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Preface

This thesis forms the final part of my master’s degree in Spatial Planning, specialising in urban and
regional mobility. It not only marks the end of my academic journey but also the beginning of my
professional career in a field that I find incredibly fascinating. My interest lies in understanding how
space is used and how competing claims on urban environments shape cities. Mobility is a crucial
element in this dynamic, influencing accessibility, liveability, and the way people interact with their
surroundings. Quick Commerce (QC) is just one example of a phenomenon that impacts the built
environment, raising questions about how urban space should be allocated and who gets to decide its

use.

The inspiration for this thesis came from two books: Van wie is de Stad by Floor Milikowski and Het
recht van de snelste by Thalia Verkade. Verkade’s work got me thinking about how the focus on speed
and efficiency, embodied by QC services, affects liveability and public space. Milikowski’s analysis of
the role of platforms like Uber and Airbnb in urban areas sparked my interest in how a platform like QC
contributes to growing claims on public space. These platforms change the dynamics of urban spaces,
revealing tensions between commercial interests and residential needs. My thesis seeks to unravel these

tensions and understand residents’ attitudes towards these services.

Unfortunately, writing this thesis has taken longer than I anticipated due to various setbacks and
challenges. My perfectionism often hindered progress, and there were moments when I doubted whether
I could complete the work. Despite these difficulties, [ am incredibly proud to have finished and even

so proud of the result.

I would like to express my sincere gratitude to those who supported me throughout this process. First, |
would like to thank my thesis supervisor, Arnoud Lagendijk, for his invaluable guidance and support.
He was always available to answer my questions and give advice on the next steps. I am also grateful
for Jacob Tielemans and Sjors van Duren, as well as the other colleagues at Royal HaskoningDHV, for
their feedback and support during the initial stages of my research. Their contributions were instrumental
not only in shaping this thesis but also in providing me with valuable work experience at the firm. [ am
also deeply grateful to all the respondents who participated in my research. And last but not least, [ want
to thank my parents and my boyfriend for their emotional and intellectual support, helping me overcome

moments of stress and difficulty.

’

“And we shall overcome, as we 've done before.” — Overcome by Nothing But Thieves
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Abstract

This thesis investigates how residents perceive Quick Commerce (QC), a form of on-demand grocery
delivery that rapidly gained ground during the Covid-19 pandemic. The research focuses on three
districts in The Hague: Geuzen- en Statenkwartier, Morgenstond, and Zeeheldenkwartier. QC has
sparked ongoing debate due to its disruptive impact on urban environments worldwide. Municipalities
were surprised by its sudden rise and were confronted with concerns and complaints regarding traffic
safety, noise nuisance from dark stores, and the disruption of public space. Despite increasing attention
from both media and policymakers, little was known about how residents themselves perceive QC and

what drives their attitudes.

This research aims to address this gap by answering the following main research question: What are
the attitudes of Dutch residents (in three districts in The Hague) towards Quick Commerce
(regarding its impacts on the urban environment), and how can these attitudes be explained? A
mixed-methods approach was used, combining expert interviews with five municipal policymakers and
two academic experts in logistics, a residents’ survey (N = 93), and a focus group with four municipal

policymakers from The Hague.

Through the expert interviews, six key themes were identified that structure perspectives towards QC:
accessibility, economic viability, sustainability, policy development and urban planning, spatial impact,
and public perception. Across these themes, a notable contrast emerged between municipal
policymakers — who perceived QC primarily as redundant and disruptive — and one of the experts in

logistics, who acknowledged QC’s potential societal value.

The survey findings revealed a generally negative public attitude towards QC, best characterised as
NIABY (Not in Anybody’s BackYard). These attitudes were mainly shaped by individual-level costs
and benefits, such as previous use of QC services and traffic safety concerns. Societal costs and benefits
played a secondary role. Of the examined personal-communal-level factors, only age and education
level influenced attitudes, while the other communal-level factors played a minimal role. Spatial
characteristics had little explanatory value in the survey analysis, as neither district-level differences nor
distance to dark stores significantly influenced attitudes. However, the focus group findings suggest that
spatial characteristics may still influence attitudes in distinct urban areas, indicating a possible gap

between this research and lived experience.

The research’s mixed-methods design proved valuable for capturing both broad patterns and deeper
insights, though limitations in survey length, sample representativeness, and focus group composition
complicated integration and generalisation. Reflecting on these challenges, future research should
incorporate qualitative research with residents, explore longitudinal attitude shifts regarding QC, and

examine the role of media framing in shaping public perceptions. Practically, the findings underline the

iil
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need for early-stage public engagement organised by municipalities, integration of urban logistics into

urban planning as a core spatial issue, and proactive communication by both municipalities and QC

companies.

Keywords

Quick Commerce (QC) | Residents’ Attitudes | Mixed-Methods Research | Multiple Case Study
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1. Introduction to the research

1.1 Research context

In today’s highly globalised world, we increasingly rely on the fast, last-mile delivery of goods and
services (Lozzi et al., 2022). Simultaneously, in 2024, the vast majority (58%) of the world’s population
resided in often densely populated urbanised areas, occupying a relatively small portion of the land (The
World Bank, 2024). These two trends combined continue to put pressure on urban logistics systems,
resulting in both operational and environmental costs (Lozzi et al., 2022). Food and parcel deliveries are
usually carried out using mopeds and delivery vans. However, in recent years, there has been a growing
shift towards more sustainable modes of transport, such as light electric vehicles, electrified cargo bikes,

and e-bikes. These offer a more environmentally friendly solution (Schiinemann et al., 2022).

In 2015, a digital start-up from Turkey called Getir introduced an innovative business model based on
the promise of grocery delivery within ten minutes (Mithat Uner et al., 2021). This rapid delivery service
is able to do so by using small-sized distribution centres — informally called dark stores due to their
taped-windows appearance — which are strategically located near the largest possible customer base
(Kale, 2021). Consequently, dark stores are often situated in the centres of densely populated cities
(Mithat Uner et al., 2021). Once a customer places an order, groceries are collected in the dark store and

delivered by a courier — often on an e-bike.

This on-demand business model, known as Quick Commerce (QC), has several advantages. It caters to
efficiency and convenience, allowing customers to avoid supermarket-visits, whether during rush hour
after a long work or study day or simply out of convenience (Mithat Uner et al., 2021). The service
offers a fast solution for forgotten groceries (De Ondernemer, 2022). Furthermore, during the Covid-19
pandemic, it served those in quarantine or those concerned about infection risks. For parents, it offered
a practical solution when schools were closed and they had to supervise their children while working
from home, enabling them to still obtain groceries (Gu et al., 2021). Another benefit is that dark stores
often occupy properties with a retail function that had remained vacant for extended periods (Lanting et
al., 2022; Ploos van Amstel, 2022). By occupying such properties, QC services may help mitigate the
effects of high urban vacancy, such as decreased liveability, declining property values, and increased
crime rates (Yue et al., 2022). Finally, delivery by e-bikes provides a sustainable alternative in a sector

still largely dominated by polluting vans (World Economic Forum, 2020).

Recently, Getir expanded to multiple European cities, including London, Amsterdam, Paris, and Berlin,
and New York City (Hu & Marcius, 2021; Mithat Uner et al., 2021). After establishing itself in
Amsterdam, the service spread out to other Dutch cities such as The Hague and Rotterdam, as well as
to smaller cities like Bussum, Veenendaal, and Zeist (Team Flitsbezorgd.nl, 2022). Following Getir’s

success, similar QC companies were founded: Zapp, Gorillas and Flink. They often competed in the

1
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same cities and served largely overlapping neighbourhoods. This competition eventually led Zapp to
exit the Dutch market, while Gorillas was acquired by Getir (Bronzwaer, 2022). As of April 2024, Getir
also stopped, leaving Flink the only QC service still active in the Netherlands (Fasel, 2024).

These recent developments highlight the shifting nature and consolidation of the QC sector. Although
this consolidation may suggest that the peak of QC is behind us, the societal and spatial questions raised
and addressed in this thesis remain highly relevant, particularly in light of the broader trend towards on-

demand logistics in urban contexts.

