance, and increased personal 

efficiency (Kuek et al., 2015; Graham et al., 2017; Valenduc & Vendrmin, 2016). 

 

Autonomy is the one mostly highlighted in literature, concerning when to work, and which orders to 

accept or reject (Shapiro, 2017). Echoed also by Wood et al. (2018) survey “where 72% of 

respondents felt able to choose and change the order in which they undertook online tasks, and 

74% were able to choose or change their methods of work” (p. 65). Finding employment through 

DLPs further reduces freelancers’ uncertainty, as argued by Mattila & Seppälä (2016) whose 

findings disclose finding trusting relationships with companies are more prevalent on DLPs 

compared to finding them by themselves, underlining their key role. 

 

Most of these motivations and level of engagements are identical across all platform-mediated 

workers regardless of the workers’ levels. However, Kalleberg and Dunn (2016) argue the extent of 

the elements might differ dependent on the freelancers’ level of expertise. Exemplified, high-skilled 

freelancers are given greater autonomy and control, with the ability to create portfolios, decline 

projects, negotiate wages, dispute pay and work, rate clients, and more, compared to low-skilled 

workers (Kalleberg & Dunn, 2016). However, it is also recognised that high-skilled DLPs exert 

considerable control over the employment terms. This is visible in signing a non-circumvention 

clause, prohibiting freelancers to work with any company found via the platform, ‘outside’ the 

platform (Kalleberg & Dunn, 2016). 

 

This is amplified by Valenduc and Vendramin (2016, p. 36), where “self-employed professionals 

place a high value on autonomy, independence and control over their work, but the issue is whether 

– and to what extent – the preconditions for autonomy of this kind are met by the platforms (fair 

pay, monitoring of working times, etc.)”. The balance between high autonomy and the platforms’ 

control over the freelancers’ work also draws parallels to some of the risks of online freelancing. 
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Risks of online freelancing identified in existing literature concern oversupply on online platforms, 

employment insecurity, discrimination, social isolation, overwork, lack of transparency, and 

connection with clients. 

 

Moreover, the intermediary role of the platform might also possess a risk factor for the online 

freelancers, as it could complicate the flow of information from clients to freelancers, potentially 

hindering skill development (Graham et al., 2017). The intermediary role has further implications 

for freelancers in terms of online mechanisms including ratings, reviews, algorithms, affirmative 

messages, and information symmetry, as individual freelancers available work opportunities are 

determined by these opaque elements (Schmid-Drüner, 2016; Kuhn & Maleki, 2017; Lee et al., 

2015). 

 

Furthermore, Sundararajan (2016) highlights the issue of ‘data portability’ reflecting the platforms 

becoming a necessary conduit for finding work. Here, De Stefano (2016) argues “allowing the 

‘portability’ of workers’ existing good ratings from one platform to another would reduce the 

dependency of workers upon single platforms” (p. 22). De Stefano (2016) also exclaims it might be 

difficult for workers to identify their customer in case responsibility must be placed over 

disagreements which can be referred to the theory on organisational support. 

 

The theory on organisational support was developed in the context of traditional full-time 

employees, however it has been extended to cover employees in nonstandard arrangements as well 

(Kuhn & Maleki, 2017). Selenko et al. (2018) argue that it is harder for workers in atypical 

employments to ‘belong’ in an organisational, occupational and skill-based sense, because these 

workers might work multiple jobs across multiple organisations, where the organisational context 

fluctuates. According to various scholars not belonging and lack of perceived support from platform 

owners can make workers quit being on DLPs (Kuhn & Maleki, 2017; DePillis, 2014; Roose, 

2014). Therefore, those people who manage to establish “strong, positive, forward-looking work 

related identities may not only feel better and be more resilient, they may be more able to navigate 

those uncertain, disruptive and unstable work contexts, ultimately discovering more satisfying 

careers” (Selenko et al., 2018, p. 27). 
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2.7.2. Precariousness and other practices  
Literature shows digital-platform managed work presents new challenges, both flexibility and 

variety but also pitfalls as less protection, inconsistency, and uncertainty for workers (Selenko et al., 

2018), in relation to the works’ precariousness nature (Sutherland et al., 2020). Kalleberg (2009) 

defines precarious work as “uncertain, unpredictable, and risky from the point of view of the 

worker” (p. 2). Of precariousness, Bellesia et al. (2018) add that “online platforms may provide 

access to new work opportunities and new tools to freelancers to interact with their clients, but they 

may also be considered vehicles for completely new working arrangements, as gig workers need to 

learn the rules of the game they are playing (e.g. rating systems, payment methods).” (p. 249). 

 

According to Petriglieri et al. (2018), freelance workers face stressors relating to their work’s 

nature, often absent organisational support. Hence, they seek to create own ‘personal holding 

environments’, levering personal routines, people, places, and sense of purpose, replicating 

organisational support. And as online freelancers are working through DLPs, they are “operating in 

a new work ecosystem with less autonomy in controlling their own work” (Wood et al., p. 55). 

Therefore, Sutherland et al. (2020) studies personal holding environments relating to independent 

freelancers, as creating similar environments are challenging. This is related to platform 

architecture where algorithmic management include information asymmetries in uncertainty and 

precarity elements (Rosenblat & Stark, 2016). 

 

By exploring the workers, it was found that certain literacies and practices are developed “to make 

sense of a platforms’ functions, by exchanging ideas with other more experienced workers, 

examining input and output from rating systems, monitoring one’s own ratings, asking questions on 

forums, and digging through documentation” (Sutherland et al., 2020, p. 14). Hence, it was evident 

freelancers work with and around the platform, utilising some resources but also avoiding certain 

aspects as keeping transactions on the platform (Sutherland et al., 2020). Among others, building 

reputation, self-presentation, maintaining productivity, mitigating transaction risk, using online 

communities. and building relationships, were identified (Sutherland et al., 2020). 

 

Evidenced by this, online freelancers’ work not solely depend upon knowledge and skills, but also, 

e.g., building portfolios and reputations to serve as marketing materials for potential customers 

(Kazi et al., 2014). Thus, reputation building must be encompassed in this literature review. 
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2.7.3. Reputation building  
“The rise of Social Networking Sites (SNS) and platforms has substantially intervened within the 

practices and dynamics of employment and recruitment in the industry.” Gandini (2016, p. 7), as 

these sites are increasingly utilised by freelancers for e.g. self-branding, networking, knowledge-

sharing, and sparring (Gandini, 2016). Historically, professional networking is acknowledged as an 

essential practice in job procurement, however the rise of digital technologies and SNS have 

changed the nature of self-representation and social relations, which is now intermediated by digital 

tools (Gandini, 2016, p. 23). Freelancers conducting jobs through digital platforms are especially 

reliant on a strong network and a good reputation. Gandini (2016) refers to this as “reputation 

society”, in which reputation is defined as an object traded by knowledge workers: “a reputational 

capital that represents an investment in social relations with expectations of economic return” (p. 

38). 

 

Digital platforms play an important role in facilitating communication between freelancers and 

companies, also providing evaluation systems to build trust amongst them (Jarrahi et al., 2019). As 

an example, feedbacks and reviews are used as metrics for user trustworthiness and the company on 

the marketplace, revealing the quality of previous work, reliability concerning working at a distance 

and payment security etc (Gandini, 2016, p. 76). Further, Gandini (2016) also emphasises that the 

rating metrics on DLPs are a determinant aspect in the hiring decision process, thus ‘fetishized’ by 

the online freelancers on DLPs (Gandini, 2019). For online freelancers to be considered for 

lucrative contracts, they must engage in reputation-building (Holthaus & Stock, 2017), why 

investing in their brand with the aim of attaining work is a need. 

 

2.7.4. Online communities 
Sutherland et al. (2019) also identify online freelancers using online communities to acquire 

knowledge and remain creative within their work. This can be related to Castell’s (2002) networked 

individualism, focusing attention to the changes in ways which people connect, communicate, and 

exchange information by adapting digital technologies to their lives. Communities are defined as 

“networks of interpersonal ties that provide sociability, support, information, a sense of belonging, 

and social identity” (Wellman, 2001, p. 1), constructed regarding specific interests, issues or values 

(Castells, 2002). 
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By utilising online communities with discussions organised into threads (Yin et al., 2016), 

freelancers can interact with peers concerning work, the labour market, clients, information, etc 

(Graham et al., 2017). Thus, they support each other by breaking time and space constraints. These 

communities are fragmented by platform, nationalities, levels of expertise, and task types, with 

freelancers being more likely to communicate with others similarly situated (Yin et al., 2016). 

Individuals who create communities interact and engage with each other due to their need for 

connections, making sense of reality by comparing own perceptions with others (Fournier & Lee, 

2009; Brass et al., 2004). This creation and collaborative effort relate to cultural value described by 

Seraj (2012), describing group norms and gives a sense of identity. This is amplified by Gummerus 

et al. (2012), where social enhancement can be motivation for members to engage in communities, 

to feel “useful, recognized and needed” (p. 861)  

 

The collaboratively created content within these communities is seen as a way of creating 

intellectual value (Seraj, 2012), also ensuring the content maintenance in the online community. 

This trend towards putting consumers to work, thus turning them into prosumers, was referred to 

first in literature by Toffler (1980). Web 2.0 emerging caused the tendency to be termed online 

prosumption (Zwick, Bonsu & Darmody, 2010), explaining how content, meanings, and 

experiences are co-created by users, with individuals both actively engaging in information 

production and consumption (Seraj, 2012). 

 

Bruns (2008) referred to this as produsage, where a large, varied user pool in collaborative 

engagement within a shared project, can contribute to more than a ‘closed team’ of producers. 

Hence, the distinction between users, consumers, and producers blur, as individuals share 

information and collectively build their knowledge about a certain topic (Bruns, 2008). Elaborating 

on participants of online forums, Seraj (2012) states that the group members’ motivation to engage 

and participate are dependent on the mutual connectivity shared with one another, rather than the 

site itself, referred to as social value. 

 

Social value is the interactivity driving entertainment and social relationships (Seraj, 2012), 

providing the foundation for emotional support (Chiu et al., 2016), and producing the background to 

establish social ties (Garton, Haythornthwaite & Wellman, 1997). These connections may lead to 

even stronger relationships than face-to-face interactions (McKenna, Green & Glesson 2002). The 
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stronger the ties, the greater potential for developing trust (Seraj, 2012). Additionally, trust is 

generated from intellectual value, contributing to making content unbiased and trustable (Seraj, 

2012), correlating with Kozinets et al. (2010) who concurs online network interactions are not just 

for information-sharing, but also building trust, friendships, and alliances. 

 

Through co-creation and interaction, a community’s cultural norms are formed (Dholakia, Bagozzi 

& Pearo, 2004). Cultural value is depicted as the self-governed community culture consistent with 

its principles (Seraj, 2012). These are characterised by group norms, rituals, traditions, and 

community specific policies (Gordon 2010), specific to the community and its members.  

 

Lastly, however, it is important to note that the desire for social interaction might not exist in all 

online communities, where instead some users only use them as a source of information or a self-

promoting site (Gummerus et al., 2012).  

 

By conducting our netnographic analysis in a Facebook community, we acknowledge online 

freelancers’ engagement motivation is a mix of intellectual, social, and cultural value elements. 

Moreover, we aim to find the exact topics, meanings and experiences evolving around working, and 

organising through, DLPs, as articulated by Seraj (2012): “the online community becomes a source 

of condensed information” (p. 213) 
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3. Case description  
 

3.1. Case setting  
This chapter will set the frame for our investigation. First, the extant research on Danish freelancing 

is presented to create an overview of current challenges and trends. Second, Worksome is 

presented, elaborating the platforms’ establishment, vision and structure.  

 

3.2. Danish freelancer market  
As the thesis’ focus is on Danish DLP Worksome and Danish high-skilled online freelancers, 

examining literature within this field is deemed relevant. As some literature focus on the Nordic 

market, the Danish sections of these studies are included as well. Scholars studying the Nordic 

labour market find the separate four markets demonstrate comparatively significant wage levels, 

expansive unemployment protection, and high employment rates. However, precarious work is also 

discussed (Ilsøe & Rasmussen, 2019; Håkansson & Isidorsson, 2015; Mailand & Larsen, 2018). 

 

Precarious work here, is characterised as non-standard employment, e.g. part-time work, fixed-term 

employment, and freelancing (Ilsøe & Rasmussen, 2019). Not a new trend in the Nordics, but recent 

years has seen the foundation of non-standard employment being challenged by growing online 

freelancing through DLPs and zero-hour contracts (Ilsøe & Rasmussen, 2019). Most recent studies 

on Danish users of DLPs show approximately 1% have received income via an DLP. Most Danes 

receiving income via DLPs pair this with other revenue sources, not relying entirely on work found 

here (Ilsøe & Larsen, 2020). Men alongside low-skilled workers, students, and foreigners are most 

prevalent on DLPs, indicating it is a way to obtain a foothold in the labour market (Ilsøe & Larsen, 

2020). 

 

However, the digital platforms subject to study are mostly gig-platforms (Ilsøe & Larsen, 2020), 

reflecting different freelancer characteristics than this thesis aims to, as lower-income workers are 

over-represented. This expose research in this thesis’ field, high-skilled freelancers working via 

high-skilled DLPs as Worksome, are lacking, to be limited and in need of covering. 
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Challenges regarding working via an DLP include the welfare market’s regulation and taxation. 

Another grey area exists with freelancers earning less than DKK 50.000 per year, thus not obliged 

to register their business (Ilsøe & Madsen, 2017). Examining how politicians and social partners 

perceive, and regulate, DLPs, Ilsøe & Larsen (2020) distinguishes between capital platforms and 

labour platforms. Capital platforms encompass income arising from exchanging property such as 

houses, cars, and apartments (Ilsøe & Larsen, 2020). Labour platforms entail individuals as 

“labourers will accrue income by providing and selling their skills and services via the platform 

through various assignments” (Ilsøe & Larsen, 2020, p.5). 

 

Labour platforms are considered as part of the Danish labour market, therefore subject to income 

taxation, because the workers are perceived as “self-employed or independent contractors that 

provide services facilitated through and by the platform” (Ilsøe & Larsen, 2020, p. 8). However, 

workers are operating through a less-regulated online setting and left with limited coverage from 

Danish CBAs and labour laws (Ilsøe & Larsen, 2020), resulting in them being more exposed to risk 

than regular employees (Ilsøe & Madsen, 2018). However, the Danish labour market have certain 

characteristics as fair wages and working conditions, difficult for Danish DLPs to ignore if Danish 

freelancers are to be attracted to the platform (Ilsøe & Larsen, 2020). 

 

3.3. Worksome  

3.3.1. History  
Worksome launched in 2017 aiming to transform the freelance market (Worksome, n.d.d). 

Worksome refers to itself as a DLP, with its primary activity functioning as a communication 

intermediary that “connects highly skilled consultants and specialists with companies wanting 

access to flexible talent to solve their critical business issues” (Worksome, n.d.d). 

 

Approximately 12.000 freelancers are registered on Worksome’s Danish platform, totalling more 

than 9.900 unique competences, with job postings offered from a range of Denmark’s small and 

medium-sized companies (Brünnich, 2018). Most industries are represented, although technology 

and knowledge-intensive businesses are overrepresented. Freelancers range from categories in 1) 

IT, software, data; 2) sales, marketing, and communication; 3) economy, management, and 

administration; and 4) technic, engineering, architecture (Worksome, n.d.d). Worksome distinguish 

between different freelancers’ levels, either being Students, Juniors, Seniors, and Experts. Data 
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shows 11.653 are registered on the platform, with 417 (4%) Students, 3038 (26%) Juniors, 3857 

(33%) Seniors, and 4341 (37%) Experts (Worksome, n.d.d). 

 

Worksome has operated in Denmark since its foundation, and has since expanded to the British 

market in 2018, with more than 600 freelancers and 300 companies joining at launch (Brünnich, 

2018), and to Lithuania and Norway. 

 

3.3.2. Platform 
Worksome focuses on the high-skilled online freelancers, which can vary from graphic designers, 

translators, writers, developers and more (Worksome, n.d.d). It defines its business in four 

elements, consisting of efficient recruitment, powerful algorithm, high-quality freelancers, and 

multifunctional (Worksome, n.d.a). Efficient recruitment refers to the DLP’s nature, easing 

employers’ recruitment process (Worksome, n.d.a). 

 

Besides Worksome’s mediating role, it also provides additional services, e.g. blog posts, podcast, 

and webinars. Blog posts both concern general topics, e.g. navigating the world as a freelancer, and 

ecosystem-specific, e.g. creating substantial content to fit the algorithm (Nielsen, 2020). The 

podcast, ‘Generation Freelance’, includes specialists in agile recruitment and workforce strategies, 

and attempts to inform about freelance economy and inspire listeners (Appendix 12). During the 

COVID-19 pandemic, Worksome has provided guidance related to salary compensation (Appendix 

11). Worksome is present on social media such as Facebook and LinkedIn, sharing its content and 

research (Buhl, 2019). Itself does not have an online community, but it provides a chat-support 

function. 

 

3.3.3. Vision  
Worksome’s vision is to make a difference in the local labour market, with the aim of creating a 

sustainable platform for the future of work (Brünnich, 2018). This is in response to the international 

platforms that have unfair standards and conditions compared to the Danish model, where a big 

pool of freelancers from all around the world push prices down and provoking competition (IDA, 

n.d.). The CEO of Worksome, Morten Petersen, emphasises this issue: “(...) if I want to design a 

new logo for five dollars in China, a Danish graphic artist can never compete with that price” 

(Brünnich, 2018). For example, a report published by the think-tank Cevea, analysed wages and 
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working conditions on several DLPs, including globalised platform, Upwork, and Worksome. The 

report states that “the normal hourly rate is DKK 576 on Worksome and DKK 127 on Upwork” and  

“(...) for the most specialised and in demand sellers of labour, hourly wages can be relatively high, 

e.g. DKK 1708 on Upwork and DKK 2208 on Worksome” (Cevea, 2018). This amplifies the gap 

between working as an online freelancer through an international DLP versus a local, Danish 

platform. 

 

Reflecting on the traditional Danish model with collective industry goals, orderly conditions, paid 

holiday, parental leave, and access to a pensions scheme in retirement, DLPs in Denmark are an 

unregulated market (IDA, n.d.). When comparing globalised DLPs to Nordic platforms, it is evident 

the Nordic ones are initiating dialogue with labour unions to contribute to a sustainable model for 

DLPs in their region (IDA, n.d.). In line with this, Worksome has through collaboration with 

Danish labour unions, such as Dansk Magisterforening (DM), DJØF, and IDA, outlined a range of 

terms and conditions to quality-ensure contracts and standards to build a platform fitted to Danish 

terms. However, an official agreement has not been adopted (Dinnesen, 2019). 

 

Worksome and labour unions entered the collaboration to ensure Danish online freelancers do not 

undersell themselves on DLPs, where Louise Kanstrup Pedersen, Chief Negotiator of DM 

comments; “It is extremely important to highlight that Worksome is a platform that mediate the 

tasks between the companies and the freelancers, taking a neutral stand on the price setting, 

without nudging the freelancers to reduce their prices in order to get a job. Besides this, it is 

important for us that Worksome offers an insurance, and maybe later an agreement enabling our 

members to pay in their pension through the platform as well” (Dinnesen, 2019). 

 

In line with this, Worksome has a business insurance scheme through TopDanmark for those who 

work via the platform, including an accident-, professional liability-, business general liability and 

work-related injury insurance (Buhl, 2020). The freelancer is covered by these insurances when 

agreeing to a contract with a company through Worksome’s platform, with the aim of creating a 

safety-net in case of accidents (Buhl, 2020). The idea behind this measure is, according to the CEO, 

to “offer the freelancers with the best conditions from the traditional, and the new labour market” 

(Dinnesen, 2019). 
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Furthermore, Worksome has also outlined a CSR policy aiming to guarantee their pledge about 

making a difference on the local labour market. These policies include creating a recruitment 

platform reflecting the freelance job market, thus seeking diversity in the platform admission, by 

making no differentiation between ethnic background, social conditions, political affiliations, 

gender, or age (Bruun, n.d.e).    

 

Lastly, although Worksome provides safety-net elements, the platform’s stated terms and conditions 

disclaims any responsibility regarding the agreement between the employers and freelancers: 

“Worksome is not party to the agreement, so any disputes arising between the freelancer and the 

company out of and/or in connection with the job and the agreement must be settled between the 

freelancer and the company, and Worksome disclaims all liability in this respect” (Worksome, 

n.d.c). 
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4. Methodology  
This chapter introduces the selected theory of science and the methodology which acts as 

foundation for the thesis. Furthermore, it will describe how data is collected and analysed 

throughout the thesis. 

 

4.1. Theory of science  

4.1.1. Sociomateriality 
This thesis employs a sociomaterial perspective as theoretical lens for examining the relationship 

between digital platforms and social actors. This relationship is investigable by examining two sides 

within the sociomateriality discipline (Cecez-Kecmanovic et al., 2014). On one side, Orlikowski 

and Scott (2008) advocate an agential realism approach to sociomateriality, while on the other side, 

Leonardi (2013) advocates a critical realism approach. 

 

Throughout, we follow the agential realistic perspective in sociomateriality, founded on the concept 

of relational ontology developed by Barad (2003, 2007). Relational ontology denies 

representationalism, referring to the idea there are independently existing objects and individuals 

with inherent properties, and representations of these entities in the form of words and language 

(Barad, 2007). Contrasting to traditional philosophical approaches, Barad (2007) makes no clear 

separation between ontology and epistemology. Alternatively, she introduced the term onto-

epistemology to articulate social actors (humans) and materiality (non-humans) are inseparable but 

are always in intra-action, and their agencies are performed through practices (Barad, 2003). 

 

One central argument in relational ontology is to take materiality seriously in studying the 

relationship’s nature between humans and non-human entities, as Barad (2003) emphasises: 

“language matters. Discourse matters. Culture matters. There is an important sense in which the 

only thing that does not seem to matter anymore is matter” (p. 801). Following Barad’s relational 

ontology, Orlikowski and Scott (2008) argue that the relationship between social and technology 

has been a major concern in the technology studies. Their investigation shows prior studies and 

theories promotes two main orientations: 1) a technological determinism, overestimating 

technological aspects, and 2) a human-centred perspective, favouring social aspects. 
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Although placing a greater focus on both seems important according to Orlikowski (2006): “The 

difficulty with both of the dominant approaches to studying technology is that they do not help us 

understand both the material constitution of the social order and the social constitution of the 

material world. That is, by privileging either the material or the social, we lose sight of their 

intermingling” (p. 461). To address these problems, Orlikowski and Scott (2008) propose the 

sociomateriality as a third method to study the interplay between technology and social. 

 

In sociomateriality, technology’s material aspects and social actors are mutually dependent, 

assigning agency to both, so “there is no social that is not also material, and no material that is also 

social” (Orlikowski, 2007, p. 1437). This results the social and the material to be entangled, and to 

understand their relationship focus must be put upon practices emerging from their interplay 

(Plesner & Husted, 2019). DLPs can be characterised as having material objects facilitating or 

constraining the way users perform work, as the platform’s interface is designed with certain 

material properties and features, required to be used or experienced by users. 

 

Digital objects can potentially influence the user’s perception of the platform and influence the 

relationship between users and the platform owner. For this study, sociomateriality enables 

researchers to understand how the material functioning of DLPs and users are intertwined in 

reconfiguring work practices. 

 

4.2. Data collection  
Various data collected, both primary and secondary, is described. The research design is comprised 

by a case study design (Yin, 2008), netnography (Kozinets, 2015), and semi-structured interviews 

(Brinkmann & Kvale, 2018). Adding to primary data, secondary data is collected consisting of a 

range of peer-reviewed articles found on research databases, articles via Google, news media, 

podcasts, academic books etc. All secondary data are reviewed before use to assure its validity and 

reliability. 

 

4.2.1. Case study design  
Yin (2008) explains that a case study is an empirical inquiry that investigates a contemporary 

phenomenon in depth and within its real-life context, where the aim is to understand how behaviour 

and/or processes are influenced by, and influence context. Wishing to investigate how DLPs can 
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improve their platform elements to retain online freelancers, it suits our purpose. We will employ 

the case of Worksome to understand the social phenomena in practice. Hereby, a single case is 

focused upon, providing the possibility to explore freelancers on the specific platform. 

 

Yin (2003) presents four different case study designs: single case holistic design, single case 

embedded design, multiple case holistic design, and multiple case embedded design. A single case 

study is analogous to a single experiment (Yin, 2003), which is the objective for this thesis, thus our 

choice of case study design. Additionally, the purpose is not to create a comparative analysis, but 

instead use a case study to, generalise findings, recognising Worksome possess typical DLP 

elements. In other words, Worksome’s case is selected after thoroughly investigating its relevance. 

It is the largest DLP for high-skilled freelancers in Denmark; simultaneously being the cheapest one 

to use (Worksome, n.d.d). 

 

Hence, we believe Worksome is enough to focus on how DLPs can improve their platform elements 

to retain online freelancers, particularly considering the fact online freelancing is a new tendency in 

Denmark (Ekspertvalg, 2018). To distinguish between the holistic and embedded case studies, 

holistic ones treat the case as the analysis unit while embedded case studies compose themselves of 

multiple analysis units (Yin, 2003). Throughout, Worksome’s platform is considered ‘whole’ why 

its elements are analysed as one unit. 

 

Besides delving into the platform elements, online freelancers’ organising, and their work ‘around’ 

the platform is investigated. For this, multiple investigation methods are deemed appropriate. Case 

studies can include data collection either quantitative, qualitative, or a combination (Harley, 2004). 

Here, a mix of netnography and semi-structured interviews are selected as “complex phenomena 

may be best approached through several methods” (Hartley, 2004, p. 323). Exploring an online 

freelance community can itself be considered a case study, however netnographic data is utilised as 

a supporting element to understand freelancers’ interests and concerns. 

 

4.2.2. Limitations  
By employing a single holistic case study, the aim is to generalise findings on DLPs. Yin (2013) 

considers case study generalisation as “an effort to generalise from a small number of cases to a 

larger population of cases” (p. 325). 
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However, as put by Wikfeldt (2016), case studies’ most criticised element is generalisability. 

Therefore, it is not the intent to generalise from samples to universal, but rather build theoretical 

premises which can function as tools to make assertions about akin situations (Wikfeldt, 2016). If 

further case studies show resembling outcomes, they can be said to support the hypothesis, thus 

become a part of constructing the theory (Yin, 2012; Wikfeldt, 2016). 

 

To increase generalisability, Yin (2003) and Cautela, Pisano and Pironti (2014) propose building 

theory from multiple cases as it increases data’s robustness. In a longer, more comprehensive study, 

more cases would have been included to examine which platform elements existing in other DLPs. 

However, enough empirical data is collected through our research design to enable answering the 

research question within the stated scope. 

 

4.3. Qualitative research 
By employing netnography and semi-structured interviews, the data collected is qualitative. 

Qualitative research is useful to describe, novel, poorly understood phenomena that can help the 

researcher when building new theory or adjusting existing ones (Hurley, 1999; Bob & Liz, 2010). 

Qualitative research is either conducted uncontrolled or in naturalistic settings, (Lincoln & Guba, 

1985) and include approaches such as observations, textual analysis and in depth semi-structured 

interviews. 

 

We believe that semi-structured interviews and netnographic research are considered appropriate 

tools to explore how DLPs should improve their platform elements to retain more users. This is 

accomplished by understanding how online freelancers organise themselves around digital 

platforms with the case study of Worksome and gaining insight into the topics the online freelancers 

are concerned about. Data obtained from qualitative research is usually associated with a complex 

nature, posing implications for its analysis (Saunders, Lewis & Thornhill, 2009). Thus, the non-

standardised and unstructured data must be “condensed (summarised), grouped (categorised) or 

restructured as a narrative to support meaningful analysis” (Saunders et al., 2009, p. 482). Hence, 

both approaches are further elaborated and discussed regarding their data analysis and 

representation in this section as well. By utilising two data collection techniques, we are achieving 

triangulation, which according to Saunders et al. (2009), adds depth and complexity to the research. 
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4.4. Abduction  
As this thesis aims to acquire new knowledge through empirical data, at the same time, follow 

elements from existing theory, induction and deduction are combined amounting to abductive 

research. We apply an inductive approach to our qualitative data analysis, where we “start to 

collect data and then explore them to see which themes or issues to follow up and concentrate on” 

(Saunders et al., 2009; Glaser & Strauss, 1967). This approach is initially due to an exploratory 

purpose and requires the researchers should not have preconceived ideas about what is explored. 

Therefore, letting the data drive the process, also like the grounded theory, where the aim is to 

inductively develop an empirical theory through observations and interviews (Brinkmann & Kvale, 

2015). With the inductive analytical approach, we can recognise patterns, themes and relationships 

as we collect data (Saunders et al., 2009). 

 

According to Saunders et al. (2009), the inductive approach still requires a clear research purpose. 

Thus, it is likely the researcher combines elements from the deductive approach, e.g. using existing 

theory, to formulate the research question (Saunders et al., 2009). Following this, we are 

implementing related- and prior research on the field to find gaps herein before commencing our 

investigation, hence following an abductive approach. 

 

4.5. Semi-structured interviews  
Based upon the research question, it is deemed relevant to employ semi-structured interviews for 

gathering empirical data. Semi-structured interviews are prepared around an interview guide, 

helping to cover some specific themes during the interview involving pre-determined, open-ended 

questions. The structure also allows additional questions, emerging during the interview, forming 

the basis of the dialogue, and to explore relevant topics outside the predetermined set of questions 

(DiCicco-Bloom & Crabtree, 2006). We chose this interview format as it provides flexibility in its 

structure and enables the respondents to talk about their experience in their own way. Thus, the 

semi-structured method will be used as an explanatory research and will help us to gather data 

which can help us to understand why people experience or understand a social phenomenon in a 

particular way (Bob & Liz, 2010). 

 

With this method, more insightful empirical data is obtained, on how freelancers use DLPs 

regarding work and organising, as the focus of the method is on “how research participants explain 
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their behaviour and understandings in their own words” (Bob & Liz, 2010, p. 223). We conducted 

interviews with nine online freelancers, all making use of Worksome as their main DLP to obtain 

employment. All freelancers live in Denmark and conduct jobs both locally and remote. All share 

the traits of being high-skilled freelancers, though we consciously selected a variety of different 

competences and levels of experience to embrace their possible differences in how they make use of 

the platform and organise themselves (Table 1). Most of our respondents work in the field of 

Marketing (R1; R2; R3; R4; R5; R9) and the rest work in creative work, IT, and economics. The 

respondents consist of two junior freelancers (R1; R2), three senior freelancers (R3; R6; R7), two 

expert freelancers (R4, R8) and two students who work as freelancers (R9; R5). R2 is also the 

gatekeeper of the chosen FB community in our netnography. 

 

The online freelancers were found through several platforms, including a FB group for online 

freelancers, Worksome’s own overview of freelancers and on LinkedIn by applying keywords such 

as “Worksome”, “online freelancer”, “remote freelancer”, and “digital nomad”. When approaching 

on LinkedIn, respondents were enquired if they utilised Worksome actively or not, which acted as 

our screening criteria. For the structure of the interviews, we followed the seven stages per 

Brinkmann and Kvale (2018) consisting of: “Thematizing, Designing, Interviewing, Transcribing, 

Analysing, Verifying, and Reporting” (p. 128). 

 

4.5.1. Thematizing  
The first phase concerns the research purpose, it “refers to the formulation of a research question 

and a theoretical clarification of the theme investigated” (Brinkmann & Kvale, 2018, p. 131). This 

phase includes the explicit formulation of the research topic and the identification of “why” (the 

purpose of the study) and “what” (pre-knowledge of the subject matter) before elaborating on 

“how” the method should be carried out (Brinkmann & Kvale, 2018). The interviews’ purpose is to 

obtain empirical knowledge relating to the research topic, and to understand how each online 

freelancer organises around the DLP. To answer “what” requires theoretical understanding of the 

research topic to fill in the gaps that has not been covered yet. For this, we have done thorough 

reading and investigation of theoretical material about the research topic prior our data collection 

process (as seen in section 2). 
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At last, “how” is about which techniques, we will utilise in the interview process and in the 

analysis, and how the results will be verified and reported (Brinkmann & Kvale, 2018). These will 

be elaborated in the following steps below. 

 

4.5.2. Interview design  
In this step the interviews are planned and designed prior to conducting them (Brinkmann & Kvale, 

2018). Semi-structured interviews are usually based on an interview guide (Brinkmann & Kvale, 

2018). An interview guide provides flexibility and covers the specified themes, but also leaves 

room for unexpected turns in the dialogue that might enlighten us on other aspects related to the 

research topic (Brinkmann & Kvale, 2018). Hence, it makes sense to apply it in this thesis to gain 

knowledge on our research topic, and to be able to dive deeper into other relevant perspectives that 

might appear spontaneously during the interviews. Therefore, it can also be argued that we make 

use of abduction in this manner. Questions were formulated after conducting the literature review, 

even though it was near the beginning stage. This allowed for them to fill the gaps of existing 

theory. 