Given the rapid rise and novelty of on-demand services, early attention primarily focused on the
advantages for (potential) users. However, challenges for the urban environment also came to light quite
quickly (Beblavy et al., 2016; Sarrio et al., 2021). Significant societal concerns have been expressed
worldwide. News outlets from Berlin, Paris, and various Dutch cities have reported complaints from
residents about couriers driving dangerously and ignoring traffic rules to meet tight delivery deadlines
(O’Brien & Haeck, 2022; Times Business Reporter, 2022). These couriers are typically teenagers or
young adults. According to TeamAlert — a youth organisation dedicated to improving road safety among
the youth — more than one-third of the relatively small group of bike couriers has been involved in a
traffic accident while making deliveries (De Vries, 2022). Relative to the total number of cyclists in a
high-risk group, this percentage is alarming. In Berlin, residents complained about the abundance of
delivery bikes on sidewalks in front of dark stores, further reducing already limited public space (NACS
Daily, 2022). Other complaints include excessive nighttime loading and unloading activities near dark
stores (Roele, 2022a), as well as noise disturbances caused by couriers (NOS, 2021). In one Indian city,
the opening of a dark store by a QC dark store even led to protests against the commercialisation of

residential areas (TNN, 2022).

In summary, most concerns relate to the use of public space and traffic safety — both consequences of
the business operations of these services. In response, many municipalities have taken steps to introduce
targeted regulations. Yet despite these measures, cities continue to face challenges in developing
consistent, future-proof approaches. This thesis aims to contribute to the societal debate by examining

QC’s impact through the eyes of residents.

1.2 Problem definition and knowledge gap

Local city councils were initially caught off guard by the rapid emergence of QC. The above-mentioned
negative externalities, observed in various countries, prompted city officials in Europe and the U.S. to
take swift action to limit further expansion. Officials in Madrid, Paris, New York City, and several other
cities argue that dark stores may violate zoning ordinances, as they do not qualify as retail establishments
(Wells, 2022). The French city of Lyon vetoed the opening of a dark store, stating that it “disturbs the

public space” (Haeck, 2022). Councils in several large and middle-sized Dutch cities have introduced a
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temporary ban on the establishment of new dark stores (ANP, 2022; Roele, 2022b). Amsterdam and The

Hague went a step further by only allowing such facilities to be located on industrial estates and large-
scale business parks, thereby banning them from residential, mixed-use, and main shopping areas in the

densely populated city centres (Gemeente Amsterdam, 2022).

Although QC remains a relatively new phenomenon, some policy-orientated research has appeared
(BRO & Movares, 2022; Lanting et al., 2022). However, what becomes increasingly apparent is that the
broader debate about what urban residents are willing to tolerate in their urban environment is largely
being overlooked. Instead, the discussion has been reduced to a ‘judicial and policy-related language
battle’ between QC companies and the involved city councils (Stoker, 2022). There is a notable lack of
academic research that explores this deeper debate surrounding QC and the public’s acceptance or

resistance to it.

1.3 Research aim and research questions

The previous elaboration leads to the following research objective:

The main objective of this research is to contribute to the societal and policy debate on Quick
Commerce, by providing insight into the attitudes of residents het in a large Dutch city and the factors
that influence these attitudes. In doing so, the research aims to provide concrete policy options for future
policymaking. Special attention will also be paid to the implications of the findings for both academic

knowledge and policy.

To reach the main objective, the following main research question is formulated:

What are the attitudes of Dutch residents (in three districts in The Hague) towards Quick
Commerce (regarding its impacts on the urban environment), and how can these attitudes

be explained?

The focus of this research will be on different districts in The Hague (see Chapter 4). In order to answer
the main research question and thereby fulfil the research objective, the following sub-questions (SQs)

have been formulated:

SQ 1. What are possible perspectives towards Quick Commerce?

SQ 2. How do perceived individual and societal costs and benefits shape residents’ attitudes
towards Quick Commerce?

SQ 3. Whatis the role of personal- and communal-level factors in shaping residents’ attitudes
towards Quick Commerce?

SQ 4. To what extent do residents’ attitudes towards Quick Commerce differ between urban

contexts, as explained by differences in dark store proximity and density?
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1.4 Societal relevance

This research on QC holds societal relevance because it addresses a recent and still-evolving
development that has raised dilemmas for policymakers in cities worldwide. While the initial explosive
growth of the sector has slowed, the spatial and societal challenges it introduced remain highly relevant.
QC has been heavily debated, given the widespread media coverage of its negative externalities in news
articles and on independent platforms (Pakhuis de Zwijger, 2022a, 2022b). The political party
GroenLinks has stated that dark stores are the inner-city equivalent of large, peripheral retail distribution
centres. They argue that this criticised “verdozing” adds nothing to a liveable and welcoming city centre

(Pijpker & Bronzwaer, 2022).

At the same time, the sector was initially welcomed due to growing demand and ongoing international
expansion (Hu & Marcius, 2021; Mithat Uner et al., 2021). Some experts even suggested that QC could
help address pressing urban problems such as retail vacancy and monofunctional neighbourhoods
(Lanting et al., 2022; Ploos van Amstel, 2022). Although consolidation has occurred in the Dutch market
and only one major operator remains active, broader societal questions about the desirability and spatial
integration of such on-demand services persist — particularly given the ongoing trend towards just-in-
time and proximity logistics (Chapter 2). This research aims to explore that underlying debate: to what

extent should society accept and embrace these types of services in the urban environment.

As mentioned earlier, municipalities have sought to regulate the establishment of dark stores. Their
responses to the disruptive nature of QC services are comparable to earlier reactions to platforms such
as Airbnb or shared bicycles and scooters. In these cases, policy perspectives shifted from initial
enthusiasm to more restrictive or even prohibitive approaches (Ploos van Amstel, 2021; Van Bemmel,
2021). This mirrors a broader societal trend: the debate around tensions in public space has increasingly
shifted from highlighting the benefits of such services to addressing their drawbacks. QC can be
understood within this same framework: as a force disrupting the established balance between

commercial activity and residential quality of life.

Moreover, the societal relevance of this topic is further underscored by policy-oriented publications that
continue to inform municipal practice. Consultancy firms BRO and Movares (2022) published a white
paper offering substantiated advice to municipalities on how to regulate QC services. Their
recommendations focus on two dimensions: the legal integration of QC operations and their implications
for mobility, logistics, and spatial planning (Havermans, 2022). Additionally, several master’s theses
have explored QC’s impact on urban liveability in Amsterdam, incorporating insights from

policymakers and urban logistics experts (Etty, 2021; Peters, 2022; Van Diemen, 2022).



Master's Thesis Quick Commerce M.R. van de Wiel ‘C
oo

1.5 Scientific relevance

Several studies have examined how residents respond to neighbourhood change (Barton, 2016; Durmaz-
Drinkwater et al., 2020; Gehl et al., 2006). Durmaz-Drinkwater et al. (2020) highlight how changes in
ground floor use and street-level design can strongly affect residents’ perceptions, as they shape street
activity and social interaction. Building on that argument, Gehl et al. (2006) conceptualise ground floor
uses and frontages as the interface between physical form and lived experience. Through the
establishment of dark stores, QC services alter ground floor use and subsequently the experience of
public space in similar ways. However, little empirical research has investigated how residents perceive
these spatial changes and how their attitudes come about. This constitutes a gap in both urban planning
and neighbourhood change literature, where the perspectives of the communities most affected by QC
remain underexplored. By investigating attitudes across different districts, this research also sheds light

on to what extent and how spatial context influences residents’ perceptions of QC.

In a broader sense, this research also connects to earlier studies on residents’ responses to locally
unwanted land uses (LULUs), such as wind turbines, landfills, or large-scale infrastructure projects
(Hamersma et al., 2014; Wolsink, 2000; Zhang & Klenosky, 2016). These studies often focus on place-
bound externalities, such as noise or visual disruption. QC, however, presents a novel variant: while it
can cause location-based nuisances near dark stores, it may also generate mobile, non-site-specific
impacts — such as perceived traffic safety risks and congestion in public space. This dynamic remains

under-represented in existing LULU literature and should be investigated further.