 

Overall, the questions were used as a guide to inspire the conversation, hence the specific order in 

which themes were covered and answered was not important. In addition, the questions were also 

modified during the interview based the interviewee’s answers. Designing the interview guide, 

questions are divided into themes and categories, asserting all aspects pertaining to the research are 

covered. Respondents are first enquired about the platform’s material properties, followed by their 

subjective interpretations, then the social context surrounding the platform, and lastly macro-

questions. These are illustrated in Appendix 24. 

 

Prior to conducting the interviews, the interview guide is tested on three respondents, considering if 

questions or topics might be “added or subtracted, expanded or condensed, recast or reordered” 

(Newcomer, Hatry & Wholey, 2015 p. 499) and also puts it: “as feedback quickly begins to 

accumulate, adjustments will need to be made”(p. 372). As a result, we reassessed and modified 

some of our questions before conducting the interviews with our respondents in the next stage. 
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4.5.3. The Interview  
The third step being the interview stage concerns conducting the interviews according to the 

interview guide (Brinkmann & Kvale, 2018). 

 

Brinkmann & Kvale (2018) argue the first minutes of an interview is very decisive for the quality of 

the interview, thus setting the stage is an important step. To do so, all semi-structured interviews 

should have a briefing and a debriefing per Brinkmann & Kvale (2018). A briefing concerns the 

researchers explaining the interviewees about the context, purpose, the use of a sound recorder and 

giving the opportunity for them to ask questions before the interview (Brinkmann & Kvale, 2018). 

This is to create a setting where the interviewee feels comfortable and relaxed to open up about 

their aspects on a specific topic. 

 

Hence, we briefed the respondents in the beginning of each interview prior to asking our research-

related questions with a pre-written passage to ensure that all important information was delivered 

consistently to all respondents (Appendix 25). We particularly put emphasis on asking for consent 

for using a memo application to record the interviews for the purpose of transcriptions, which was 

crucial for us in order to “be more actively engaged in the conversation as well to ponder the best 

next question instead of having to concentrate on writing down answers” (Newcomer et al., 2015, 

p. 500). 

 

All semi-structured interviews were conducted through the telephone due to geographical 

challenges as our online freelancers are located all around Denmark and abroad. Thus, it can be 

argued that we are not in control of the physical setting of the interview. Nevertheless, to create a 

sense of trust and openness, we briefed the interviewees about the overall topic and the purpose of 

our research in a textual format beforehand. At the end of each interview, we followed up with a 

debriefing where the interviewee had the possibility to reflect on the asked questions and add topics 

that the interviewee might have speculated about (Brinkmann & Kvale, 2018), illustrated in 

Appendix 25. 

 

4.5.4. Transcribing  
In the transcription stage, one narrative mode transforms into another; oral discourse becomes 

written discourse (Brinkmann & Kvale, 2018). According to Ong (1982), this also entails difference 



	 48 

in language games and cultures. Brinkmann & Kvale (2018) argue an interview is a live social 

interaction, including the bodily expressions, the face-to-face conversation, posture, and gesture etc. 

These expressions and gestures provide emotional indications for interpretation. These are not 

accessible to the out-of-context reader of the transcript. Looking at the interviews’ purpose, it must 

be to obtain a better understanding of how online freelancers organise themselves. Thus, we are not 

interested in capturing the hidden emotional aspects of the conversation but focus on what is said. 

Further, as interviews were unable to be conducted in-person, we were unable to capture bodily- 

and emotional expressions. 

 

Prior to conducting the semi-structured interviews, we asked the interviewees for permission to 

transcribe the content with informed consent. When permission was granted, we either recorded the 

interview with a memo application on our smartphones. As researchers, we chose to omit 

transcription applications for the transcription process and transcribed the interviews ourselves to 

reawaken our thoughts prior to the analysis (Brinkmann & Kvale, 2018). We have not chosen to 

include unnecessary noise, silence, or ‘filler’ words. As a result, our transcriptions are written in a 

clear, distinct, and coherent style (Brinkmann & Kvale, 2018). At last, it is important to note all 

interviews were conducted in Danish but quoted in English throughout the thesis. 

 

4.5.5. Analysing 
Through abduction, we apply the inductive approach when analysing our semi-structured 

interviews, in the sense that there are no predetermined categories or codes to determine our 

direction in the analysis (Saunders et al., 2009). This inductive approach to qualitative research 

allows data to speak for themselves and we let the data suggest initial codes (Kawulich, 2017). 

According to Berg (2001), inductive coding works well with single cases or when a phenomenon 

needs to be explored or described, which is appropriate for our thesis when studying the online 

freelancers’ organising around Worksome. 

  

“Coding is the process of analysing qualitative text data by taking them apart to see what they yield 

before putting the data back together in a meaningful way” (Creswell, 2015, p. 156). Saldana 

(2009) defines a code as a “word or short phrase that symbolically assigns a summative, salient, 

essence-capturing, and/or evocative attribute for a portion of language-based or visual data” (p. 

3). We choose to code our transcriptions to make sense of our semi-structured interviews and find 
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relevant points in relation to our research question. According to Brinkmann & Kvale (2015), 

coding is a key aspect of content analysis and the grounded theory approach. With the grounded 

theory approach, the data is coded early to inform the next step in the data collection, though in this 

thesis, we deal with a data analysis after we have collected all our data points. 

 

Coding is usually an iterative process, meaning the researcher goes back and forth, looking, 

recoding and redefining codes, combining them and reflecting on what has already been coded, 

similar to the grounded theory (Charmaz, 2014; Saldana, 2009). Thus, the coding manual applied in 

this thesis represent some of these characteristics in its coding process as well. The coding method 

applied in this thesis is based on Saldana (2009)’s coding manual for qualitative researchers. It 

includes cycles of coding, organization into categories and lastly, synthesising categories into major 

concepts, as shown in Figure 4 (Saldana, 2009). 

 

 
Figure 4: Cycles of coding (Saldana, 2009) 
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We have decided to code chunks of data by carefully reading and reflecting on its core meaning, 

instead of necessarily coding every line of our transcriptions divided between two cycles of coding. 

In the first coding cycle, we will make use of descriptive coding, summarising the primary topic of 

the passage with a word or short phrase (Saldana, 2009). For the second coding cycle, we will use 

pattern coding for a categorisation of our codes, consisting of reorganizing and reconfiguring the 

codes from the first cycle, to eventually develop a smaller and more selected list of broader 

categories, themes or concepts (Saldana, 2009, p. 149).  

 

The pattern coding that we will utilise in this step is a way of “grouping those summaries into a 

smaller number of sets, themes or constructs” (Miles & Huberman, 1995, p. 69). Here it is 

important to note that new codes might emerge throughout the coding process, thus the importance 

of coding in cycles should not be overlooked, because the researcher is provided with a better 

overview as the analysis progresses (Saldana, 2013). Following these two cycles, codes are 

assembled into categories.  

 

Richards & Morse (2007) clarifies “categorizing is how we get ‘up’ from the diversity of data to the 

shapes of the data” (p. 173), the sorts of things represented (Saldana, 2009). By categorising codes, 

we will be able to group patterns observed in the data into meaningful units which will enlighten us 

with knowledge to answer our research question. 

 

There are some implications when coding transcriptions, as an example, since we are two 

researchers, we might interpret and code the data differently, as “coding is not a precise science; 

it’s primarily an interpretive act” (Saldana, 2009, p. 4). Further, coding can sometimes “summarize 

or condense data, not simply reduce it” (p. 4). To accommodate these challenges, we have chosen 

to code the transcriptions independently in the first cycle of coding, and afterwards, jointly 

identified and determined the categories. Coding the same transcriptions independently, then 

comparing our findings and collectively determining the categories, will also contribute to the 

reliability of coding our interviews, enhancing the consistency on an agreed format. 

 

In practice, we used NVivo 12 to code our transcriptions. First, we imported all our transcription 

documents on the software. Next, we read through them all and started exploring. Then we started 
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coding chunks of data by reading through and assigning ‘nodes’. In this way, we collected all the 

references under one umbrella’. After completing the process for all of our transcriptions, we ran 

several search queries related to certain codes to visualized them in order to examine how our 

respondents talk about the different codes. Utilising NVivo 12 that automatically gathers the codes 

eased the process of reviewing all material in one place at once to identify similarities and patterns.  

Furthermore, it also eased the process of keeping track of the relationships between our sub-codes 

and codes.  

 

4.5.6. Verifying  
Verification include the concepts of reliability, validity, and generalisation in each of the seven 

stages of the interview process (Brinkmann & Kvale, 2018). Reliability is related to the 

“consistency and trustworthiness of research findings; it is often treated in relation to the issue of 

whether a finding is reproducible at other times and by other researchers” (Brinkmann & Kvale, 

2018, p. 141). Consequently, reliability also applies to whether different transcribers and analysers 

will come up with similar results. For qualitative interviews, it might be hard to recreate the same 

interview as the interviewees’ answers might depend on their feelings in the exact situation and 

moment. Thus, it is important to arrange the interviews around a structure and theme through an 

interview guide. Furthermore, in order to assure consistency and accuracy of our interviews, we 

made sure to transcribe all interviews ourselves, which also strengthen the reliability of our 

findings. 

 

Validity pertains to the “truth, the correctness and the strength of a statement” (Brinkmann & 

Kvale, 2018, p. 142). It refers to whether a method investigates what it is intended to investigate, 

and if the used methods are relevant, reliable, and credible (Brinkmann & Kvale, 2018). For 

researchers, validity rests on the “quality of the researcher’s craftsmanship throughout an 

investigation, continually checking, questioning and theoretically interpreting the findings” 

(Brinkmann & Kvale, 2018, p. 134). In general, we reflected upon validity of our research 

throughout the steps by remaining critical in our choices and approach, articulated in our reflections 

in each of the steps. 

 

Particularly when structuring the interview guide and the pre-design stages, we made sure as 

researchers to have enough knowledge about the theme to relate to the answers given by the 
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respondents. Furthermore, the interview questions were structured in an interview guide in 

predetermined categories based on our knowledge from investigated theory (also described in the 

interview design), in which we put emphasis on acquiring answers to our questions by ensuring that 

the interviewees had understood the questions correctly. In relation to this, some questions were 

rephrased or asked in a different order during the interviews. In this way, we made sure to obtain 

answers that were measuring what we thought, we were measuring (Kerlinger, 1979, p. 138). 

 

Generalisation concerns the findings of a study is transferable to other subjects and situations, with 

the precondition that the interview study is judged to be reasonably reliable and valid (Brinkmann 

& Kvale, 2018). Brinkmann and Kvale (2018) suggest that interview-produced knowledge can 

either be generalised through statistical or analytical forms of generalisation. In this thesis, if one 

wanted to generalise our findings in our semi-structured interviews, it could be done by using the 

analytical generalisation form as a “reasoned judgement about the extent to which the findings from 

one study can be used as a guide to what might occur in another situation” (Brinkmann & Kvale, 

2018, p. 147). 

 

4.5.7. Reporting  
Brinkmann & Kvale (2018) refer to reporting as the transparency of method procedures throughout 

the interview process. The method steps should be able to present “the relevance of the interview 

design for the theme and purpose of the investigation, to evaluate the trustworthiness of the results, 

and, in principle, to be able to repeat the investigation” (Brinkmann & Kvale, 2018, p. 152). 

 

To do so, we have followed the seven steps by Brinkmann & Kvale (2018) and provided the reader 

with a sufficiently detailed review of the entire interview process.  

 

4.5.8. Limitations 
As described, conducting interviews through the phone imply lacking some qualities from face-to-

face communication. These qualities are related to tonal shifts, body language, gestures, pauses and 

other elements in a conversation which can result in losing vital information (Kozinets, 2006). 

However, considering the purpose of the interviews and their nature, where it is solely for obtaining 

knowledge about how the online freelancers experience and understand working through 
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Worksome, we believe that body movements and gestures would not have made any difference in 

our empirical data collection. 

 

4.6. Netnography  
According to Wood, Lehdonvirta and Graham (2018), most online freelancers seek information and 

social support through social media groups. Thus, it makes sense to incorporate netnography in our 

thesis to gain an understanding of how online freelancers organise themselves to strengthen their 

position when they work digitally. By entering the digital arena and observe the discourse as well as 

the textual interactions among the freelancers, we wish to obtain cultural understandings of their 

experiences from online social interactions (Kozinets, 2015, p. 54). 

 

Kozinets (1997, 1998) first developed netnography in the 1990s, where the presence of users of 

online communities were limited, however, with the array of mobile devices, the number of users 

discussing common interests and forming cybercultures increased. Thus, the netnographic research 

is closely linked to the evolution of the Internet and information technologies, e.g. through Social 

Media, where traces are left by customers on various online platforms disclosing their experiences, 

interests, opinions etc. (Heinon & Medberg, 2018). Kozinets (2015) described this evolution and 

interaction with technology, as something that “constantly shape and reshape our bodies, our 

places, our institutions and our social identities. Simultaneously, technologies are endlessly shaped 

to our needs” (p. 24). 

 

Netnography is closely related to other research methodologies such as online ethnography, digital 

ethnography, or virtual ethnography (Kozinets, 2015). These neologisms are generic terms for 

doing any ethnographic work using online or digital methods (Kozinets, 2015. However, Kozinets 

(2015) highlights that netnography distinguishes itself from other methods by its axiology and a 

central source of data, where the purpose is to “explore, reveal and understand human realities and 

social worlds as they change in a coevolutionary process with technoculture” (p. 54) and to focus 

primarily on “the artifactual and communicative realities of online social exchange” (p. 54). 

 

Netnography offers various benefits compared to other methods. Firstly, netnographic data is rich 

and naturalistic, providing the netnographic researcher with accurate information on the lived 

realities of users (Rokka, 2010). Counter to ethnography, netnography also has the potential to be 
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conducted in an unobtrusive manner (Kozinets, 2015), which has its own advantages when 

conducting research. Kozinets (2015) add that an unobtrusive monitoring of communication and 

interaction of a community is an efficient way of gaining practical insights into the users’ 

behaviour. 

 

On the other hand, netnography and its unobtrusive nature of the method also bring potential 

methodological challenges, e.g.  concerning ethics, because ‘electronic eavesdropping’ might pose a 

real risk to the studied members and the research itself (Reid 1996). For this, Association of Internet 

Researchers (AoIR) Working Committee (2019) have provided guidelines that emphasise the 

ethical concerns of doing netnography which include individual privacy, confidentiality, right to 

informed consent, respectful representation and more. Alongside with this, Kozinets (2015) also 

presents some ethical guidelines that we will follow in our netnographic process presented in the 

steps of netnography below. 

 

For this thesis, netnography will emphasise the impact of technology on humans and social 

identities by studying an online community, which provides a deeper understanding of the 

freelancers’ reality in working digitally. 

 

4.6.1. Steps of Netnography  
For collecting and processing data, we have chosen to follow the guidelines for netnography 

outlined by Kozinets (2002), named the four steps of netnography consisting of planning, entree 

and data collection, data analysis and research representation. Kozinets has subsequently refocused 

and redirected these four steps into the ‘12 phases of netnography’ later (2015). However, we apply 

the four steps as it is a more condensed model. 

 

4.6.1.1. Planning   

To investigate the discourses and textual interactions between the freelancers, we have chosen to 

focus our netnographic study on online communities, emanating from social networking sites 

(SNS). SNS are considered online platforms with groups of people who are connected by particular 

social relationships, where, e.g. information, a common interest, thoughts, meanings, advice, and 

emotional support are exchanged (Haythornthwaite et al., 1995). When analysing SNS, the 

researcher seek to “describe networks of relations as fully as possible, tease out the prominent 



	 55 

patterns in such networks, trace the flow of information (and other resources) through them, and 

discover what effects these relations and networks have on people and organizations” (Garton et 

al., 1999, p. 76). Most SNS have online communities where users can interact with each other in 

their need for a sense of connection defined by shared values or goals (Fournier & Lee, 2009), 

enabling the actors to co-create shared understandings through interactions (Lee & Lan, 2007). 

Thus, it is important to locate SNS with online communities where online freelancers share 

information, transfer resources, share ideas and values in the purpose of our netnographic research. 

 

We did this by examining several online communities where online freelancers were present on 

Facebook (FB), LinkedIn, and Reddit by using the keywords; “online freelancer,” 

“netværksgruppe,” “freelancer,” and “netværk”. Before choosing which online community to focus 

on, we studied several groups’ archival data, its members, topics, language etc. Furthermore, we 

followed the criteria for a well-chosen community presented by Kozinets (2015). A well-chosen 

community should be “1) relevant, 2) active, 3) interactive, 4) substantial 5) heterogeneity, 6) rich 

in data and 7) experiential” (Kozinets, 2015, p. 168).  

 

The Facebook group “The Online Freelancer - a networking group where we help each other” 

(OF) fulfilled these criteria (Appendix 19). OF was founded in March 2019 and it has 

approximately 324 members, which consist of online freelancers that regularly interact with each 

other with different freelance professions consisting of established, and new and upcoming 

freelancers. The audience is Danish online freelancers who both work location-dependently and 

remotely through local and international DLPs. 

 

The most important criterion, ‘relevance’, is concerned with how the online community relates to 

our research focus and questions. In this case, OF is centred around knowledge sharing and 

practicalities of being an online freelancer, which we believe might benefit our research question 

when exploring in which ways the online freelancers make use of such DLPs and also how the 

platforms possibly permit new practices of work. Further, we aim to use the netnographic data from 

OF to investigate how the freelancers strengthen their position. 
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4.6.1.2. Entreé and Data Collection   

After choosing our online community of focus, Kozinets (2002) suggests making an entreé related 

to the ethical procedures of conducting netnography. Kozinets (2015) provide a general overview 

and set of specific guidelines for the ethical conduct of netnography, consisting of “stating your 

name, being honest, using your existing social media profiles, following personal branding 

principles to represent yourself, asking permission when needed, worrying about terms of service if 

necessary, gaining clear consent for interviews, citing and giving credit, and concealing and 

fabricating when necessary” (p. 159). Other researchers, e.g. Langer & Beckmann (2005), agree 

that these guidelines make sense for studying private online communication, however it might not 

be applicable for publicly available internet forums, as “technology in the internet age makes the 

realization of privacy increasingly difficult” (Kozinets, 2015, p. 37). In continuation of this, it is 

relevant to discuss whether our chosen FB group falls into the category of a public or private space. 

Reflecting on our chosen online community, we believe it falls into the category in between. 

 

Langer and Beckmann (2005) suggest the term ‘semi-private communication’, for the interactions 

in between the public and the private, where access is restricted, with e.g. the use of passwords, and 

thus reserved for members only.  It is possible for every FB user to find OF on the search functions 

on Facebook, though the community is listed as a private group with a gatekeeper that grants access 

to new entrants and modifies the postings. Upon asking for permission to join the group, we were 

inquired automatic questions by the gatekeeper related to our purpose of joining the group 

(Appendix 20). Our answers were for ‘inspirational purposes’, but also for data collection for our 

thesis at Copenhagen Business School. 

 

Though, we did not present ourselves as netnographic researchers openly in the group after granting 

access, which is proposed by Kozinets. Looking at other netnographic studies it is a necessity to 

make a transparent entreé when the research has a sensitive nature (Tiidenburg, 2014; Langer & 

Beckmann, 2005). In such study, the netnographer is required to be extra cautious when it comes to 

doing no harm to the community members. Hence, we also reflected on the vulnerability of our 

chosen online community. As described earlier, OF’s purpose is to knowledge share and -seek help 

about working as an online freelancer, which we do not consider having a sensitive nature. 

Furthermore, we also justify our entreé with the fact that the postings and comments used in this 
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thesis have been anonymised, hence only revealing textual data in order to thematise and analyse 

elements and patterns in the social interaction, which cannot be traced back to an individual. 

 

In our netnographic analysis of the online community, we will use archival data. Archival data are 

the postings and comments that have been posted in the group since its establishment: “any and all 

online social experience-related data that researchers ‘find,’ ‘collect’ or ‘gather’ from social media 

communities” (Kozinet, 2015, p. 165). To gather the archival data, we have made use of a web 

crawler to collect approximately 100 postings excluding the comment sections. However, we have 

included the comment section on several postings applied in the analysis in appendixes (Appendix 

21-23). 

 

4.6.1.3. Data analysis  

There are two basic choices for the netnographer in the case of data analysis, either to code the 

qualitative data manually using a pen-paper method or with a software programme to assist with the 

coding (Kozinets, 2015). We chose to code the postings and comments manually in NVivo 12, 

which is a qualitative data analysis software also utilized for coding our semi-structured interviews. 

Miles et al. (2014) term data condensation as “the process of selecting, focusing, simplifying, 

abstracting, and/or transforming the data that appear in the full corpus’ or entire dataset” (p. 11). 

In this way, we are, as researchers able to “retrieve the most meaningful material, to assemble 

chunks of data that go together, and to further condense the bulk into readily analysable units” 

(Miles et al., 2014, p. 73) 

 

In total, we collected 100 postings with an average of 19,3 comments on each post. We excluded 

the content from comments, images, and videos, for thorough analysis. The data was then 

inductively coded, where we read through the data and identified patterns simultaneously to make 

more general statements about a phenomenon by studying individual observations. The patterns 

were then coded into categories by identifying recurring themes and issues based on the 

netnographic data (Appendix 5), following the same coding-procedure by Saldana (2009) as 

described in section 4.5.5. 

 

Kozinets (2002) suggest that the netnographer follows procedures to ensure that the research is 

reasonable or trustworthy. In this case, we followed the same analysing structure as for our semi-
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structured interviews, where we code the netnographic data independently in the first cycle, and 

afterwards, jointly since we are two researchers, identifying and determining the categories, also 

referred to as pattern coding (Miles et al., 2014). By doing so, we can combine several codes into 

pattern codes for the purpose of revealing more abstract structure and patterns in the dataset. 

 

4.6.1.4. Representation and Evaluation  

Kozinets (2010) presents ten evaluation criteria for assessing the quality and validity of a 

netnographic study including coherence, rigour, literacy, groundedness, intermix, praxis, 

reflexibility, verisimilitude, resonance and innovation. Out of these, we will introduce 

groundedness, coherence and verisimilitude to secure the validity of our data. Groundedness refers 

to how the theoretical framework is supported by the empirical findings (Kozinets, 2010). In our 

thesis, we believe that we have gained an understanding of the online freelancers through 

examining OF, where we have linked theory, data and empirical findings in a clear manner 

illustrated in the analysis. 

 

Coherence means that each interpretation should be free from internal contradictions and 

observations (Kozinets, 2010). Thus, in this thesis, we collected data from one online community 

with its members to form a coherent whole that allowed us to be more absorbed in the data. Lastly, 

the criterion verisimilitude is very important in regards of the quality of the text, focusing on the 

text’s ability to convey and reproduce the ‘real’ where the reader should “feel through reading and 

experiencing the netnography as though they have actually contacted the community, culture and 

its members” themselves” (Kozinets, 2010, p. 168). 

 

As our netnography will be used to answer our SQ3 of how online freelancers organise themselves 

to strengthen themselves in their everyday life of online freelancing, we aim to capture the real-life 

representation of their organising. We aim to collect data that express the online freelancers’ 

concerns and interests as truthfully and accurately as possible. We are doing this by staying open to 

alternative interpretations when analysing our netnographic data (Kozinets, 2010), as we know our 

interpretations are subjective. 
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4.6.1.5. Limitations  

There are some limitations related to netnographic research, including authenticity, the 

underdeveloped analytical toolkit, potentially poor quality of textual discourse and the ethical 

sensitivity (Xun & Reynolds, 2010). Furthermore, as we also mentioned for our semi-structured 

interviews, there are a lack of face-to-face communication when conducting netnography as well. 

 

As to the ethical sensitivity, Kozinets (2015) argue that the researchers should make themselves 

known in the community and consent should be obtained from the participants. However, we have 

chosen not to carry out that procedure with a transparent elaboration in the ‘Entreé and Data 

collection’ paragraph. 

5. Operationalisation 
In the following section, we will describe how each sub-question is answered with the presented 

theoretical grounding, literature, methodology and the case description. Furthermore, it is also laid 

out how data is gathered for obtaining answers for the sub-questions. 

 

The purpose of the first sub-question is to obtain knowledge about Worksome’s platform 

characteristics. Therefore, it requires us to investigate Worksome’s platform from an organisational 

perspective, in terms of the technical and social components of the platform and their relationship. 

To do this, we follow Baldwin and Woodward’s (2009) and Tiwana’s (2014) research on platform 

architecture and governance, to explore how Worksome as a platform owner controls its platform 

and the ecosystem surrounding it. Lastly, we apply the BMC framework provided by Osterwalder 

and Pigneur (2010) to map Worksome’s platform business model. The data obtained to answer this 

sub-question is from secondary data and observations made on Worksome’s platform. 

 

To investigate our sub-question two, in how the online freelancers perceive Worksome’s platform 

elements, we will retrieve relevant information from our semi-structured interviews together with 

our findings from SQ1. The respondents are queried about how they make sense of Worksome’s 

architecture and governance, and how these elements impact the relationship between the users on 

the platform as well. By establishing knowledge about how the online freelancers perceive and 

make use of Worksome’s platform, it facilitates a better recommendation in SQ4. When examining 
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the online freelancers’ perceptions, there will be drawn parallels to extant literature on the 

motivations and risks around online freelancing. 

 

Regarding our third sub-question, it aims to explore how workers organise themselves around DLPs 

to strengthen their position. First, we will outline the online freelancers’ practices with and around 

DLPs which was also explored by Sutherland et al. (2020) based on the international high-skilled 

DLP, Upwork. Here, Sutherland et al. (2020) identified how online freelancers learn to make use of 

the platform’s features, but also how to strategically avoid some of the aspects that might aggravate 

the freelancers’ work, e.g. lack of good reputation. To gain a deeper understanding and map some 

of the online freelancers’ everyday practices on working through a DLP we will include data from 

our semi-structured interviews, together with our findings from SQ1 and SQ2.  

 

Alongside, we will apply our netnographic data to gain an overview of the specific concerns and 

interests exchanged through textual discourse on our chosen online community (OF). In this regard, 

our empirical data will offer two complementary views of the sub-question: our semi-structured 

interviews will shed light on more personal modes of routines and practices in regards to working 

on a DLP, whereas netnographic data will provide an overview of the specific topics and categories 

related to online freelancing, thus exemplify some of the practices. 

 

In relation to the fourth sub-question referring to which platform elements Worksome should 

consider in its future platform business model, we will draw on the prior research on platform 

competition and our findings from SQ1, SQ2 and SQ3. Through the understanding of Worksome’s 

current architecture and governance, derived from SQ1, together with how the online freelancers 

actually perceive the platform (SQ2) and organise around it (SQ3), we will formulate several 

recommendations in order to retain online freelancers on the platform. These findings will be 

related to the BMC theory and assessed through Choudary’s (2018) framework for business model 

choices. Additional data from our semi-structured interviews will also be applied to underline some 

of our recommendations’ relevance. All recommendations will be mapped into the future platform 

business model of Worksome. 
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6. Findings and analysis  
By applying the selected literature and theories, the sub-questions are answered, discovering how 

DLPs can improve their platform elements to retain online freelancers. 

 

6.1. Sub-question 1 

6.1.1. Platform architecture and governance   
	

To answer SQ1: What characterises Worksome’s platform? Worksome’s platform characteristics 

are examined through its core, peripheral components, and governance structure. Finally, identified 

elements are elaborated via the BMC. The answers have a descriptive nature and will lay the 

foundation for the rest of our analysis.  

 

6.1.1.1. Platform core  

Worksome is a two-sided transaction platform whose main functions are to provide technical 

infrastructure, facilitating valuable interaction and transaction between freelancers and companies 

(Worksome, n.d.a). The connection between freelancers and companies is enabled by cross-side 

network effects, connoting an increase in posted tasks and projects on the platform leads to more 

freelancers willing to be affiliated with the platform – and vice versa (Parker et al., 2016). Thus, 

online freelancers and companies are perceived to be Worksome’s most valuable platform 

ecosystem actors, as both sides are vital to its functioning. 

 

The platform’s core functionality relies on connecting both sides with an algorithmic matching 

system (Worksome, n.d.a). This is comparable to other DLPs recognised by Kuhn and Maleki 

(2017), where these are not only a communication venue but an important third-party in the 

freelancer-company relationship. Worksome’s algorithm suggests tasks to freelancers based on data 

collected from freelancers’ profiles such as competences, skills, behaviour on the platform, etc. 

(Appendix 14). 

 

The freelancers’ competences are matched with the task description and the keywords provided by 

the company for each task. When the freelancer is matched with a potential job, fitting her 

competences, the freelancer is notified by email (R4). Worksome provides the function of either 
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finding jobs in the tab of “jobs matching me” or “all jobs”, with the algorithm’s matching results 

being showcased in the “jobs matching me”-tab (Appendix 9; R3). 

 

Worksome recommends freelancers to have a content-rich profile to help develop and train its 

algorithm (Bruun, n.d.d). To encourage the freelancers to optimise their profiles with competences 

and skills, Worksome has outlined several FAQ’s, guides and blog posts with knowledge on the 

topic (Bruun, n.d.b). Other ways online freelancers can personalise their profile is through a profile 

picture, title, location, education, a short self-presentation, portfolio, reviews on completed jobs and 

other experiences. 

 

Furthermore, the platform provides a simple competence specification function, which is a drop-

down bar with several similar keywords, when the freelancer types in a certain skill on their profile 

(Appendix 7-8). As an example, typing in ‘wordpress’ suggests further five options which might 

clarify the competence (Appendix 7). By encouraging freelancers to optimise their profiles and 

offering features the clarify searched competences, Worksome is governing the platform. This is 

expounded in section 6.1.1.3. 

 

6.1.1.2. Peripheral components 

The peripheral components connected to the platform core include the contracting system, payment 

and invoicing, and the communication tools.  

Contracting system  

A major feature provided by Worksome is the smart contracting system. Freelancers are requested 

to make a bid for the task through the platform in order to create a contract. In this process, 

Worksome facilitates dialogue between the freelancer and company, where they can communicate 

prior bidding (Appendix 13). When the bid is accepted and both parties have agreed on terms and 

conditions of the task, the contract is automatically created including contract details, the rate, 

payment terms, and the specific time frame for the project between the freelancer and the company 

(Appendix 15; R6). 

 

Worksome also provides a business insurance scheme when working via the platform, developed in 

agreement with Danish labour unions and TopDanmark. Therefore, Worksome emphasises a 
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conversation, or negotiation, occur on the platform (Buhl, n.d.). Hence, the platform has a feature, 

which automatically monitors and reacts to certain words relating to ‘keeping in touch’ (Appendix 

10). Exemplified, R5 noticed a pop-up after typing in “Skype” or “Call me” in the chat, where a 

pop-up appears in the message box with the message; “Remember that the dialogue should stay on 

Worksome” (R5, 129:131) when using the platform. 

Payment and invoicing  

Another feature is the automated invoicing on the platform consisting of both payment and 

invoicing. To create a bill for a job, the freelancer must actively charge the company by entering the 

dialogue and pressing the ‘create a bill’ button. In the process, the freelancer must fill in the period 

of the job by, e.g. adding a timesheet or a comment (Larsen, n.d.). Worksome’s automatic invoicing 

will then create a bill and send it to the company thereupon receiving a notification to review and 

approve the invoice. When the bill has been paid, an automated invoice pays the salary to the 

freelancer within three to four weekdays (Bruun, n.d.a). The money is placed in the freelancers’ 

Worksome account, from where the freelancer can withdraw it to her bank account. 

 

Worksome include Value Added Tax (VAT) in the automated process of invoicing. Therefore, the 

freelancer should indicate their price exclusive of VAT. However, via ‘reminder-buttons’, the 

platform informs the freelancer should be aware of the difference between receiving payment as an 

income untaxed at the source or a CVR-registered freelancer (Bruun, n.d.a). To accommodate this, 

Worksome has created blog posts to support freelancers (Bruun, n.d.a).  

6.1.1.3. Governance structure 

Platform accessibility  

Two sides can access Worksome’s platform considering platform accessibility: freelancers and 

companies. Every freelancer can access the platform, however Worksome requires a verified 

identity to before enabling the platform to be actively used. Worksome’s employees pre-screen the 

freelancers’ identities taking approximately 24 h (Bruun, n.d.b). The guidelines for approving 

profiles enforce several conditions on freelancers, e.g. a title that describes their primary job 

function, relevant education and recent experience, at least three core skills, and a professional 

profile picture (Bruun, n.d.b).  
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Similar restrictions are imposed on the companies’ side before tasks and projects can be posted. For 

example, demand on transparency in terms of a company’s ownership, e.g. a VAT number and the 

identity of the owner (Worksome, n.d.c). Additionally, the company’s business model must not 

contain opaque products. 

 

Both sides being pre-screened acts as a powerful gatekeeping mechanism of whom can gain 

platform access. Controlling access to the platform strengthens Worksome’s position and allows 

balancing both sides. This enforces the cross-side network effects on the platform, as it is assumable 

an increase in projects and tasks leads to increased attractiveness for freelancers to join.  