Within the logistics field, existing literature has focused mainly on the operational and infrastructural
challenges of the on-demand economy (Lozzi et al., 2022; Viu & Alvarez-Palau, 2020). These studies
emphasise the environmental, economic, and technological impacts of last-mile delivery, yet call for
more qualitative and quantitative research on its societal and urban consequences. Recent work by
Buldeo Rai et al. (2023) on the transportational and spatial implications of dark stores in Paris, London,
and New York similarly highlights the need for context-sensitive research. They recommend that more
empirical data on QC needs to be gathered, particularly regarding its urban effects, so that policymakers
can better anticipate and integrate these developments into decision-making. By exploring how QC
affects the lived experiences of residents near dark stores, this research contributes to closing that gap.
It brings a human geography and planning perspective into a domain often dominated by logistics and

efficiency discourse.

A useful comparative case is Airbnb, another platform-based service that has drawn considerable
academic attention. Like QC, Airbnb disrupts existing spatial practices by inserting commercial
functions into residential neighbourhoods. While it offers benefits to certain user groups, it also creates
negative externalities for others (Richards et al., 2019). Mody et al. (2020), for instance, examined the

impact of Airbnb on non-host residents. This research applies a similar methodological approach,
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surveying residents, on a similar service. In doing so, it contributes to broader theoretical discussions on

the social consequences of platform urbanism and the contestation of urban space.

1.6 Chapter outline

The remainder of this thesis is structured as follows. Chapter 2 will introduce the theoretical framework
of this research, resulting in a conceptual model that guides the rest of the research. Chapter 3 describes
the methodology of this research, which revolves around a multiple case study based in three districts
in The Hague. Chapter 4 provides a more detailed case description of the three districts. Chapter 5
presents the main research findings. In Chapter 6, the main research question is answered by first
addressing the four sub-questions. Then follow the reflections on the research process, limitations, and
the theoretical interpretation of the research results. The thesis ends with several recommendations for

further research and praxis.
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2. Literature review and theoretical framework

This chapter discusses the relevant literature consisting of concepts and frameworks related to the
overarching topic of QC. Due to the limited availability of existing literature, it is essential to approach
the topic from multiple academic angles. Similarities can be drawn with other, more extensively debated
concepts and theories. Therefore, in addition to introducing the concept of QC and its relation to the
broader on-demand economy, this literature review includes theoretical perspectives and concepts
drawn from various academic fields of study. Broadly speaking, these can be grouped into two
overarching domains: the spatial-physical mobility domain and the behavioural domain. Subsequently,
two theoretical frameworks are outlined: Social Exchange Theory and Social Cognitive Theory. These
frameworks help to conceptualise the main research subject: attitudes towards QC. Hypotheses related
to the sub-questions are then presented. Finally, the relevant concepts and theories are synthesised into

a coherent visual framework, and the interrelationships between them are clarified.

2.1 Quick Commerce services, as part of the bigger on-demand economy

Quick Commerce (QC) is best defined as “a fast form of on-demand delivery, dispatched out of dark
stores, which can deliver groceries (and if desirable other goods) ordered online by customers to
customers in less than an hour, or as quickly as in 10 minutes.” (Huang & Yen, 2021, p. 120). QC
services thus offer convenience to customers and address specific urgent needs, with the promise of
extremely fast delivery times. According to Berg and Henriksson (2020), QC contributes to an urban
utopia by easing the burdens of daily life and eliminating traditional time-space constraints. It removes
undesirable aspects of the urban experience, such as shopping with small children or waiting in long
supermarket queues. Peppel et al. (2022) conclude that while QC enhances convenience and simplifies

everyday living, it is likely to remain a niche market due to its luxurious nature.

The emergence of QC is closely linked to the on-demand economy, which, as noted by Lozzi et al.
(2022), represents a rapidly expanding economic paradigm in which customer needs are met through
the immediate provision of goods, services, and skills. This is facilitated through digital platforms,
eliminating the need for traditional physical store visits (Jaconi, 2014; Lozzi et al., 2022). In this context,
on-demand refers to the near-instant accessibility of services (Shapiro, 2018). According to Beblavy et
al. (2016), the growth of the on-demand economy can be attributed to its alignment with consumers’
increasing demand for convenience, speed, and simplicity. This desire for immediate gratification is
particularly evident among younger generations. A study by Colby and Bell (2016) found that over half
of on-demand consumers in the U.S. are millennials, with 30% aged 35-54, and 22% aged 55 and older.
This demographic trend underscores how the on-demand economy’s emphasis on rapid, convenient

services resonates strongly with younger consumers, driving its expansion. Furthermore, QC users tend
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to be highly-educated. Data from Eurostat (2024) and the Pew Research Centre (2020) show a

correlation between higher education levels and increased e-commerce shopping behaviour.

2.2 Spatial physical mobility domain

Beginning with the spatial mobility domain, the following sections explore sustainable urban mobility,
the X-Curve Framework, urban logistics and its associated challenges, the impact of QC on the urban

environment, and the role of policy within the spatial domain.

2.2.1 Sustainable urban mobility, the X-Curve framework, and Quick Commerce

The X-Curve framework (Figure 1) is a strategic model used to assess and guide transitions in urban
systems towards sustainability. According to the logic of the X-Curve, the core of any transition
comprises two intersecting dynamics: the breakdown of existing unsustainable practices and the
development of new sustainable alternatives (Hebinck et al., 2022). The framework focuses on the
interaction between these two dynamics and how this eventually results in a new equilibrium. During
the interaction phase, a degree of chaos often prevails, and the future configuration of the new
equilibrium remains uncertain. This stage calls for meaningful public and policy debates about the
desirability and sustainability of both the breakdown and buildup processes (Hebinck et al., 2022).
Strategic interventions at the point of intersection can help maximise positive impacts and minimise
negative ones.

Figure 1.

The X-Curve framework

Optimisation
Destabilisation Stabilisation

Chaos |nstitutionalisatio[’ -

Emergence Breakdown

Acceleration Phase-out
Experimentation

Note. The framework visualises the interaction of patterns of breakdown and build-up (Hebinck et al., 2022).
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Urban mobility, which directly influences environmental sustainability and quality of life, is a key
domain where the X-Curve Framework can be applied. Traditional transport modes, such as gasoline-
powered vehicles, significantly contribute to environmental, poor air quality, and noise pollution. More
broadly, car dependency negatively impacts traffic safety, congestion, and accessibility, and may even
contribute to mobility poverty (Handy, 2002). As cities continue to grow and mobility demand increases,
the need for efficient and sustainable mobility solutions becomes more pressing. An ideal sustainable
mobility system minimises ecological footprints by prioritising environmentally friendly transport
options (public transit, cycling, walking), reducing travel distances, and improving the vehicle fleet
through the use of electric and shared mobility. The transition to sustainable mobility involves
dismantling car-centric urban design and experimenting with more sustainable alternatives. In this
context, shared mobility services, electric vehicles, and e-bikes have emerged as key components,
offering eco-friendly and congestion-reducing alternatives to conventional vehicles, particularly in

densely populated areas (Hebinck et al., 2022).

In relation to the X-Curve framework, QC occupies a nuanced position. On the one hand, QC practices
can increase traffic and congestion and encourage a culture of instant gratification, potentially leading
to overconsumption and increased waste. These aspects place QC within the phase-out trajectory of
unsustainable practices. On the other hand, QC services rely on e-bikes, which reduce emissions, lower
air pollution, and alleviate car congestion — indicating a positive shift towards more sustainable urban
mobility. As with other emerging innovations, society must critically assess whether QC constitutes a

desirable and sustainable alternative to existing mobility practices.

2.2.2 Logistics and associated difficulties

Urban logistics, which involves the efficient movement and storage of goods within urban areas, plays
an increasingly important and complex role in inner cities. Consequently, urban logistics presents
significant challenges, including traffic congestion, limited space for warehousing, and the need to

balance commercial activities with residential quality of life.

Two overarching logistical trends are particularly noteworthy: logistics sprawl and proximity logistics
(Buldeo Rai et al., 2022; Kin et al., 2024). Logistics sprawl refers to the outward relocation of large
logistics facilities, such as distribution centres, to suburban or peri-urban areas, where land is more
readily available and affordable. While this approach can reduce warehousing cost, it often leads to
longer transportation distances and increased dependence on road transport, thereby contributing to
traffic congestion and greenhouse gas emissions. Proximity logistics, by contrast, involves the strategic
placement of smaller warehouses closer to consumers, reducing delivery times and minimising transport

distances. This approach can help alleviate traffic congestion and improve delivery efficiency.

Whereas logistics sprawl was once the dominant trend, rising consumer demand is now prompting

logistics providers to move facilities closer to their customer base. Urban planning and governmental
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authorities, however, have traditionally focused on allocating land for large-scale logistics facilities,
often overlooking the growing need for smaller, centrally located distribution centres (Zhao et al., 2024).
This oversight contributes to a spatial mismatch between designated logistics land use and the actual
distribution of facilities. Zhao et al. (2024) argue that this mismatch can result in inefficient land

development and a decline in quality of life surrounding these facilities.

2.2.3 Impact of quick commerce on the urban environment

Any form of urban activity has social, economic, and environmental impacts on the urban environment
and affects those living in its vicinity. According to Villa and Monzén (2021), QC services accentuate
many logistical challenges that were already present in e-commerce-based urban distribution. These
include small order quantities, a greater number of delivery addresses, higher resupply frequencies,
lower stock levels, reduced vehicle load optimisation, and just-in-time delivery practices (Lebeau &
Macharis, 2014). Berg and Henriksson (2020) further argue that QC introduces new and additional
burdens on urban space, such as the increased visibility of freight traffic and the emergence of delivery
cyclists as a new category of road user competing for limited cycling infrastructure. These developments
place increasing pressure on the urban environment, particularly for residents who must now navigate

the negative externalities of increased traffic.

In addition, the spatial manifestation of dark stores — and their occupation of public space required for
operational logistics — has consequences for the surrounding area and residents’ perceptions of the
service. Lozzi et al. (2022) argue that inefficiencies in urban transport systems are particularly visible
in high density areas and are exacerbated by commercial paradigms driven by an on-demand mindset.
They contend that e-commerce, and especially the on-demand economy, intensifies negative
externalities such as accidents, congestion, noise, and even feelings of spatial displacement — factors
that negatively impact residents’ quality of life. The following sections provide an overview of the

various impacts of QC operations on the urban environment and urban populations.

2.2.3.1 Risky riding behaviours among delivery riders

One major impact of QC on the urban environment concerns the traffic behaviour of couriers. As
discussed earlier, most QC couriers use e-bikes to deliver groceries. Several scholars argue that time-
based business models negatively influence the riding behaviour of couriers — a relationship that has

been previously examined in the context of bike messengers.

Long before on-demand delivery gained popularity, bike messengers were delivering documents and
parcels for businesses in dense urban areas, such as New York City. These areas typically experience
high traffic congestion and increased risk at intersections, elevating the potential for traffic conflicts
(Lachapelle et al., 2021). Bike messengers were compensated per delivery, a system that incentivised

speed over safety. Pay-per-delivery schemes have been linked to unsafe behaviours, as time-consuming
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safety measures (e.g., waiting at red lights or wearing protective gear) may be deprioritised (Fincham,
2006; Galiere, 2020; Zheng et al., 2019). Christie and Ward (2019) found similar results in their study
of food delivery couriers: operating in high-traffic environments under time pressure encouraged risk-
taking behaviours such as speeding, cycling on sidewalks, violating right-of-way rules, and running red
lights. According to Oviedo-Trespalacios et al. (2022), such behaviours among QC couriers are strongly
influenced by operational practices. The authors argue that companies should take responsibility for

reducing time pressure on their delivery staff.

Comparing literature on bike messengers, food couriers, and QC couriers reveals several parallels. QC
couriers typically operate from dark stores in densely populated inner cities, increasing the potential for
conflict with other road users. However, most QC couriers are paid hourly rather than per delivery. In
line with the findings of Christie and Ward (2019); Fincham (2006); Galiére (2020); Zheng et al. (2019),
hourly pay should reduce the financial incentive to engage in risky riding behaviour. In May 2022, QC
companies published a code of conduct aimed at reducing public nuisance and promoting responsible
labour practices (Van de Ven, 2022). These companies claimed that couriers are neither penalised for
slower deliveries nor rewarded for speed, and that they make no firm promises to deliver groceries
within ten minutes. However, the marketing of QC continues to emphasise speed, branding themselves
as providers of groceries within a ‘flash.” This strategic focus on speed still represents an organisational
message that may influence courier behaviour. This concern is supported by empirical data. A study by
TeamAlert (2022) found that a significant majority of QC couriers engage in risky riding behaviour:
80% reported occasionally cycling on sidewalks, 63% admitted to running red lights, and 59%

acknowledged riding on the wrong side of the road.

2.2.3.2 Noise pollution and the impact of background noise

Noise pollution is another negative externality of on-demand logistics in urban environments (Pan et al.,
2021). As reported by various media outlets, examples related to QC include nighttime (un)loading of
supply trucks near dark stores and late-night conversations among couriers. However, public acceptance
or rejection of noise does not depend solely on the source itself. Connors (2019) argues that background
noise plays a significant role in how additional noise is perceived. In areas with high ambient noise, a
new sound may be barely noticeable or entirely masked. In contrast, in quieter areas, a new sound can

dominate the soundscape and feel highly intrusive.

Applying this to QC, one might expect higher levels of tolerance, or at least reduced annoyance, towards
noise generated by QC operations in busier, denser districts with high background noise levels. In
contrast, in quieter neighbourhoods with fewer background activities, such noise may be more readily
perceived as a disturbance. Thus, the spatial and functional characteristics of a district may partially

influence public acceptance of QC.
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2.2.3.3 Bike parking, loading zones, and congestion

Another significant impact of QC relates to the disruption caused by integrating QC operations into
urban environments that are not designed to accommodate them. This connects to the earlier-mentioned
shift from logistics sprawl to proximity logistics. QC exemplifies proximity logistics, which requires
warehouse facilities to be near urban consumer bases (Buldeo Rai et al., 2022; Kin et al., 2024).
However, due to planning priorities historically favouring large-scale logistics sprawl, many dark stores
now occupy repurposed buildings that were not designed as high-intensity logistics activities (BRO &
Movares, 2022; Zhao et al., 2024). These buildings are often long-vacant former retail spaces, car
garages, or even residential homes. In their previous use, they did not require the level of logistical
infrastructure that QC now demands. As a result, spatial integration is challenging and often leads to

site-specific nuisances (Buldeo Rai et al., 2023).

These nuisances include excessive bike parking, inadequate loading and unloading facilities, and
increased congestion. Delivery bikes are frequently parked on pavements due to the lack of dedicated
space within the premises. This obstructs pedestrian flows, especially affecting people with disabilities
and parents with strollers (Zhao et al., 2024). Moreover, the immediate surroundings of many dark stores
lack sufficient infrastructure to accommodate the high volume of supply deliveries and increased bicycle
traffic (ITF, 2024). In cases where former residential buildings are repurposed, no designated loading
zones are available. Consequently, delivery trucks often double-park or occupy unauthorised spaces
during resupply, disrupting traffic flow (Departement Mobiliteit en Openbare Werken, 2013). Overall,

the high frequency of delivery vehicles intensifies traffic congestion, particularly during peak hours.

2.2.4 Policy regarding the spatial domain

Policymaking inherently involves managing limited resources, such as time, space, and money, while
balancing the often conflicting interests of various stakeholders. It rarely results in outcomes that satisfy
all parties and can therefore be seen as a process of choosing between several imperfect options. This
inherent complexity and the need for trade-offs are characteristic of many policy challenges and are
often described as “wicked problems.” The term, introduced by Rittel and Webber (1973), refers to
complex, multifaceted issues that are difficult to define and resistant to straightforward solutions due to

their interconnected and evolving nature.

The regulatory challenges posed by QC exhibit several characteristics of wicked problems. QC affects
multiple dimensions of the urban environment, including traffic congestion, noise pollution, and the use
of public space. These dimensions are interconnected, meaning that solving one issue may inadvertently
worsen another. For example, creating designated loading zones may help reduce traffic congestion but
simultaneously increase noise levels in those areas. Likewise, imposing delivery time restrictions to
reduce nighttime noise may lead to higher congestion in off-peak hours. Policymakers must navigate

such trade-offs carefully to prevent exacerbating other existing problems.
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While jurisprudence related to QC regulation exists now (Rechtbank Amsterdam, 2022; Rechtbank Den
Haag, 2022a, 2022b), academic research evaluating these policies remains limited. The regulatory
trajectory of QC bears resemblance to that of other platform-based services, such as Airbnb and Uber.
Policy responses to services within the shared and on-demand economy, such as ride-sharing and short-
term rentals, have often been reactive rather than proactive. Therefore, several parallels can be drawn
between QC and these services in terms of regulatory challenges and responses. In many cases, the
initial absence of regulation for services like Airbnb and Uber, and later QC, led to significant urban
disruptions, prompting cities to implement delayed policy interventions. This reactive stance stems from
the rapid emergence and widespread adoption of these services, which tend to outpace existing
regulatory frameworks. Policymakers often respond only after key issues — such as safety concerns,

market disruptions, and neighbourhood impacts — have already materialised.