Decision rights  

Once profiles are verified, Worksome partitions significant autonomy and responsibility to 

freelancers, in what skills and services are offered to companies. The freelancer can either decide to 

submit a bid for a task or start a dialogue with the company. Once a contract is arranged through the 

platform, Worksome does not involve itself in the negotiation between the freelancer and the 

company: “Worksome is an intermediary of jobs via the technology platform, therefore not 

responsible for the performance of the job that is performed by the freelancer for the client” 

(Worksome, n.d.c).  

 

The platform’s Code of Conduct explains the freelancer being solely responsible for delivering the 

agreed-upon terms and conditions of a task to the company (Bruun, n.d.e). Thus, the freelancer can 

negotiate the terms of the contract individually with the client, as explained by R1: “Worksome 

does not involve themselves in the details of a contract, the salary, hourly rate, type of work and 

more, it is between my customer and me - however, they provide a service, where I can submit the 

contract through the platform” (129:132). 

 

By virtue of being a Danish-owned DLP, Worksome creates value by providing elements from the 

Danish labour model to freelancers. As a result, Worksome does not permit wages lower than DKK 

150 per hour. This correlates with its business model, taking regional and cultural differences into 

account in governing a digital platform (Rossotto et al., 2018). 
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Pricing policies 

Profile creation on the platform is free for freelancers and companies alike. The platform’s pricing 

policy is rather based upon a symmetric pricing structure where both sides are charged 4% usage 

fee (Worksome, n.d.b).  

Control mechanisms  

Worksome employs control mechanisms to keep conversations between the freelancers and 

companies on the platform through, e.g. the ‘warning’ pop-up. It can be assumed that this is for 

obtaining their transaction fee, which both the freelancers and companies are obligated to pay when 

utilising the platform. Through its terms and conditions, it is established that once a contract is 

agreed upon through the system, invoicing must occur on the platform. Violating this rule results in 

dismissal from the platform. Freelancers might view the contracting system as a security 

mechanism, whereupon freelancers can document their work progress towards Worksome and the 

companies in case of disputes (R2).  

 

A review system is also implemented to assert high quality and standards on the platform 

(Worksome, n.d.a). Given the absence of personal relationships between freelancers and companies, 

the review system might be a mechanism for trust-enhancing within Worksome’s ecosystem. This 

is similar to other DLPs, where it is also used to create trustworthiness between freelancers and 

companies (Kuhn & Maleki, 2017). The reviewing process is not mandatory, although, Worksome 

recommends two-way feedback consisting of a rating from 1 to 5 and a textual review. These 

reviews are then displayed on the users’ profile for other companies and freelancers to see. Similar 

to other DLP (Choudary, 2018), Worksome prevents freelancers from transferring these ratings and 

reviews to other platforms as well.   

 

The purpose can additionally be related to Worksome’s business model in retaining high-skilled 

freelancers, and sending a signal of high quality to other users, concurring with “every Worksome 

contractor and freelancer is carefully vetted to ensure they are one of the most skilled and 

experienced people around” (Worksome, n.d.d). 

 

Examining Worksome’s platform through its core, peripheral components, and governance 

structure, it is evident that the algorithmic-based platform core is comparable to other DLPs. 
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Worksome provides additional value by offering peripheral components. Facilitating an overview, 

these findings are mapped in a BMC below. This is then included in SQ4. 

 

6.1.2. Business Model Canvas 
The platform elements recognised in the platform core, peripheral components and governance 

structure constitute the nine building blocks of Worksome’s BMC (Figure 5), describing “the 

rationale of how an organisation creates, delivers and captures value” (Osterwalder & Pigneur, 

2010, p. 14). Elements from the case description of Worksome’s history and vision (mentioned 3.3) 

are also incorporated in, e.g. key partners, value proposition and customer segment. The nine 

building blocks characterising Worksome are briefly explained below, with an overview in Figure 

5.  

 

 
Figure 5: Worksome’s Business Model Canvas 

 

Worksome’s Key Activities are necessary for its business model to function and are identified 

through the platform core, including algorithm management, ensuring connecting between supply 

and demand. The Key Activity is to attract, balance and maintain freelancers and companies within 

the platform ecosystem through positive CNEs (section 6.1.1.1). This purpose is prevalent for most 
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DLPs since their existence depends on a balance between freelancers and companies on the 

platform. 

 

The Key Partners are the freelancers and companies, creating the supply and demand within the 

platform, also denoted the most important actors within the ecosystem (section 2.3.5). Ensuring fair 

working conditions, Key Partners also include various Danish labour unions and TopDanmark 

(section 3.3). Ultimately, investors can also be designated as Worksome’s Key Partners when 

expanding to other markets (section 3.3.1). 

 

Several assets related to building network effects on the platform are designated Key Resources. 

These are both identified within the core and peripheral components and relates to the data 

collection of interactions between both freelancers and companies, enhancing its algorithmic 

management. Additionally, the platform is an all-in-one solution handling every practicality relating 

to transacting through the platform. Blog posts are also considered Key Resources as this content 

aims at supporting freelancers using the platform’s features. 
 

Both freelancers and companies joining the platform are Customer Segments. Specifically, its 

freelancer segment is outlined a being high-skilled consultants within IT, marketing, economy, and 

engineering, with desires for either short- or long-term projects and tasks (described in section 

3.3.1). The other customer segment, companies, are ones seeking flexible project-based workers, 

thus looking for freelancers through Worksome. 

 

Various offerings comprise the Value Proposition. Firstly, the algorithmic outcome enables 

matchmaking within 24 hours, reflecting ‘agile, quick and efficient recruitment’, automatically 

managed by Worksome’s all-in-one contracting solution. The transaction easiness of the platform is 

another Value Proposition, as both sides have high autonomy degrees (section 6.1.1.2). 

Additionally, the platform being Danish-based, thereby living up to certain conditions, adds to its 

Value Proposition (section 3.3.3). 

 

The Customer Relationship on Worksome is influenced by the on-demand nature of jobs posted, 

where it is also based on ratings and reviews. Furthermore, the Customer Relationship is 

characterised by the automated matchmaking, in which Worksome plays the role of being the 
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intermediary. To build a trusted intermediary role, Worksome governs both sides of the platform 

with specific control mechanisms (section 6.1.1.3). 

 

Worksome communicates to, and reaches, its customers through its self-owned channels consisting 

of website, blog, podcast, email, and social media.  

 

The Cost Structure of Worksome is value-driven as there is a great focus on the service and their 

offerings in general. Furthermore, Worksome’s typical cost elements are related to its infrastructure, 

e.g. developing their existing features, enhancing their algorithmic- and transaction functions to 

benefit the Customer Segments (section 6.1.1.2). 

 

Lastly, the Revenue Stream derives from a transaction fee on both market sides of a fixed 4% rate 

for every job completed through the platform (section 6.1.1.3). 
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6.2. Sub-question 2  
To answer SQ2: How do the online freelancers perceive Worksome’s platform?, our insights, and 

findings from SQ1 will be used with our semi-structured interviews to gain an understanding of 

how online freelancers perceive Worksome’s platform elements. The respondents were inquired 

about Worksome’s different platform elements and governance, which formed both positive and 

negative perceptions of the platform, derived from how they make use of the platform’s 

functionality (Appendix 3).  

 

Findings are illustrated in Table 3 and depicts whether the online freelancers’ perceptions on certain 

platform elements are positive or negative. The positive perceptions concern convenience, safety, 

Danish, flexibility, and visibility. Where the negative perceptions include inaccuracy, evasion, and 

insufficiency. Further explanation will be provided below the table with direct examples from 

respondents. 

 

Positive perceptions  Platform elements (Appendix 3) 

Convenience  Algorithm, contracting, invoicing and communication tools 

Safety Contracting, invoicing, platform governance, pricing strategy  

Danish  Platform governance; accessibility and decision rights 

Flexibility  Decision right and pricing strategy 

Visibility  Algorithm, review and rating system  

Negative perceptions  Platform elements 

Inaccuracy  Algorithm  

Evasion Platform governance, contracting, communication tools 

Insufficiency Platform governance, platform accessibility, pricing policy  

Table 3: Online freelancers’ perception of Worksome’s platform 
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6.2.1. Positive perceptions  

6.2.1.1. Convenience 

The positive perception, convenience, is formed by the online freelancers’ reflections on the 

algorithm, contracting, invoicing, and the dialogue function on Worksome’s platform. Majority of 

the perceptions relates to its core functionality, which relies on algorithms. The algorithmic feature 

reduces freelancers’ search costs, as they are no longer cold-calling for jobs: “I am not a salesman, 

so my challenge has always been to call companies and tell them that they need me for a specific 

job” (R6, 10:11). This is now replaced by a DLP as “I think it has made is much more attractive 

and easier to be a freelancer - now you don’t need to be a salesperson to work independently, as 

you were obligated to do before (...) such job I would never have gotten myself if it was not for 

Worksome, because I don’t seek out jobs” (R3, 217:219). 

 

In this sense, the algorithm establishes a direct contact between the freelancer and the company – 

valued as convenient for the freelancers. This aligns with the freelancers’ view on the platforms 

position as being the ‘intermediary’ (R1; R2; R3; R4; R5; R6; R7; R8; R9) between the freelancers 

and the companies, working as a ‘bulletin board’ with jobs (R6; R3) and a ‘matchmaking’ platform 

(R4). 

The automated contracting and invoicing provide respondents with ‘easiness’, ‘efficiency’, ‘time-

optimisation’, ‘safety’, ‘freedom’, and ‘calmness’ (R1; R2; R3; R4; R5). This is mainly due to the 

freelancers not needing to establish a payment gateway through their own platforms, rather they 

utilise Worksome’s features (R2). Automated contracting and invoicing further save freelancers time 

on manually drafting contracts for every employment (R5). 

Convenience is furthermore represented in the automated VAT-adding function, where freelancers 

also avoid difficult processes (R1; R2; R4; R6; R9). Aligning and following details from the company 

is provided by the dialogue function: “(...) if I discuss the project on the platform, then we probably 

write about the expectations, so if any of us would disagree on anything, we can always go back in 

the chat and check what we have agreed on” (Appendix 16, R2, 38:41). The impact of the dialogue 

function will be further discussed in the value of safety.  
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Summed, Worksome’s algorithm, contracting, and invoicing are perceived as positive elements, 

enabling online freelancers to find employment easier and faster, reducing time spent implementing 

payment gateways and drafting contracts. 

6.2.1.2. Safety 

The respondents’ perception of Worksome’s contracting, invoicing, platform governance, and 

pricing is positive, providing safety. 

 

R6 argues that the safety aspect is important in her use of Worksome, as it makes both companies 

and freelancers commit themselves to the contract. This way, companies cannot withdraw from an 

agreement. Further, the online freelancers are also provided with safety by Worksome sending 

invoice reminders to the companies in case they have not paid before the deadline (R9). Moreover, 

R8 and R1 argue Worksome’s pricing policy minimises their financial risk in freelancing as 

“Worksome takes an agency fee of 4% share, where they send an invoice to the company, and the 

company then pays, minus the 4%. So, I do not need to pay upfront for anything. It is much better 

for a new entrepreneur” (R8, 138:141). 

 

R3 also describes how Worksome’s governance provides safety in his job, by monitoring 

communication: “I think there is a safety in communicating through Worksome’s platform, I once 

had a customer where it was a really slow process, where I received a call from Worksome that had 

read our conversation in the chat, and directed attention to the lack of a contract - at this point I had 

already done some work for the client - without the contract I am placed at a disadvantage (...) I think 

it is a good service, and I am very surprised they called me” (R3, 74:82). This feature, together with 

the control mechanisms such as the pop-up warnings, prompt the conversation between the freelancer 

and the company to stay on the platform, underpinning Worksome is acting as the ‘conflict solver’ 

and ‘guard’ for the online freelancers, thereby issuing a safety net (R2; R5; R3; R1). 

Conclusively, online freelancers perceive Worksome’s contracting, invoicing, pricing strategy, and 

dialogue function as positive platform elements. This, as freelancers are insured via the platform, 

with Worksome acting as a conflict solver or guard in case of misunderstandings, thus leveraging 

safety. 
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6.2.1.3. Danish 

The online freelancers perceive Worksome’s platform accessibility and decision rights positively, 

as the elements provide Danish standards in regard to the freelancers’ work.  

 

As described in section 6.1.1.3, Worksome is screening both freelancers and companies, ensuring 

all comply with its guidelines. In this regard, Worksome has secured a minimum wage for all 

freelancers on the platform (section 3.3). Through this feature, online freelancers match with 

serious companies and receive a fairer salary. The Danish perception is also in accordance with 

Worksome’s vision of adapting to the local labour market by providing fair working conditions and 

a minimum hourly wage of DKK 150 (section 3.3, Appendix 18). 

 

R1 emphasises her price setting is greatly influenced by the other Danish freelancers on the 

platform, because they also price themselves according to the Danish labour market, minimising 

wage dumping: “it is on Danish premises in the sense that if you compare it with American 

websites, they may offer a logo for only 2 dollars. You would never experience this on Worksome - 

instead here from the start there will be a Danish salary level, which ensures that you cannot ever 

be offered a low salary like 2 dollars” (R5, 77:86). The respondents agree the conditions change as 

soon as they switch to international DLPs with higher competition (R4; R1; R5). In addition, R9 

draw parallels to the category of safety, as the platform’s Danish nature causes him to believe he 

cannot be defrauded as he is located in the same country as the companies and the platform owner. 

 

Furthermore, R1 also believes it is advantageous the Danish freelance market has not yet reached its 

saturation, as she can benefit from a newly established, local DLP: “(...) there is a great possibility 

of platform growth which is beneficial for me. On Upwork, there are maybe one million candidates, 

so when you are a new freelancer on the platform, it is very difficult to get the jobs - especially for 

the price you want to have for it. However, Worksome is a new platform for most freelancers and 

companies, I am already an average freelancer on the platform, thus also getting a fair pay (...)” 

(R1, 76:82). 

Summed, online freelancers positively perceive Worksome’s platform accessibility and decision 

rights. As a Danish-based DLP, Worksome provides the online freelancers fair and good working 

conditions without the influence of high competition. 
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6.2.1.4. Visibility  

The online freelancers perceive Worksome’s algorithm and the review systems as positive elements, 

as they leverage visibility regarding the freelancers’ work. Previously established, in section 6.1.1, 

the algorithm matches freelancers with companies, and vice versa, where the review system enables 

prior job performance to be disclosed. 

Thus, the algorithm provides visibility by allowing companies to find freelancers on the platform 

(R7; R3). R9 also advocates for this: “I have not tried before that anyone has approached me to 

offer me a job on other platforms, so I feel that Worksome has given me a form of visibility”(R9, 

37:40) emphasising the greatest obstacle to overcome for freelancers is being discovered by 

companies. R6 utilises another platform feature, allowing her profile to be displayed on Google 

Search, providing increased visibility (R6). 

 

Most respondents share the opinion that reputation systems in DLPs are crucial regarding 

differentiating themselves from other freelancers. An explanation is provided by R2, as she 

considered reviews on a DLP to be more concise, because it depicts how a task was solved rather 

than a recommendation on LinkedIn. Similarly, R6 has used his reviews and rating from the platform 

on his personal website as it appears more trustworthy. 

R7 perceives the reviews and ratings as the entrance ticket for jobs, agreed upon by R5 and R3, 

emphasising the demand for the freelancer increases proportionally with their amount of completed 

top-rated jobs on the platform: “I have eight completed jobs with 5-star ratings on Worksome, so in 

that sense I stand out from the crowd, because there are not many elements to consider when you 

choose a freelancer (...) since the demand has increased, we also get invited to bid on jobs from the 

companies. So, it is very cumulative” (R3, 49:57). 

 

R5 believes this has contributed to the creation of an “incentive structure”, where landing jobs and 

gaining recognition are conditioned on freelancers investing time in their profile and reviews. This is 

in consistence with the platform’s governance mechanisms, encouraging freelancers to optimise 

profiles through pop-ups, blog posts, FAQ’s and more, to develop their matchmaking algorithm. This 

is also emphasised by Ghose, Ipeirotis and Li (2012), where they demonstrated the correlation 

between higher ratings, higher placement, and greater subsequent purchase behaviour.  
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In summary, it can be said the online freelancers perceive Worksome’s algorithm, alongside the 

review and rating system, as positive elements, levering visibility. Moreover, the review- and rating 

system allows the freelancers to distinguish themselves from others, leading to increased job offers 

on the platform. 