The example of Airbnb provides useful insights into the consequences of different policy approaches.
Research by Nieuwland and Van Melik (2020) shows that cities with proactive policies for short-term
rentals experienced fewer problems related to housing affordability, neighbourhood disruption, and
regulatory compliance than those that were slower to act and allowed the phenomenon to evolve
unchecked. Their study highlights the importance of timely intervention in managing the impacts of
shared economy services. By extension, early and decisive policy action may also be instrumental in

mitigating the potential negative effects of QC on urban environments.

2.3 Behavioural domain

Transitioning from the physical spatial mobility domain, the following sections explore theories and
concepts within the behavioural domain. The sections explore residents’ perceptions and responses to
neighbourhood change, outline the theoretical frameworks guiding this research, and introduce key

concepts such as Not In My BackYard (NIMBY) and LULU.

2.3.1 Attitude, Neighbourhood Change, and Quick Commerce

Attitude can be defined as a psychological construct that encompasses a person’s positive or negative
evaluations, emotional responses, and behavioural tendencies towards an object, person, or situation
(Bizer et al., 2006; Vargas-Sanchez et al., 2016). Attitudes shape how people perceive and respond to
their surroundings, including changes occurring within their neighbourhoods. Residents may react to
such changes in various ways: positively, seeing them as improvements; negatively, due to
inconvenience; or with indifference. Their responses are influenced by several factors, including the
degree of attachment to the neighbourhood and others within it. Social cohesion plays an important role
in this context, as close-knit communities with strong social ties are generally better equipped to cope
with, manage, and resist changes. Such communities tend to be better informed and more organised in

opposing unwanted developments.
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Taking the example of Airbnb again, various studies have shown that social cohesion contributes to
residents’ resistance against the disruptive impacts of platform services. For instance, Gurran and Phibbs
(2017) highlight that communities with strong social ties can effectively advocate for policy
interventions to address issues such as increased rents, displacement of long-term residents, and housing
shortages. Similarly, Ferreri and Sanyal (2018) note that cities like Berlin and London have witnessed
successful community-driven efforts to pressure local governments into regulating short-term rentals in

order to protect residential housing markets.

Neighbourhood change is often perceived as a loss of control. A concept closely related to this is cultural
displacement, which is frequently discussed in urban sociology in connection with residential and
commercial gentrification. According to Tuttle (2022), cultural displacement refers to the loss of a sense
of belonging and ownership in one’s neighbourhood. He argues that local businesses play a key role in
shaping residents’ attachment to place and can either produce or alleviate feelings of alienation.
Friesenecker and Lagendijk (2021) similarly contend that commercial gentrification does not necessarily
cause physical displacement of marginalised groups but often results in symbolic or behavioural

displacement — altering the way people feel and behave in their environment.

In relation to QC, this can be illustrated as follows: Shapiro (2018) argues that the “darkening” of
properties in urban environments, due to the establishment of dark stores, affects the lived experience
of surrounding residents. Residents and passers-by may perceive a decline in the aesthetics of these
buildings, which can reduce their overall appreciation of the area. Impersonal, closed-off dark stores
with taped windows may replace familiar, socially valued spaces such as bakeries or bookstores — places
that previously fostered local interaction. Additionally, delivery services often occupy scarce public
space with parked bicycles and (un)loading activities. These changes can be perceived as occurring
outside of residents’ control, potentially leading to a diminished sense of agency and a growing sense

of alienation from the neighbourhood (Lozzi et al., 2022).

Bjoergen et al. (2021) argue for greater attention to the implications of home deliveries of e-groceries for
urban planning. As residents’ lived experiences form a crucial part of urban life, understanding their
perspectives on these developments is essential. Insight into their attitudes towards QC and similar forms
of urban change can inform responsive and inclusive planning practices. But how can we examine those
attitudes? The next section elaborates on two theoretical frameworks that can be used to examine these

attitudes.

2.3.2 Theoretical frameworks: social exchange theory; social cognitive theory

Two sociological theories that offer valuable insights into individuals’ attitudes are Social Exchange

Theory (SET) and Social Cognitive Theory (SCT), both of which are elaborated below.
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2.3.2.1 Social Exchange Theory

The theoretical framework of Social Exchange Theory (SET) was first introduced by sociologist George
C. Homans (1958) and has since been widely applied in sociological and psychological research
examining attitudes. Rooted in economic theory, SET posits that individuals’ attitudes towards, and
support for, a particular relationship (or lack thereof) are based on their evaluations of the benefits and
costs associated with that relationship (Thibaut & Kelley, 1959). Individuals conduct a subjective cost-
benefit analysis, integrating their evaluations into attitudinal and behavioural intentions (Ajzen &

Fishbein, 1980).

Mody et al. (2020) expanded SET by incorporating non-economic factors that may influence residents’
attitudes. In their study on non-hosting residents’ support for Airbnb, they found that residents’
knowledge of Airbnb and their understanding of its development issues significantly and positively
affected their level of support. Media and news outlets, as key sources of information, play a role in

shaping this knowledge.

In the context of QC, SET can be applied to investigate the factors influencing residents’ attitudes,
namely the perceived balance between the costs and benefits of QC services. Since QC has received
extensive coverage in the media, individuals are exposed to a variety of narratives that inform and shape

their opinions about these services.

2.3.2.2 Social Cognitive Theory

Social cognitive theory (SCT), developed by Albert Bandura, provides another theoretical lens relevant
for examining attitudes towards QC. SCT posits that learning and the development of attitudes result
from the interplay of personal cognitive factors, social interactions, and environmental influences. For
example, individuals’ attitudes towards a given issue (X) may be shaped by personal beliefs about X,
social interactions with others who support or oppose X, and environmental factors such as the

availability or visibility of X (Bandura, 1986; Schunk & DiBenedetto, 2020).

According to SCT, individuals acquire new knowledge and behaviours through observational learning:
by observing and imitating others. When observed behaviours are rewarded, individuals are more likely
to adopt them. SCT also emphasises the role of self-efficacy, referring to individuals’ confidence in their

ability to perform specific actions and to influence their environment.

In relation to QC, SCT suggests that individuals develop attitudes by observing the service’s impact on
their communities — for example, weighing the convenience of rapid grocery delivery against concerns
over noise, traffic, or public space usage. Self-efficacy plays a role in shaping whether individuals
believe they can influence QC developments or mitigate negative impacts. Residents who feel more
capable of influencing local policy or community discussions may express stronger attitudes, whether

positive or negative. Furthermore, social and environmental factors — including media portrayals,
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interactions with neighbours, prevailing community norms, and regulatory frameworks — also shape

these attitudes.

Following this discussion of theoretical frameworks, several related conceptual abbreviations will be

introduced and explained in the next section.

2.3.3 NIMBY and LULU

An acronym frequently used in relation to residents’ opposition to proposed developments in their local
area is NIMBY, which stands for Not In My BackYard. NIMBY characterises the social response to
unwanted facilities, often referred to as Locally Unwanted Land Uses (LULUs) (Schively, 2007).
Wolsink (2000, p. 53) further elaborates that NIMBY's are “people that combine a positive attitude and
resistance motivated by calculated personal costs and benefits.” In other words, while the NIMBY
concept attributes the problem to the local community’s resistance, the LULU concept attributes it to
the land use itself (Burningham et al., 2006). This phenomenon has been studied across various contexts,
including infrastructure developments (e.g., roads, railroads, offshore oil drilling) and social facilities

(e.g., mental health care institutions, affordable housing, shelters) (Schively, 2007).

The term Not In My BackYard inherently implies a relationship between the proposed development and
its proximity to residents. This proximity effect was demonstrated in Van der Horst’s (2007) research
on residents’ attitudes towards wind turbines in rural versus urban areas. His findings indicate that
proximity significantly influences public attitudes towards proposed developments. However, the
nature, intensity, and spatial scale of this effect may differ depending on the specific local context and

land values.

In addition to NIMBY and LULU, various other related terms have entered academic discourse on public
engagement, such as NIABY (Not In Anyone’s BackYard), BANANA (Build Absolutely Nothing
Anywhere Near Anyone), and IABY (In Anyone’s BackYard) (Burningham et al., 2006; Schively, 2007).
It is also important to acknowledge the existence of neutral attitudes, defined as the absence of strong

positive or negative opinions regarding a development.

De Cock Buning et al. (2011) argue that a NIMBY attitude is not merely a fixed form of behaviour but
rather a dynamic learning process in which individuals develop their views over time. In this process,
factors such as basic attitudes, value orientations, trigger events, information seeking, and argumentation
play a central role (Figure 2). Initially, people may hold an undetermined or unarticulated position on
the issue that is not necessarily negative. A trigger event (such as the arrival of a dark store in one’s
neighbourhood) may prompt individuals to seek information. During this information-gathering phase,
individuals with previously undefined views may develop either positive or negative attitudes, which
over time may evolve into a more explicit general position (e.g., IABY or NIABY). Some may remain

undecided, navigating between personal local interests and broader societal interests, thus maintaining
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a NIMBY stance. Others may remain a neutral position regarding both local and general considerations.
The model by De Cock Buning et al. (2011) shows the dilemmas and trade-offs individuals make
between local and general interests, driven by their basic attitudes, value orientations, and competing

arguments.

It is expected that a relationship exists between the spatial manifestation of QC services in inner cities
and the phenomenon known as NIMBY. When applying Wolsink’s (2000) definition of NIMBY to QC,
a key condition is the coexistence of a generally positive attitude towards QC alongside a preference for
its presence and/or expansion elsewhere. As previously discussed, media and news outlets have reported
instances of noise nuisance resulting from activities in and around the dark stores, including bicycle
couriers and the (un)loading of goods (NOS, 2021; Roele, 2022b). Following Schively’s (2007)
argumentation, dark stores could potentially be classified as LULUs, thereby triggering a NIMBY
response. In such cases, residents may support the service and the benefits it offers while simultaneously

opposing the externalities it produces in their immediate surroundings.

Figure 2.
The NIMBY dilemma
: : - Overt behaviour of
Genesis of Nimby position Nimby positions
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position in the
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Note. The successive steps in the genesis of a NIMBY dilemma and two deflecting options of positioning and behaviour (De

Cock Buning et al., 2011).
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2.4 Conceptual model

This section outlines how the theoretical concepts discussed earlier are integrated into a conceptual
model that guides the empirical investigation of residents’ attitudes towards QC. Thereafter, the

conceptual model itself is presented and explained in more detail.

2.4.1 Linking the theoretical framework to the conceptual model

The theoretical framework explored the role of QC within the broader on-demand economy, examining
its connection to sustainable urban mobility and the logistical challenges stemming from its rapid
expansion. It is clear that QC has significant implications for the urban environment, altering
neighbourhood dynamics and introducing new spatial and mobility demands. Policymaking within the
spatial domain is increasingly focused on managing these impacts, with particular attention to how QC

affects urban development, residents’ quality of life, and the overall functioning of cities.

The behavioural literature on attitudes offers a foundation for understanding how residents perceive
these changes. Theories such as SET and SCT provide insights into how individuals assess the costs and
benefits of QC within their communities. Additionally, concepts like NIMBY and LULU are central in
framing the range of resistance, acceptance, or neutrality towards QC. As QC’s business operations
provide services while simultaneously demanding physical space in dense urban environments, they
generate significant changes that may likely be perceived either positively or negatively, depending on

their perceived impact on local life.

Building on these theoretical foundations, this thesis investigates residents’ attitudes towards QC in
three distinct districts in The Hague. This research aims to identify the factors that shape these attitudes.
To systematically explore the relationships between influencing factors and attitudes, a conceptual
model was developed that visualises how residents’ attitudes are shaped by both individual perceptions
and external influences. This model, presented in, integrates the theoretical insights discussed earlier
into a structured representation of how spatial and policy context, personal and communal level factors,
and perceived individual and societal benefits and costs collectively shape attitudes towards QC. The
reasoning behind the model and the relationships between its elements are explained below, alongside

the relevant sub-questions (SQ 2, 3, and 4).

2.4.2 Explanation of the model

This research applies SET as a key framework for understanding residents’ attitudes towards QC.
According to SET, individuals’ attitudes towards a particular issue result from a subjective trade-off
between perceived benefits and perceived costs (Thibaut & Kelley, 1959). Widely applied across various
social science disciplines to explain human behaviour and decision-making, SET provides a justified

foundation for this research. The conceptual model is depicted in Figure 3.
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Figure 3.
Conceptual model of attitudes influenced by hypothesised factors

Personal- and

communal-level
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Note. Own design.

In the model, SET is portrayed by the boxes perceived individual and societal costs and perceived
individual and societal benefits, with a scale in between them. These elements are directly linked to the
box residents’ attitude towards Quick Commerce via solid arrows, indicating an established,
academically supported relationship as described by SET. The relationships between perceived costs,

benefits, and residents’ attitudes are addressed by SQ 2.

However, SET has faced criticism for oversimplifying complex social interactions by reducing them to
purely economic cost-benefit analysis. Several authors argue that such an approach neglects emotional,
cultural, and social factors that influence attitudes and behaviours (Mody et al., 2020), thereby limiting
the depth of understanding of social dynamics. To address these critiques, this research incorporates
additional personal and community-level factors into the model. These factors, which are expected to
influence attitudes towards QC, include age, educational level, social cohesion, and news exposure. This
component is represented by an additional box linked to the cost-benefit pathway, illustrating a potential
moderating effect on attitudes. As these relationships have not yet been empirically tested or established,
they are represented with dashed arrows in the model. Furthermore, as will be elaborated in the following
section, the personal and community-level factors are expected to affect and/or moderate the relationship
between perceived individual and societal costs and benefits, and residents’ attitudes. This part of the

framework is addressed by SQ 3.
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Beyond personal and community-level factors, broader spatial and policy contexts also play a critical
role. As this research uses a comparative case study across different districts, it is essential to account
for variations in these contexts, which are likely to influence residents’ perceptions and attitudes.
Therefore, a contextual box is included in the model, representing characteristics relevant to the districts
in The Hague. The influence of this context is particularly relevant to SQ 4, which examines whether

and how attitudes differ between districts.

At the core of the model is the outcome variable: residents’ attitudes towards QC. One additional
component remains to be addressed: the categorisation of resulting attitudes using the NIMBYU
framework introduced earlier. Rather than portraying attitudes in simple terms (positive, negative, or
neutral), this research adopts the NIMBY narrative to allow for greater nuance. Attitudes towards QC
may manifest as NIMBY (support for QC in general but opposition to its presence nearby), NIABY
(complete rejection of QC), IABY (general support with no objection to local presence), or a neutral
stance (neither strongly positive nor negative). Thus, attitudes are expected to vary somewhere along a
spectrum between acceptance and resistance. My expectation (reiterated later in section 2.5) is that a

NIMBY attitude will be dominant; hence, it is emphasised in bold within the conceptual model.

The following section (2.5) further elaborates on the expected and hypothesised directions of the

relationships between the concepts.

2.5 Expectations and hypotheses

The literature review and theoretical framework illustrate how QC can be examined from multiple
theoretical perspectives. Following the presentation of the conceptual model, it is necessary to outline
the hypotheses and expectations that guide this research. SQ 2, 3, and 4 are directly linked to one or
more relationships visualised in the conceptual model, clarifying how the key concepts are expected to
interact. The formulation of these hypotheses and expectations is grounded in the theoretical framework,
supplemented by logical reasoning drawn from existing (grey) literature and contextual information

specific to the districts studied (for SQ 4).

Each hypothesis reflects an expectation regarding how residents’ perceptions, external factors, and
spatial contexts shape overall attitudes towards QC. These hypotheses now provide a clear roadmap for
the empirical investigation that follows. In contrast, for SQ 1, no formal hypotheses or expectations are

formulated; instead, broader orientations are introduced.