6.2.1.5. Flexibility  

The online freelancers have a positive perception of Worksome’s decision right and the pricing 

strategy because they provide flexibility. This category is similar to convenience, however, it 

captures the nature of freelancing, where the freelancers can work anytime and anyplace (as 

described in section 2.7.1) and shuffle through different projects, and solve tasks for several 

companies at the same time (R4).  

 

Worksome provides flexibility for R8, R4, R7 and R3, especially because they can use the platform 

on their own terms: “I think it is very little to pay 4% of my share to have a seller that always put 

up available jobs for me that I can bid on. If I am busy, I can just avoid bidding - so it is completely 

up to me” (R3, 90:91). R8 continues on the same topic by explaining that his ability to bid on jobs 

for free and assess the projects, without committing himself to the platform or the company, only 

for a share of 4%, provide him with the perception of flexibility.  

 

Additionally, Worksome provides a high autonomy degree regarding price setting, contractual 

details, and workload, all valued as flexibility. Expounded by R4, she can select the projects she 

wants to perform, based on her work pressure and scope of the job: “I already have ten existing 

clients at the moment (...) so I only go in and check the platform, if I see a brand or an entrepreneur 

where I am like; ‘wow I would really want to work for them” (R4, 140:144). This reflects 

Worksome’s role as being the intermediary between the freelancer and the company without 

governing the specific details of a project (section 6.1.1.3). 

 

Finally, it can be said that the online freelancers perceive Worksome’s decision rights and pricing 

strategy as positive elements, leveraging flexibility, considering that the online freelancers can make 

use of the platform on their own terms – both regarding how frequent freelancers check the platform, 

which jobs they wish to bid on, and price levels. 
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6.2.2. Negative perceptions  

6.2.2.1. Inaccuracy 

Many of the same platform elements generating positive perceptions, likewise, generate negative 

perceptions. Exemplified, the algorithm also creates negative perception of inaccuracy in the use of 

the platform. 

 

Although most of our respondents share a common idea that the matchmaking algorithm eases the 

job-search process, most of the respondents argue that Worksome’s algorithms occasionally 

mismatches the freelancers, leveraging inaccuracy. The respondents state that they are matched with 

irrelevant jobs outside their field of competences and desired length of time for the project. As a result 

of this, respondent R7 expresses that he “need to use the ‘show all jobs’ in the filter instead of the 

‘jobs specifically paired with me’”, because the algorithm sometimes does not show what actually 

fits him (R7, 80:82). 

R8 and R5 highlight the algorithm works on the premise of both the freelancer and company are being 

specific, having the same keyword-understanding as “(...) the better the companies are to describe 

the competences they are looking for, the better matchmaking will happen” (R8, 101:104). 

Simultaneously, R8 points out the functioning of the algorithm is too broad as “(...) we have written 

in our profile that we know how to code, but ‘coding’ can be interpreted in many ways, we code 

Wordpress pages, thus if a company seeks a hardcore developer, it is not us” concluding the search 

function and the keywords are limited in regards of matchmaking (R8, 112:115). 

Summarised, online freelancers have a negative perception on Worksome’s algorithm as it is 

inaccurate, mismatching the freelancers with irrelevant jobs outside their field of competences. 

6.2.2.2. Evasion  

The online freelancers perceive the platform governance, contracting and dialogue function 

negatively, in the evasion category. 

As seen in section 6.1.1.3, the control mechanisms aim at keeping the conversation between the 

freelancers and companies on the platform. However, most respondents have experienced companies 

initiate communication and job offers circumventing Worksome, for the purpose of e.g. avoiding 

transaction fees, establishing contact through LinkedIn or email (R5; R7). However, respondents are 
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aware they fall outside Worksome’s insurances by negotiating with companies outside the platform 

and thus aiming to minimise this behaviour in their work process. 

Nonetheless, R5 conveys companies evading the platform often places her in difficult situations when 

communicating, as it is difficult balancing letting a company down if it wishes to move 

communication outside the platform: “Sometimes it can put the freelancer in a bad dilemma, because 

I will rather not evade Worksome’s platform when it comes to communication and sharing files in 

regards to the job, but if it does not work correctly on Worksome, it is almost impossible not to do it 

- but, then I am just not covered” (R5, 154:161). 

Finally, it can be said that the online freelancers have a negative perception on Worksome’s platform 

governance, contracting, and communication tools as the companies’ approach freelancers around 

the platform, hence evasion, and leaving the freelancers in a weak position. 

6.2.2.3. Insufficiency   

The online freelancers perceive platform governance, platform accessibility and pricing policy as 

insufficient. 

Most respondents draw attention insufficiency regarding the lack of jobs and activity on the 

platform, particularly compared to other DLPs: “I see that there are very few jobs on Worksome, 

therefore I only log in there weekly, whereas, with other digital labour platforms, such as Upwork, 

Fiverr and LinkedIn, I log in each day” (R1, 103:106). Adding to this, R2 “[does not] think 

Worksome works quite good yet - I mean, I don’t think it is active yet, there are not enough 

companies or jobs in the platform - but I believe it has a huge potential if they just invested more 

time in Denmark” (R2, 20:22). A difference in the amount of job offers in relation to required 

competencies also exists. R5, R1, R6 and R9 all work in the field of Marketing and Creative work 

and experience the number of jobs is lacking. Contrastingly, R7 works as a software engineer and 

often declines jobs. Limited jobs amounts might lead to negative same-side effects, as freelancers 

competes more internally to win jobs, and force freelancers to multi-home across multiple DLPs. 

 

New freelancers experience insufficiency due to the platform lacking knowledge. R5 complains of 

the fact that Worksome does not support new freelancers to be phased into the platform: “(...) I 

wish they had helped me more to enter the platform - because it is a first-come principle right now, 

where it is a ‘self-responsibility’ to win a project by being effective - meaning you have to apply for 
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a lot of jobs to get something through” (R5, 204:206). As highlighted being a new freelancer is 

difficult to manage when working via DLP. 

 

Being a new freelancer to the platform, R9 argues the 4% fee should include more services to support 

him: “I think there was not enough guidance from Worksome, I wished they had taken more care of 

me when I started on the platform - or just, in general, the newer freelancers - because there are lots 

of experts on the platform, so the freelancers in the ‘lower-end’ need advice (...)” (R9, 85:88). 

Specifically, R9 desires guidance and inspiration to support him in navigating as a freelancer, also 

contributing to his overall visibility on the platform. 

Summarised, online freelancers have a negative perception of the platform’s governance, platform 

accessibility, and pricing policy as they leverage insufficiency, in the sense an imbalance between job 

amounts and freelancers exist alongside inadequate knowledge of becoming a freelancer on the 

platform. 

Conclusively, Worksome’s platform elements provide both positive and negative perceptions of how 

Worksome delivers its platform elements, derived from respondents’ perspectives on how the 

elements influence the freelancers’ behaviour and work on the platform. The positive perceptions 

reflect the platform elements that give value to the freelancer, whereas the negative perceptions reflect 

the absent features of the Worksome’s platform. 

 

6.3. Sub-question 3  
Empirical data from semi-structured interviews and netnography are utilised in answering SQ3: 

How do online freelancers organise themselves to strengthen their position when working on a 

digital labour platform? 

 

6.3.1. Practices 
We follow a practice-based approach to understanding how online freelancers organise themselves, 

to strengthen their position on a DLP, as we are sociomaterialists (section 4.1.1). Drawing from 

existing literature, online freelancers embark on extra activities, generating specific 

‘understandings’ and ‘literacies’ to deal with the uncertain and unpredictable work environment, in 



	 78 

their remote, or mobile, practices (Nelson et al., 2017). Thus, we explore how freelancers develop 

certain practises when organising in this work environment. Sutherland et al. (2020) find workers 

develop skills to “navigate many obstacles and uncertainties intentionally and unintentionally 

imposed by the platform” (p. 7). Hence, an interrelation might exist between practices workers 

undertake, and their perceptions of platform elements identified in SQ2. 

 

Analysing and coding data revealed online freelancers undertaking several sub-practices while 

utilising DLPs (Appendix 2-4). Categorised and condensed, these practices are denoted as self-

branding, Knowledge, Sharing and Seeking, Community Building, and Task Management. We 

argue that understanding these work practises can be necessary for deciding how DLPs should be 

designed and governed. 

 

6.3.1.1. Self-branding 

DLPs rise promotes a self-branding and self-presentation culture, recognised by Sutherland et al. 

(2020), where workers must develop “competency in presenting themselves professionally through 

the platform’s provided communication channels” (p. 9). Online freelancers express the vitality in 

engaging in activities, helping to create, and improving, a self-brand while admitting it might be 

challenging. Exemplified, R1 engages a coach to “overcome the challenging steps of being a 

freelancer, one that helps me build my own personal brand and what it takes to be recognised” 

(R1, 219:226). 

 

Considering the findings in SQ2, the self-branding practice seems to be strongly connected with the 

visibility perception. Information from a freelancer’s profile on a DLP is visible to companies, a 

key element in the freelancer’s reputation and success on the platform. However, online freelancers 

further incorporate additional self-branding practices to compensate for lack of visibility on certain 

DLPs as well. For example, they might build personal websites to display creative skills, as self-

presentation on Worksome’s platform is limited to text (R8). 

 

Personal branding plays an essential role for online freelancers in digital environments to establish a 

long-term relationship with companies. R1 highlights the importance in promoting herself and her 

business as “a freelancer, you deliver a task for a company, by building your product, your brand 

and then can you grow”(R1, 206:207). Working through DLPs reduces the possibility of engaging 
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and meeting in person with companies as work is remote. Therefore, standard trust-building 

mechanisms based on physical co-presence and face-to-face meetings are replaced by platform 

reputation metrics (Gandini, 2016). This results in receiving good ratings on platforms as being 

important, as they reflect freelancers working abilities. Amplifying its importance, R6 includes his 

recommendations from DLPs on his personal website to further self-branding. This behaviour 

reflects how freelancers work around Worksome’s control mechanism of attempting to ‘lock’ the 

freelancers to the platform by preventing the transfer of reputation to other platforms.    

 

Online freelancers are also forming alliances to enhance their respective brands on DLPs and 

seeking advice and support through communities to overcome challenges faced in various self-

branding activities. Data from OF illustrates this, as a freelancer is seeking help in creating a profile 

on a DLP: “Hey. I have now been rejected twice as a translator. Do I have to try again with a 

whole new profile?” (Appendix 34, post 3). While another freelancer posted the following: “Do 

any of you want to share how you set up for portfolio before sending it out to a potential 

customer?” (Appendix 34, post 4). This is also, somewhat, in accordance with Gandini’s (2016), 

arguing that the reason for the practice of self-branding is not only performed to achieve 

competitive benefits but also collaboration and networking with other freelancers. Additionally, 

some online freelancers utilises OF as a medium for promoting services, exemplified by one 

promoting a mentor programme (Appendix 43). 

 

Though most self-branding occurs online, offline environments as nests for creating relationships 

are observed as well. This includes attending networking events or working from co-working 

spaces: “We are located in a co-working space where there are many small companies, where you 

can get some contract through networking” (R3, 38:40). Self-branding is an essential factor in 

online freelancer success, working via a DLP, resulting in new practises to ensure online visibility 

and creating trustworthy reputations. 

 

6.3.1.2. Knowledge sharing and -seeking 

Another important practice identified relates to knowledge exchange among online freelancers. 

Most respondents mention using online freelancing, or industry-specific, communities, real-life 

networking, co-working spaces, podcasts, the central business register (CVR), Google, blog posts, 

news forums, industry associations, digital coaching, or SoMe pages (all respondents). 
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Online freelancers engage in knowledge sharing and -seeking with different goals, depending or 

their experience level. Experienced freelancers seek and share knowledge with the purpose of 

improving their qualifications and specialise themselves, to eventually demand a higher price for 

services, underlined by R7 stating it as a necessity in his freelancing career to always be up-to-date 

with, e.g. learning new technology, to be ahead of competing freelancers. Contrastingly, newer 

online freelancers seek knowledge concerning the practicalities of commencing a freelancing 

career, including taxes, price setting, digital application, tools, etc.  

 

R1 emphasises the importance of knowledge seeking as a new online freelancer: “(...) as a 

freelancer, you do not have any of these benefits - how should I know what to focus on? Whom 

should I network with? If I am stressed, who can then consult me? (...)” (R1, 243:245). This also 

points to the existing literature on the precarity of online freelancing, and the ways online 

freelancers seek stability in precarious working environments (Sutherland et al., 2020). Similar 

differing engagements are derived from respondents, accentuating the difference in online 

freelancers’ usage of communities depending on their experience level. R4 expresses she has been 

working as a freelancer for ‘100 years’, thus exploiting her established professional network rather 

than online communities. Contrarily, newer online freelancer, R1, relies more heavily on online 

communities, not only for work-specific topics but also social support. 

 

Summarised, online freelancers seek- and share knowledge through online communities, discussion 

forums, networking, podcasts, websites and platforms, industry associations, and coaching. Online 

freelancers’ community usage also varies, depending on their respective experience level. 

Experienced freelancers utilise these for knowledge sharing and -seeking and staying ahead of other 

freelancers by acquiring new specialisations. However, newer freelancers seek knowledge of 

practicalities surrounding freelancing, such as tax and price setting, alongside a desire for a sense of 

belonging. 

 

6.3.1.3. Community building  

Our findings show that establishing a community is crucial for the online freelancers, where  

according to Choudary (2018), the collective actions happen in spite of, not because of, labour 

platforms. Hence, there is still a distinction between the experienced and newer freelancers. Similar 
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to the prior section, experienced freelancers are organised in their already-established professional 

networks with an identity, thus unengaging in other communities to make sense of belonging. 

Contrarily, newer freelancers engage in online communities as part of their everyday routine. This 

is similarly reflected by Petriglieri et al. (2018), where networking and building relationships 

contribute to identity and sense of belonging, which are some of the arrangements missing when 

online freelancing. 

 

Sutherland et al. (2020) also point at an important element giving rise to a personal holding for 

independent workers are people which can be found in communities to “help workers develop 

identity, remain creative, knowledgeable and sane” (p. 15), to remedy the precariousness of 

working through on online platform. This is especially recognisable for Danish, online freelancers. 

 

The chosen community’s administrator states its purpose exactly as this: “(...) I wanted to create a 

forum for other freelancers that work online, because such forum did not exist, and particularly not 

for us Danes” (R2, 72:73). Looking at OF’s nature, it mainly consists of experienced, new, or 

upcoming online freelancers (Appendix 21-23). It is argued OF intends to add to the creation of a 

shared identity under the term “online freelancer,” making sense considering the limited number of 

online freelancers in the Danish market (section 3.2). This also reflects the need for discussion 

forums serving as spaces for the definition and development of the identity, of this new way of 

working in Denmark. 

 

Within these spaces, online freelancers can discuss various topics with each other, surfacing issues 

of working in this manner. Online freelancers’ concerns and interests are consequently identified 

through our netnographic data on the FB group; The Online Freelancer (OF), depicting the topics 

exchanged between the online freelancers (Appendix 5): 
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Topics  Examples from netnography on OF (Appendix 5) 

Branding  How to present portfolios and CVs; How to set up a profile on digital 

labour platforms; How to get jobs on freelance marketplaces (Appendix 

34).  

Inspiration and 

motivation 

Where to find external content / material / courses for (enhancing) 

business; Best practices on conducting work; How to take the ‘first 

step’ in online freelancing (Appendix 35).  

Price setting How to price set oneself in regards of international customers / price 

per word in translations / startup costs / fixed percentage (Appendix 

36).  

Storytelling: “Sometimes I can get so angry when companies demand 

price cuts (...)” (Appendix 37).  

Job board  Forwarding jobs: “Do we have anyone here with SEO experience? My 

customer just contacted me, but I don’t have time before next week (...) 

(Appendix 38). 

Seeking collaboration: “Hey everybody, I am looking for a SoMe 

freelancer to collaborate with me - I am seeking for someone who can 

carry on some of my work (...) (Appendix 39). 

Tools and 

functions  

How to use certain features on InDesign; How to buy and manage 

domains; How to make transcribing more efficient; Where to edit 

videos; How to plan content effectively on SoMe platforms; How to 

manage campaigns; How to monitor platforms (Appendix 40)  

Professional 

advice  

“For new freelancers: Learn to cope with uncertainty and impress your 

client (...)”; “Because of the Covid-19 crises I thought it would be a 

good idea to give you five tips (...)”; “Maybe some of you that have not 

taken the first step yet can get some inspiration from my blog post (...)” 

(Appendix 41).  

Encouragement  “(...) I set a goal that I wanted to reach to that point in my life, and 

started investing in myself (...) I don’t say this to brag, but to inspire 

you to aim higher than what you think is possible“; Do you want to 

reach your dreams? (...)” (Appendix 42).  