2.5.1 Orientations regarding SQ 1

What are possible perspectives towards Quick Commerce?

The first sub-question aims to explore and identify diverse perspectives on QC, incorporating viewpoints

from experts and policymakers. This constitutes an important introductory question within the research,
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given that QC remains a relatively new phenomenon. The theoretical framework, grey literature, and
my own reasoning have collectively informed a conceptual scope within which different potential
perspectives may emerge. These thematic orientations include: accessibility; economic viability and
market development; sustainability; policy development and urban planning; spatial impact; and public
perception and imagery. QC is connected to each of these themes in distinct ways, making them relevant

to this SQ.

I have chosen to organise the results regarding SQ 1 according to these thematic orientations. Given the
exploratory and open-ended nature of SQ 1, I deliberately refrain from further formulating specific
hypotheses or expectations prior to the data collection. This approach allows for the emergence of a

broad range of perspectives, rather than restricting the analysis to predefined predictions.

2.5.2 Hypotheses regarding SQ 2

How do perceived individual and societal costs and benefits shape residents’ attitudes towards Quick

Commerce?

SQ 2 aims to investigate which aspects of perceived individual and societal benefits and costs influence
residents’ attitudes towards QC. Several hypotheses have been formulated for this sub-question, based

on the operationalisation of the concepts of costs and benefits:

Individual benefits
H1. Previous use of QC services: Residents who have previously used QC are expected to hold more
positive attitudes towards QC.
H2. Perceived convenience: The higher the perceived convenience of QC, the more positive residents’
attitudes are towards QC.
H2a. Ease of use: Higher perceived convenience of QC due to online ordering is associated with
more positive attitudes towards QC.
H2b. Time-savings: Higher perceived convenience of QC due to time savings is associated with
more positive attitudes towards QC.
H3. Cost savings: Residents who perceive QC as cheaper than shopping in conventional supermarkets
are expected to hold more positive attitudes towards QC.
H4. Product availability: The greater the perceived diversity of products available through QC, the

more positive residents’ attitudes are towards QC.

Societal benefits

HS. Societal usefulness: Residents who perceive QC as a useful addition to society are more likely to
hold positive attitudes towards QC.

H6. Neighbourhood acceptance: Residents who perceive QC as a positive addition to their

neighbourhood are expected to hold more positive attitudes towards QC.

21



Master's Thesis Quick Commerce M.R. van de Wiel ‘C
oo

Individual costs

H7. Impulse shopping: The more strongly residents experience impulsive purchases due to QC, the
more negative their attitude towards QC.

H8. Social isolation: Residents who perceive QC as reducing social engagement are expected to hold
more negative attitudes towards QC.

H9. Feelings of unsafety in traffic: Residents who perceive QC as contributing to unsafe traffic
conditions are expected to hold more negative attitudes towards QC.

H10. Personal experienced nuisance: Residents who experience nuisance directly caused by QC

operations are expected to hold more negative attitudes towards QC.

Societal costs

H11. Traffic congestion: Residents who perceive QC as increasing delivery traffic are expected to hold
negative attitudes towards QC.

H12. Traffic accidents: Residents who perceive QC as contributing to more traffic accidents are
expected to hold more negative attitudes towards QC.

H13. Urban disruption: Residents who perceive QC as disrupting neighbourhood liveability (e.g.,
through noise nuisance, dark stores, or public space occupation) are expected to hold more negative

attitudes towards QC.

2.5.3 Hypotheses regarding SQ 3

What is the role of personal- and communal-level factors in shaping residents’ attitudes towards Quick

Commerce?

SQ 3 examines which personal and community-level factors influence residents’ attitudes towards QC.
The following hypotheses have been formulated based on the operationalisation of these factors. The
expectation regarding social cohesion was added later, based on insights from the semi-structured

interviews.

H14. Age: The negative relationship between perceived costs of QC and residents’ attitudes towards
QC is stronger for older residents.

- This hypothesis is based on the notion that the primary target audience for QC is relatively
young (Colby & Bell, 2016). Younger residents may be more receptive to technological
innovations and therefore more likely to maintain positive attitudes when they perceive benefits.

H15. Level of education: The negative relationship between perceived costs of QC and residents’
attitudes towards QC is weaker for residents with higher education levels.

- This hypothesis is grounded in prior research indicating that QC users are often highly educated,

which may foster more positive attitudes towards QC (Eurostat, 2024; Gonzalez, 2020).
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H16. Length of residence: The negative relationship between perceived costs of QC and residents’
attitudes towards QC is stronger for long-term residents.

- This hypothesis is based on the reasoning that long-term residents may be more sensitive to
potential disruptions caused by QC (e.g., noise, traffic) and therefore develop more negative
attitudes when they perceive costs.

H17. Social cohesion: The negative relationship between perceived costs of QC and residents’ attitudes
towards QC is stronger for residents living in communities with higher levels of social cohesion.

- This expectation derives from the semi-structured interviews with logistical experts, who argued
that higher social cohesion fosters stronger collective awareness and a greater likelihood of
residents expressing negative evaluations of QC-related societal costs.

H18. News exposure: The negative relationship between perceived costs of QC and residents’ attitudes
towards QC is stronger for residents who are more frequently exposed to QC-related media coverage.

- This hypothesis is supported by Mody et al. (2020), who suggest that (social) media influence

public perceptions, with the tone and framing of coverage shaping attitudes towards QC.

2.5.4 Hypotheses regarding SQ 4

To what extent do residents’ attitudes towards Quick Commerce differ between urban contexts, as

explained by differences in dark store proximity and density?

SQ 4 examines which aspects of the spatial and policy context shape residents’ attitudes towards QC.
This sub-question addresses the importance of contextual variation in influencing attitudes. It is expected
that differences will exist between the three investigated districts regarding residents’ attitudes towards

QC. The following hypotheses have been formulated for SQ 4, along with their theoretical foundations:

H19. Dark store location (proximity): Residents living in districts where dark stores are located at
greater distances from residential homes are expected to express more positive attitudes towards QC,
due to reduced concerns about liveability and noise.

- This hypothesis is based on the proximity effect described by Van der Horst (2007), who argues
that the distance to nuisance-generating facilities influences public attitudes: greater distance
generally reduces opposition.

H20. Density: Residents living in high-density districts with compact urban layouts are expected to
exhibit more negative attitudes towards QC, due to increased competition for space and heightened
perceptions of disruption.

- This hypothesis builds on the argument by Lozzi et al. (2022), who suggest that in dense urban
environments with narrow streets, residents are more likely to experience nuisance from

additional activities such as QC operations, thereby fostering more negative attitudes.
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H21. Existing shopping structure: The positive relationship between perceived benefits of QC and
attitudes towards QC is expected to be stronger in districts where dark stores are located near busy
shopping streets.

- This hypothesis draws on Connors (2019) that residents living in areas with already high levels
of street activity tend to show greater acceptance of additional activities. In quieter
neighbourhoods, the introduction of a dark store may lead to more noticeable increases in noise
pollution and disruption.

The neighbourhoods selected for this research differ across these spatial variables. The rationale for
selecting these districts, as well as the methods used to test these expectations, are discussed in greater
detail in the methodology chapter. The case description provides further elaboration on the relevant

characteristics of each district.

2.5.5 Expectation regarding the main research question
What are the attitudes of Dutch residents (in three districts in The Hague) towards Quick Commerce

(regarding its impacts on the urban environment), and how can these attitudes be explained?

As described in section 2.4, the conceptual model includes a box in which NIMBY is bolded. This
reflects the expectation that NIMBY will be the dominant attitude of Dutch residents towards QC. This
expectation is grounded in the theoretical arguments presented in section 2.3.3 on NIMBY and LULU.
QC often disrupts the local urban environment by increasing traffic, generating noise, and altering the
overall character of neighbourhoods. The NIMBY concept is based on the premise that individuals may
oppose developments that generate local burdens, even if they acknowledge the broader societal
benefits. This logic applies well to QC: while the service offers convenience and faster delivery for the
broader urban population, the accompanying negative local impacts may outweigh these benefits for
residents directly affected by QC operations. Consequently, residents are expected to oppose QC in their

own neighbourhoods, adopting a NIMBY stance.