Table 4: Netnographic topics 
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Table 4 illustrates the topics identified in the interaction between the freelancers on OF, also 

considered the intellectual value (Seraj, 2012), in which “like-minded online freelancers can get 

help and support each other on all questions that arise in the freelancing career” (R2). Looking at 

the balance between knowledge seeking and -sharing, most posts are based on either getting an 

opinion on a certain topic or finding ways to do certain things. Therefore, content in the community 

varies from blog posts and freelance guidance, peer-to-peer mentoring, knowledge exchange of 

certain functions, price-setting ideas, VAT, branding etc. The content’s variety and diversity 

correspond with R9’s perspective on the lack of guidance from Worksome on how to get started on 

a DLP. 

 

Topics identified are derived from online freelancers’ knowledge co-creation with a mixed 

freelancer participation of experienced and newly started on OF. From the literature review, 

production and consumption of content are referred to as produsage (section 2.7.4), where, e.g. 

‘inspiration and motivation’ are sought and ‘professional advice’ is given, as illustrated in table 4 

and displayed in Appendix 21. Thus, the members of the community enact interchangeably with the 

different social roles at different times within the community, e.g. being the educator and the 

seeker, in sustaining the community per Seraj (2012). Following this, the online community is 

inclusive, as there is a balance between experienced and newer online freelancers, where knowledge 

can be shared and sought. 

 

Further, OF’s administrator has outlined policies in order to direct the cultural norms of the group: 

“a safe room in which online freelancers can lift each other up and also pass on work with zero 

tolerance towards condescending comments and advertisement” (Appendix 20), laying the basis of 

the cultural value of the community. Members are also welcomed with an ‘announcement’ post, 

denoting another of OF’s characteristics (Appendix 22), tagged and encouraged to post a video 

about themselves in order to “get closer to each other” where members are urged to be “clumsy 

and authentic” (R2), creating a relaxed, civil, and playful community. 

 

Thus, content is maintained where all members’ voices are heard, and answers which might not be 

found elsewhere are created, contributing to the cultural belonging of the group and extending 

social ties. Topics identified through netnographic data correspond to new online freelancers’ 
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utilisation of online communities for knowledge seeking and -sharing as well, highlighting the 

online communities are not simply for sharing work-related and professional topics but also for 

social aspects, categorised as ‘Community rituals’ below (Table 5): 

 

Community 

rituals  

Examples from netnography on OF 

Networking  “I am dreaming about having a network where we meet physically to 

knowledge share (...)”; “Hello online freelancers, it is been a while 

since I checked on with you (I have been moving) - Tell me how it is 

going with your business by sharing a “win” you have experienced 

during the last 30 days”(Appendix 43).  

Welcoming new 

members 

“A big welcome to our newest members. In this group we have a 

tradition of introducing ourselves with a video, so we can get to 

know each other (...)” (Appendix 44).  

Table 5: Community rituals on OF 

 

OF’s community rituals contribute to social value being created in the online community, allowing 

it to entertain and build social ties. Social value is reflected in OF’s 324 members and people are 

motivated to connect with one another by an average of 19,3 comments on each post (section 

4.6.1.3). Besides commenting and sharing professional and work-related knowledge, members also 

connect with each other by sharing experiences through, e.g., storytelling, identified in the topic 

categories of ‘Encouragement’ and ‘Price setting’ together with the comment section of ‘Inspiration 

and Motivation’ (Appendix 23). Online communities are used to practise the creation of a 

collaborative community where online freelancers seek, or share, job offers, or desires for co-

operation with each other. 

 

This is also taking place offline, where they desire meeting one another to share experiences and 

knowledge of being a freelancer (Appendix 43). These activities are perceived as social value as the 

interactivity on posts initiate the creation of social ties within the community. This provides 

sociability, a sense of belonging, and trust and support (Wellman, 2011; Seraj, 2012); elements 

which are lacking from online freelancing. This corresponds with R1, as she utilises online 

communities to not feel alone in her work. Thus, by observing OF, online communities appear to be 
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a big part of newer freelancers’ routines, strengthening their position where both rich information is 

found and social ties can be built through interactivity. 

6.3.1.4. Task management 

This practice concerns online freelancers’ use of external resources and applications to accomplish 

their work more efficiently.  

 

Our findings illustrate freelancers spent significant amounts of time and effort carrying out 

transactions with companies. This includes utilising several bookkeeping, time management, task 

scheduling etc applications and functions, equalling “an additional, difficult layer of administrative 

work” (R8, 203:204) for freelancers. The most prevalent challenge regards how to set fair prices for 

services and offerings on DLPs. A common strategy among freelancers to overcome this challenge 

is to be “a member of some groups on LinkedIn and Facebook who do freelance work too … follow 

to see what others are doing, and especially … the postings with price settings are relevant” (R9, 

140:149). 

 

Transacting and contracting are other identified task management practises. These emerge from the 

online freelancers’ platform perceptions (SQ2), particularly insufficiency, indicating certain 

transacting features are absent Worksome’s platform. In consequence, freelancers integrate external 

applications in their practises to better assess tasks and projects. For instance, freelancers using 

other services to communicate and coordinate with companies are identified, particularly Slack or 

Skype for communication and Dropbox or Google Drive for file exchange 

 

Scheduling applications and time-tracking systems are also utilised for managing tasks and 

increasing performance. R1 illustrates this trend, as “I use Calendly, which I can send my meetings 

appointments through, it is super smart, which can help me to avoid unnecessary dialogue. 

Moreover, Skype and Slack to communicate with the customers” (R1, 252:255). Payment and 

invoicing applications as PayPal and Dinero are also employed, and for all external applications 

used it is assumed online freelancers incur additional costs. 

 

Summed, task management practises include sub-practises, e.g. price setting and exploiting external 

applications. Price setting is a crucial element to obtain a fair service-price and are partly done by 

comparing prices to others’ through e.g. online communities. Additionally, online freelancers 
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employ a bundle of external applications for work, filling in gaps left by DLP-owners, to improve 

performance.  

 

All in all, these practices emerge while navigating on DLPs, learning their functions, prompting 

freelancers to incorporate routines around the platform. The practices consist of self-branding, 

knowledge sharing and -seeking, community building and task management. They play an essential 

role for online freelancers regarding improving their ecosystem position and reducing the control 

degree imposed by platform owners. 
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6.4. Sub-question 4  
SQ4 regards; “Which platform elements should Worksome consider in its future platform business 

model?”, which will be answered by combining our earlier findings together with the theory on 

BMC. Combining earlier findings together with the BMC theory enables this sub-question to be 

answered. Findings from SQ1 are included in examining Worksome’s platform elements, while 

SQ2 and SQ3 are conveyed to accommodate online freelancers’ perceptions and practices in 

developing the elements to Worksome’s platform business model. Lastly, the platform elements are 

evaluated through Choudary (2018)’s framework for business model design choices. 

 

Business Model Canvas  

The paramount changes of the previously developed BMC for Worksome (Figure 5) occur within 

Key Activities and Key Resources, also affecting the Value Proposition from the platform owner. As 

the business model innovation focus on these BMC blocks, the epicentre is characterised as 

resource driven. The proposed platform elements are illustrated in Figure 6, followed by an 

explanation below.  

 

 
Figure 6: Suggested BMC blocks 
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Key Activities  

Key Activities represent the most important elements in the platform business model. Worksome’s 

Key Activities involve enhancing the core functionality, the algorithm. Managing CNEs by 

retaining user base and attracting more is another Key Activity (section 6.1.1.1). 

Enhancement of the Competence Specification  

SQ2 revealed online freelancers perceive Worksome’s core (the algorithm) as convenient and 

contributing visibility, but simultaneously causing inaccuracy in using the platform (section 6.2). 

The algorithm’s inaccuracy stems from freelancers being presented irrelevant jobs, combined with 

the search function is too broad and requires mutual understanding of the applied keywords. Even 

though Worksome’s current competence specification meant to prevent such inaccuracies (section 

6.1) Therefore, we propose Worksome further develop existing functionality of competence 

specification by adding more clarification parameters. 

 

This recommendation also corresponds with R4’s opinion on the inaccurate algorithm as “(...) these 

competences cover too much, when I think of Digital Marketing, then I think of it in a particular 

way, compared to the customer, who may be associate it with this typical Google ads person - I 

believe there should be a possibility of adding explanations to the keywords.” (R4, 119:122). 

 

An example to solve this is an additional feature in the same pop-up as are used for the current 

competence specification function (Appendix 6-7) might be aiding the freelancers and companies in 

obtaining mutual understanding of certain keywords. Worksome could enhance the positive 

perceptions of convenience and flexibility to a greater extent as well by improving this feature. 

 

Stricter governance 

Worksome has implemented several control mechanisms to reserve interactions and transactions 

amongst freelancers and companies to the platform (section 6.1). Governance has in the regard been 

perceived as a valuable element indicated in perceptions of safety and Danish (SQ2). However, 

evasion also identified it as perceived negatively as some companies transact outside-ecosystem to 

avoid Worksome’s transaction fee. Transacting off Worksome’s platform all but put online 
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freelancers in a difficult situation as Worksome’s safety-net does not apply if arrangements are 

made off-platform. 

 

The current governance structure displays Worksome applying significant effort into keeping 

transactions on the platform. However, as analysis revealed (section 6.2), companies are the 

initiators of moving transactions off-platform. Thus, we propose Worksome enact stricter 

governance towards companies to strengthen positions of freelancers on the platform. 

Correspondingly, R8 and R5 also express their demand for more control by Worksome: “I would 

wish even more stringent rules from Worksome towards the companies, where they e.g. said: ‘you 

cannot go outside this dialogue - it is not a possibility - you cannot even type in your email” (R5, 

126:128). 

 

In practice, Worksome could do this by implementing similar pop-ups toward the companies as for 

the freelancers (Appendix 10). According to R8, stricter governance could be enacted through 

emphasizing safety aspects of transacting through Worksome’s platform “(...) once I experienced 

the pop-up, telling me to stay on the platform - however, it did not specify WHY this was important - 

which I think they should do - for instance, by mentioning that you are covered on the platform - 

and also encouraging the companies to stay” (R8, 235:240). 

 

Considering these statements, Worksome can empower freelancers’ position on the platform 

through implementing stricter governance mechanisms. 

Key Resources 

Key Resources describe the most important assets required to make a business model operate, either 

owned or leased in the form of physical, financial, intellectual, or human (Osterwalder & Pigneur, 

2010). Worksome’s Key Resources are intellectual assets concerning the platform’s analysing 

ability to gain insights from interactions amongst ecosystem actors. Additional Key Resources are 

the blog, all-in-one solution, and all pop-ups sustaining the platform core. These resources allow 

Worksome to create and propose value while maintaining positive network effects on the platform. 

Personalisation  

Worksome provides e.g. blog posts and pop-up functions aimed at the freelancers to inspire and 

encourage profile optimisation, improving matchmaking. Although, knowledge provided by 
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Worksome is insufficient for new online freelancers, recognised in the negative insufficiency 

perception (Section SQ2). This is repeated in SQ3, as online freelancers undertake practises 

external to the platform to facilitate knowledge exchange, self-branding, and community-building. 

We observed that these ongoing practises lead freelancers to multi-home, possibly triggering 

negative network effects. 

 

R9 and R5 point to Worksome should provide additional services, supporting new freelancers in 

conducting business on the platform (Section SQ2). Specifically R9 desire guidance and inspiration 

on “(...) how to be a freelancer - compared to having regular student jobs because I know which 

programmes I should use in such a job, it would help me a lot if Worksome consulted me with which 

tools I can use in my job. Also, it could be industry-specific advice as well, and know-how from 

more experienced freelancers. It would help us, new freelancers, to get going” (R9, 132:136). 

 

Consequently, we propose Worksome considers providing resources fitting freelancers’ level of 

expertise by personalising its content and automatic functions. An example could be supporting 

online freelancers setting their price, comparing them to their peers with similar competences and 

expertise levels, with a comparison chart. This feature would additionally remedy concerns whether 

online freelancers are receiving fair payment for their services (section 6.3). Providing such a 

feature for new freelancers, Worksome might increase its possibility of capturing to-be freelancers 

on the platform, possibly leading to platform competitiveness. 

Establishing a user community 

Community engagements were identified self-branding, knowledge sharing and -seeking, and 

community building (section 6.3). Participation in online communities derive from the freelancer 

work’s precariousness where freelancers seek a shared identity, a sense of belonging and 

knowledge on how to manage certain tasks. In examining the platform elements (section 6.1), social 

interactions are limited to job offerings. Thus, lacking an “interaction instrument” Worksome 

indirectly encourage freelancers to work off-platform, utilising external online communities. 

 

Usually, fostering connections between freelancers would seem to have little benefit for the 

platforms (Choudary, 2018), however looking at our findings, the lack of a community on the 

Worksome encourage the online freelancers to go off-platform and seek external online 

communities. Therefore, we propose Worksome extends its platform components to a user 
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community, by providing a forum enabling freelancers to engage and interact on the platform. As 

Baldwin and Woodward (2008) highlighted, this can be realised by connecting a new component to 

Worksome’s platform core. By implementing this, the platform could simultaneously remedy 

negative perceptions of it being insufficient, as knowledge can be exchanged on the platform. As a 

result, fewer freelancers should go off-platform. Regarding the literature review, establishing a user 

community can be considered a relational control mechanism, providing shared norms and values 

creating common identity (Tiwana, 2014). Online freelancers can be assisted in making sense of 

belonging, and their professional identities nurtured. 

 

We argue that Worksome can capture data generated within the user community to improve and 

redesign its platform elements. Platform owners can utilise data as an improvement source, 

enhancing the competitiveness and strengthening their market position (Parker et al., 2016). They 

argue that data-driven platform owners can “aid ecosystem optimization by tracking who else is 

creating, controlling, and siphoning value both on and off the platform and studying the nature of 

their activities” (Parker et al., 2016, p. 107). Thus, by capturing online community data, Worksome 

might achieve even higher platform adoption. 

 

Third-party application integration 

Worksome’s contract management system is perceived positively in freelancers as it provides safety 

and convenience (section 6.2). However, comparing findings from task management practices 

(section 6.3), where freelancers utilise bundles of external applications alongside Worksome’s 

features (section 6.1), it is evident Worksome’s technological infrastructure is inadequate. 

Freelancers fulfil their transactional needs circumventing the platform, effectively forced to amass a 

collection of third-party services. We therefore propose Worksome extends its all-in-one solution 

facilitating integration of third-party applications, e.g. scheduling, time-tracking, file-sharing, and 

accounting, to the platform core. 

 

Such integration should support online freelancers, causing them to spend less time on tasks off-

platform, reducing their costs and enable tracking performance directly on the platform. Similar 

functions exist on rival DLPs, utilised by R1 to form an overview of her performance, somewhat 

increasing her dependency to the platforms. Furthermore, this new Key Resource is assumed 
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enhances convenience’s positive perception, as integration will lower transaction costs by utilising 

all necessary applications within the platform. 

 

Business model design choices for platforms  

To assess the suggested recommendations on how Worksome should consider its future platform 

business model, they are related to Choudary’s (2018) framework (Figure 2). It shows key business 

design choices to 1) attract and retain participants to the ecosystem, and 2) manage successful and 

repeatable interactions (Choudary, 2018, p. 2). Throughout the analysis, focus is on retaining online 

freelancers regarding the research question. 

As the business model innovation focus on Key Activities and Key Resources, being resource driven, 

it also affects the Value Proposition of the BMC from the platform owner. Hence, the value 

proposition of the recommendations will be hold up against Choudary’s (2018) framework for design 

choices, to evaluate the online freelancers’ retention. This is illustrated in Figure 7 with further 

elaborations below. 

Enhancing the competence specification will strengthen the value of current proposition ‘agile, quick, 

and efficient recruitment’ as it prevents the algorithm’s inaccuracy. This will reduce the transaction 

cost of search and information by enhancing matchmaking. Implementing stricter governance will 

support prior established proposition ‘Danish-based with fair conditions’, as Worksome might ensure 

more transactions staying on the platform. Hence, empowering freelancers’ positions in the 

platform’s ecosystem, as they are covered by the platform’s safety benefits. This will support the 

network effects on the platform. Personalising based on freelancers’ level of expertise forms a new 

value proposition; ‘customer-tailored service’, particularly offering value to newer freelancers. 

The highly personalised service will serve to build trust between the platform owner and the 

freelancers, crafting further incentives to retain the, especially newer, online freelancers. Establishing 

a user community on the platform will increase the sense of belonging and formation of a common 

identity, driving further value for the proposition ‘Danish-based’. A user community could drive 

social interaction regarding issues relating to the Danish labour market, contributing to the expansion 

of the Danish freelancer community. Thus, adding further value to the ‘social safety net’ proposition, 

possibly creating a subject for further positive network effects, and reducing the number of 

freelancers going-off platform. 
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Lastly, integrating third-party applications will advance the existing value proposition of the ‘all-in-

one’-solution, enabling freelancers to perform transactions more efficiently, directly on the platform. 

Hence, also minimising transaction costs and multi-homing.  

 

Figure 7:  BMC blocks assessed through framework for business models choices  

Altogether, we argue that our recommendations from SQ4 are vital in improving the design choices 

related to retaining a freelancer user-base within its ecosystem. Worksome can achieve further value 

creation by offering these new initiatives within Key Activities and -Resources. The suggested 

recommendations will reduce multi-homing to rival platforms, provide subject for network effects, 

minimise transaction costs, and increase platform dependence and adoption. According to literature, 

it might lead to a winner-take-all effect in the high-skilled freelancer marketplaces in Denmark. 

 

 

 

 

 

 

Enable value-creating interactions and transactions between 
freelancers and companies on Worksome’s platform (SQ1)

Retain online 
freelancers

Manage successful 
and repeatable 
interactions

Craft incentives and 
subsidies:

Personalisation

Reduce transaction costs: 
Competence specification; Third-party application; User 

Community

Support network 
effects:

Stricter governance

Increase 
multihoming costs:

Third-party 
application



	 94 

7. Discussion 
In this chapter, we will first discuss our platform element recommendations presented in SQ4 at a 

micro level. Next, we will discuss the overall results and their implications. This thesis set to 

investigate the research question: 

How can digital labour platforms improve their platform elements to retain online freelancers?  

 

To accomplish this, semi-structured interviews with online freelancers were performed, and a 

netnographic investigation of an online freelancer community was conducted. Data was analysed 

through the theoretical lens provided by the literature review which showed some online freelancers’ 

perceptions of Worksome’s platform gave rise to certain practices related to multi-homing. Based on 

these practices (SQ3), the online freelancers’ perceptions of the platform (SQ2), and Worksome’s 

existing platform business model (SQ1), several elements to improve Worksome’s platform were 

presented.  

It is assumable that our recommendations from SQ4 are vital in improving the design choices related 

to retaining online freelancers. However, we acknowledge the proposed elements in SQ4, may 

involve implications related to the worker agency on the platform. Because of this, the literature 

review on platform business models and strategic trade-offs is relevant and important to include in 

this discussion. In platform literature, strategic trade-offs denote elements causing tensions between 

actors within an ecosystem. Platform owners face tensions when designing and managing the business 

model. 

Studies show various tensions can emerge if platform owners offer new value propositions consisting 

of conflicting elements in its ecosystem (Wareham, 2014). The platform owners need to manage these 

tensions, as they can undermine platform business models and lead to market failure (Wareham, 2014; 

Tiwana, 2014; Cennamo & Sentalo, 2013). Also relating to Choudary’s (2018) study of platform 

design decisions and their impact on worker empowerment or worker exploitation. From this, it is 

important to discuss some tensions Worksome might face, based on these recommendations. 
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Control and Autonomy 

First significant strategic trade-off relevant for discussion is the tension between platform control and 

autonomy. Examining this tension, findings from SQ2 shows respondents enjoying a high degree of 

autonomy, mainly associated with the perception of flexibility and convenience in working as an 

online freelancer through Worksome’s platform. Worksome afford these perceptions by providing a 

technological infrastructure where online freelancers determine their work’s nature, on their own 

terms, also making it convenient for their work processes. 

Current control mechanisms are based on, e.g. gatekeeping, review system, and keeping the 

conversations between freelancers and companies on the platform through pop-ups (SQ1). On top of 

this, we acknowledge that some of our recommendations in SQ4 might impose additional control 

over freelancers. As an example, the recommendation on integrating third-party applications (SQ4) 

may increase the freelancers’ dependency on Worksome’s platform and reduce the freelancers’ 

perceived autonomy. Moreover, the recommendation of personalisation might also be related to 

control, as the platform owner will be advising and encouraging worker behaviour depending on the 

freelancer’s level of expertise. 

Accommodating this, Worksome must find the correct level of autonomy versus control. Important, 

as the level of autonomy on a platform constitute a vital motivating factor for staying on a platform, 

for the freelancers - and are, in particular one of the main reasons for high-skilled freelancing (Kuhn 

& Maleki, 2017). Balancing these two contradictory tensions, Worksome must consider its platform 

governance and its position as being the ‘intermediary’ providing infrastructure for matching 

freelancers and companies, since the output of the recommendations might ascribe a new meaning to 

be a platform owner. 

This is also echoed in “the primary business goal of labour platforms is the creation of an efficient 

or well-functioning market that can increase the platform’s market share - not the empowerment of 

workers as entrepreneurs” (Choudary, 2018, p. 8). Similar findings are emphasised by Sundararajan 

(2016), stating that providing more support to workers on DLPs, through e.g. offering training or 

additional insurance, might impact the legal standard determining whether someone is an employee, 

thereby transforming the relationship between the freelancer and the platform owner into an 

employment one. Hence, for these recommendations to be implemented in Worksome’s future 

platform business model, it must consider the right combination of autonomy and control by 



	 96 

providing support merely to the extent that it serves the enforcement of an efficient platform core, 

without exploiting the online freelancers. 

Individual and Collective 

The second strategic trade-off discussed is the tension between ‘individual and collective’, identified 

in our recommendation of establishing a community on the platform. As recognised in SQ3, 

freelancers engage in several external online communities to establish a sense of belonging and for 

knowledge sharing and -seeking. This finding led us to believing that establishing a user community 

on Worksome’s platform would be beneficial for the online freelancers. 

It is assumable that the implementation on one hand can reduce information asymmetry between the 

platform and the freelancers, e.g. when new workers join the ecosystem and can benefit, or learn, 

from existing workers through the community (Choudary, 2018). Also, such user community can 

contribute to fostering a shared identity between online freelancers on the platform, and Worksome 

can assume a central position in the establishment.  

Contrarily, creating a user community on the platform might pose challenges for Worksome, 

considering prior research on platforms. Platform research shows individuals in platform ecosystems 

may work toward their own personal interests and benefits, why it is challenging for a platform to 

maintain consistency and cohesion levels among its users (Tiwana, 2014; Wareham et al., 2014). 

In this thesis’ context, this is observed in the degree of knowledge possessed among online freelancers 

and their purpose of engaging in the user community. Identified in SQ3, newer freelancers rely more 

on online communities, whereas experienced freelancers utilise other arrangements for e.g. 

knowledge sharing and -seeking. 

Therefore, experienced freelancers might refuse contributing experiences and knowledge to a 

community – or only share self-promotions driven by branding motives (Gummerus et al., 2012; 

section 6.3.1). To manage this tension, Worksome might consider how to motivate and encourage 

collective action. For example, Worksome could implement control mechanisms, e.g. performance 

metrics, where freelancers could be rewarded by participation in the community, but still with 

respects to the tensions of control and autonomy. 
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7.1. Implications of findings 

Reflecting on prior literature, it is necessary for freelancers to learn practices engendered by the 

digital platform. For example, by surrounding themselves with an array of tools, learning how to 

navigate and interact with the algorithm, receive good ratings, and minimise scam risks (Sutherland 

et al, 2020). Hence, in accordance with our findings, freelancers undertake certain practices regardless 

the platform’s offerings to minimise the independent work’s precariousness and retain maximum 

autonomy. However, exploring the extent of academia on platform economy and online freelancers, 

it is evidently relatively new, thereby limited. Particularly focusing upon high-skilled freelancers 

working through Danish DLPs, simultaneously corresponding to the market’s size. 

 

Furthermore, literature on precariousness and uncertainty forcing workers to undertake practices are 

mainly based on international, established DLPs characterised by high competition. Reflecting on 

Danish DLPs, they are compelled to uphold certain standards. These might avoid leading to the same 

work precariousness and the need for freelancers to work around some recognised, imposing platform 

structure derived from international DLPs – but rather other arrangements. It is possible to 

accommodate this literature deficiency by establishing methodological triangulation to capture a vast 

amount of freelancers’ diversities, e.g. level of expertise and competence fields, to disclose all 

differences in freelancers’ organisation. 

 

Another perspective to discuss is whether improving the platform elements will retain the online 

freelancers. Based on above findings, online freelancers are most likely, elements being absent, still 

practice the same features off-platform. This might reflect our suggested platform elements be 

naturally superfluous. Contrarily, these platform elements might attract freelancers to engage in the 

platform, as its features facilitate positive network effects. Exemplified in Worksome undertaking an 

intermediary role fitted the Danish labour market, functioning as SNEs, but to increase their 

effectiveness, it must also focus on enhancing CNEs. To assert freelancers are retained, Worksome 

should attempt to grow its company-base, as freelancers deem job-volume the platform’s largest 

problem. Complementing their challenges stated above, this should also drive CNEs per Choudary’s 

(2018) framework. Attracting and retaining companies on DLPs to drive CNEs require further 

research. 
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A further challenge met by this study was the abnormal circumstances regarding the COVID-19 

pandemic. This affected our ability to measure the accurate number of available job listings and 

freelancers on the platform; and the online freelancers’ perception of Worksome. The pandemic might 

have in- or decreased the job amount listed, along with the number of freelancers. One argument for 

it increasing jobs, is companies searching for more project-based task-solvers embracing remote 

work. 

Contrarily, companies might have been increasingly reluctant to hire freelancers, leading to a lower 

job-supply for freelancers amidst the crisis. This amounts to a degree of uncertainty in the study, 

which could have impacted respondents’ view on the platform and its offerings, in the end affecting 

the proposed recommendations of how DLPs should improve platform elements to retain online 

freelancers in the future. This is a point for further investigation. 
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8. Conclusion 
The overall purpose of this thesis was to explore: 

 

How can digital labour platforms improve their platform elements to retain online freelancers? 

  

Our reasoning for conducting this investigation, was the emergence of a Danish-based, high-skilled 

DLP, Worksome – within an unregulated, emerging market. Simultaneously, a rise in the overall 

tendency to obtain employment as an online freelancer, characterised by precariousness. To research 

the phenomenon, we applied a case study on Worksome, recognising the platform possesses typical 

DLP elements, necessary to generalise findings to other DLPs. 

To answer our research question, 1) we investigated Worksome’s characteristics, 2) how online 

freelancers perceive the platform elements of a DLP fitted to Danish standards, and 3) how the 

online freelancers are organized around DLPs. Taking relevant findings into account, we suggest 

which platform elements a high-skilled DLP should consider in its future platform business model 

to adapt appropriately to the Danish online freelancers’ self-organisation.    

  

Firstly, Worksome’s platform characteristics were examined through its platform core, peripheral 

components, and governance structure. It was found that the algorithm-based platform core is like 

other DLPs found in the literature, however some of the value propositions differentiating the 

platform are grounded in its Danish foundation, its agility, quickness and efficiency in recruitment, 

mutual autonomy, and transaction easiness via the all-in-one solution.  

Secondly, it was found that online freelancers form both positive and negative perceptions of how 

Worksome delivers its platform elements. By coding and categorising the interviews, positive 

perceptions were found to be based on convenience, safety, Danish, visibility, and flexibility. Negative 

perceptions included inaccuracy, evasion, and insufficiency. Examining positive perceptions, the 

online freelancers viewed the platform as convenient, because Worksome’s matchmaking eased the 

finding- and completion job process by avoiding the implementation of individual payment gateways, 

manually contracting, and handling conflicts. Thus, also reducing transaction costs. 

Safety was leveraged by Worksome as being the conflict solver, or guard, in case of disputes, creating 

a safe environment when using the platform. Danish was perceived in the use of the platform and 
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referred to the empowerment of the online freelancers, because the platform offers fair working 

conditions fitted to Danish standards. Visibility was leveraged through enlarging the online 

freelancers’ ability to be found more broadly by customers and to stand out. Flexibility was delivered 

by providing online freelancers with the autonomy to choose the conditions of their jobs. As for the 

negative perceptions, the perception of inaccuracy emerged because of Worksome’s incorrect and 

irrelevant matches between freelancers and companies. Evasion was expressed by companies 

approaching freelancers around Worksome’s platform, thus putting freelancers in a dilemma. Lastly, 

insufficiency was perceived as jobs and knowledge were lacking on the platform. 

Thirdly, it was found that online freelancers organise themselves in several ways, both individually, 

collectively, physically, and digitally, through various practices. These practices emerged while 

navigating DLPs, learning their functions, prompting freelancers to incorporate routines with and 

around the platform. These are characterised as self-governing mechanisms, where freelancers 

attempt to improve their ecosystem position and reduce the control degree imposed by platform 

owners. The identified practices were categorized as follows: 1) self-branding, 2) knowledge sharing 

and seeking, 3) community building and 4) task management. 

Practicing self-branding played an essential role for online freelancers in ensuring their presence and 

visibility to create a trustworthy reputation, eventually acquiring new contracts. This practise was 

based on building portfolios on external websites, having online coaches, and forming alliances with 

peers, both online and offline, reflecting the way online freelancers organize around Worksome’s 

‘lock-in’ reputation system. Knowledge sharing and -seeking was accomplished by online freelancers 

through online communities, networking, co-working spaces, and other digital platforms. A 

difference in this practise existed depending on the freelancers’ level of expertise. 

Experienced freelancers sought- and shared knowledge to improve qualifications and emerge from 

the crowd. Whereas newer freelancers exchanged knowledge about practises from the field, to obtain 

a sense of belonging and a shared identity, starting their career. The sense of belonging was 

particularly important for newer freelancers, also due to work precarity, which the community-

building is based upon. Studying OF, it was found that freelancers use online communities to co-

create knowledge (intellectual value) about ‘branding’, ‘inspiration and motivation,’ ‘price setting’, 

‘job board’, ‘tools and functions’, ‘professional advice’ and ‘encouragement’, build social ties (social 

value) through community rituals (cultural value). Entirely important assets in the online freelancers’ 

career. Lastly, task management embodied freelancers’ external resource utilisation for completing 
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their work. This also included knowledge-sharing with peers about price-setting and adopting an 

ecosystem of external applications. This final practise derived from a lack of certain features on 

Worksome’s platform. 

Fourth, by incorporating findings from sub-questions one through three, recommendations on how 

Worksome should consider its future platform business model were given. These propositions were 

based on resource-driven innovation within the BMC’s Key Activities and Key Resources. Within 

Key Activities, it was found that competence specification and stricter governance should be 

enhanced. Competence specification will lead to an improved algorithm, causing greater convenience 

and flexibility, ultimately reducing transaction cost. Stricter governance towards the companies on 

Worksome should be enforced, as evasion should be avoided and values Danish and safety enhanced 

– supporting the network effects on the platform. For Key Resources, increased personalisation, a 

user community, and third-party application integration should be implemented. Increasing 

personalisation should accommodate newer freelancers, increasing their presence on the platform. 

Establishing a user community should provide a sense of belonging and help create a shared identity 

for and amongst the online freelancers, while it can reduce freelancers going off-platform – possibly 

creating a subject for further positive network effects. Lastly, by integrating third-party applications, 

the ‘all-in-one’-solution was extended, minimising multi-homing. 

 

In conclusion, by implementing these recommendations, Worksome can improve its platform 

elements to retain online freelancers, as the dependence on the platform will increase, making online 

freelancers hesitant to move off-platform – eventually lead to a winner-take-all outcome for the high-

skilled marketplaces in Denmark. 
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9. Future research  
We acknowledge the limitations of our thesis, and accordingly suggest new prospects for future 

research.  

 

Briefly touched upon in the Discussion, our findings are based on DLPs from the perspective of 

online freelancers. However, we also acknowledge that companies are needed to create CNEs on 

Worksome’s platform. Thus, future research could investigate how to attract and retain companies 

to gain a more comprehensive understanding of a DLPs’ platform ecosystem. Furthermore, the 

COVID-19 pandemic might have challenged the study, affecting our respondents’ perspectives on a 

typical DLP, thus conducting a similar case study is commendable. 

 

Other aspects to consider in relation to future research are related to the case study design. This study 

is limited to a single case-study with a Danish-based DLP. Therefore, we argue that a future research 

could focus on a multiple case-study to get additional insights into the differences between 

international DLPs and Danish DLPs to embrace differences e.g. online freelancers’ organisation. 

Furthermore, a comparative study can also be used to gain better understanding of how different 

DLPs implement measures for user retention. 

 

Lastly, since the thesis provides recommendations in order for DLPs to improve their platform 

elements, it would be an interesting future of research to measure the performance of such elements. 

This would enable platforms owners to measure the impact of certain elements before proceeding 

an implementation.  
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