Further elaboration is warranted as to why IABY, NIABY, or a neutral stance are not expected to be
dominant. The nuisance experienced by residents living near dark stores reduces the likelihood of an
IABY attitude. Although QC provides convenience, these benefits are distributed across the wider city
rather than concentrated in the areas where the disruptions are most felt. The uneven distribution of
benefits and burdens makes it less probable that residents will support QC in their immediate vicinity.
Instead, they are more likely to perceive the negative externalities as outweighing both personal and
societal gains. SET helps explain the emergence of a NIMBY attitude in this context: residents evaluate
the balance between costs and benefits within their immediate environment, and when perceived costs

exceed perceived benefits, resistance emerges, reinforcing a NIMBY position.

A neutral stance is likewise unlikely to be dominant, as the impacts of QC on local neighbourhoods are

highly visible and difficult to ignore. The tangible changes QC brings, such as increased traffic and
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noise, make it challenging for residents to remain indifferent. Similarly, a NIABY attitude is not
expected to prevail, as a certain degree of general acceptance of QC’s existence is anticipated. Rather
than rejecting QC entirely, residents may tolerate or accept QC as long as it does not directly affect their

own living environment.

In conclusion, the dominant attitude towards QC is expected to be NIMBY, due to its localised negative
impacts, limited direct benefits to nearby residents, and the visible nature of its influence on the urban
environment. These factors make NIMBY a more appropriate characterisation of the dominant attitude,

while IABY, NIABY, and neutral stances are expected to occur less frequently.
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3. Methodology

This chapter describes and substantiates the methodological choices made for this research. The first
two sections introduce the research approach and discuss the underlying philosophical considerations.
The subsequent sections explain the selected research design and strategy. Section five provides a brief
overview of the research phases. The following sections detail and justify the data collection and analysis
methods, including a comprehensive description of all research activities from preparation to analysis.
Section eight explains how the variables from the conceptual model are operationalised. Section nine
addresses issues of validity and reliability. The final section discusses ethical considerations taken into

account during the research process.

3.1 Research approach

This research seeks to clarify residents’ attitudes towards QC and identify the factors that shape these
attitudes. Society is currently evaluating the desirability of integrating QC into urban environments. This
assessment forms part of a broader discourse concerning the acceptance and resistance of such services,

which carry significant implications for urban environments.

As discussed in the theoretical framework, QC may be situated within the construction and chaos phase
of the X-Curve framework. Given the complexity associated with this transitional phase, it is essential
to investigate the development of QC in greater depth. Deeper insights are required to better understand
the factors that influence societal attitudes towards QC, necessitating both broad and in-depth

exploration.

According to Lall (2021), the integration of both quantitative and qualitative methods (known as mixed-
methods research) is particularly suitable for achieving a comprehensive understanding of complex
social phenomena. Bryman (2016) argues that quantitative research facilitates the collection of
structured data on attitudes, while qualitative research allows for in-depth exploration of specific topics
(Bryman, 2016). By integrating the strengths of both approaches, mixed-methods research overcomes
the limitations inherent in each, thereby strengthening research outcomes (Bryman, 2016; Saunders et
al., 2019; Van Thiel, 2014). The combined approach enables the capture of both broad trends across a
substantial sample and deeper insights into the underlying explanations for these trends. Therefore, this

research adopts a mixed-methods approach.

3.2 Research philosophy

Before presenting the specific methodological choices, it is important to reflect on the overarching
research philosophy that informs this research. Within the social sciences, it is widely recognised that
quantitative and qualitative research approaches are typically grounded in distinct research paradigms

(Bryman, 2016; Saunders et al., 2019; Van Thiel, 2014). These paradigms serve as guiding frameworks
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for the entire research process, informing choices related to research design, data collection, and analysis

(Van Thiel, 2014).

Research paradigms are rooted in particular ontological and epistemological positions, reflecting
assumptions about the nature of reality and the sources of knowledge. The two dominant paradigms,
positivism and interpretivism, differ significantly in these respects (Bryman, 2016). Positivism assumes
the existence of a single objective reality that can be measured and understood through the collection
and analysis of quantitative data. In contrast, interpretivism acknowledges multiple, subjectively
constructed realities shaped by individuals’ experiences, which are better understood through
qualitative, in-depth exploration of behaviour and experiences (Bryman, 2016; Lall, 2021; Van Thiel,
2014).

While these paradigms reflect a long-standing dichotomy between quantitative and qualitative
approaches, there is a growing trend towards combining the two. As several scholars argue, qualitative
and quantitative methods can complement each other, providing a more comprehensive analysis of
complex research problems (Bryman, 2016; Lall, 2021). This integrative approach aligns with the
research philosophy of pragmatism. Pragmatism acknowledges the existence of an objective reality
independent of human perception but contends that this reality requires consideration of human
experiences and beliefs (Saunders et al., 2019). Within this philosophy, the nature of the research

problem and question(s) serve as the primary drivers of methodological choices.

This research adopts a pragmatist research philosophy. The positioning of QC within the X-Curve
framework supports this choice. QC is situated within the interaction-chaos phase, requiring
comprehensive understanding at both broad and detailed levels. The research SQs were explicitly
formulated to address both levels of analysis. Solely adopting either a positivist or interpretivist
paradigm would not adequately serve the objectives of this research. Consistent with pragmatist
philosophy, both quantitative and qualitative research methods were therefore combined to effectively

address the research questions.

3.3 Research design

This mixed-methods research employs an explanatory sequential design, which is characterised by two
(or more) distinct phases. The first phase consists of quantitative data collection analysis, followed by a
second phase focused on collecting and analysing qualitative data to further explain or expand upon the
initial quantitative findings (Bryman, 2016). A detailed outline of these research phases and the actions

undertaken is provided in section 3.5.

The integration of qualitative and quantitative methods is central to explanatory sequential research and

distinguishes it from studies that merely apply multiple methods within a single study. Integration may
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involve sequential processes in which findings from the first phase inform the design, sampling,

measurement, and implementation of the second phase (Creswell & Creswell, 2018).

In this research, integration is embedded throughout the research process by systematically connecting
the quantitative and qualitative results. Preliminary semi-structured interviews, combined with
theoretical insights from the literature review, informed the development of the operationalisation table
and the final version of the quantitative survey. Following the analysis of the survey data, a focus group
with policymakers was conducted to discuss and reflect upon key survey findings. The qualitative

findings thus served both to provide deeper exploration and to corroborate the quantitative results.

Furthermore, integration is reflected in the structure of the results chapter. Rather than presenting results
separately by method, an integrative approach is adopted in which both quantitative and qualitative
findings are combined to address each SQ. This triangulation of data from multiple methodological
sources strengthens the validity and trustworthiness of the research findings (Bryman, 2016; Van Thiel,
2014). Additionally, the integration of quantitative and qualitative data enabled the identification of new

and innovative insights, thereby extending the theoretical contribution of this research.

3.4 Research strategy

The research strategy guides the overall approach taken in a research project and is influenced by factors
such as the research objective, subject of study, and existing body of academic knowledge (Saunders et
al., 2019). This section presents the chosen research strategy, explains the rationale for employing a

comparative case study approach, and justifies the selection of cases.

3.4.1 Comparative case study

This research aims to identify the factors influencing residents’ attitudes towards QC and to examine
characteristics that may moderate these attitudes. To achieve these objectives, three districts
/meighbourhoods in The Hague were selected for investigation: Morgenstond, Het Geuzen- en
Statenkwartier, and Het Zeeheldenkwartier. Accordingly, a comparative case study strategy was
adopted. A case study design is characterised by an in-depth examination of a specific, contemporary
phenomenon such as a service, group, or organisation (Yin, 2014). The comparative element allows for

the identification of both distinctive and shared features across cases.

The selection of district-level case studies was deliberate, as existing research suggests that urban change
is most tangibly experienced at this level (Finney & Jivraj, 2013). Physical, economic, and social
changes influence how communities perceive and evaluate their neighbourhoods (Gosse et al., 2016).
Variations in socioeconomic conditions and morphological characteristics are expected to shape
residents’ attitudes towards QC. Studying these district-specific differences allows for a more nuanced
understanding of these dynamics. Furthermore, a comparative approach offers policy-relevant insights

by enabling policymakers and practitioners to tailor strategies to specific local contexts.
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The chosen cases can be characterised as representative or typical cases, as described by Bryman (2016).
While all three districts provide suitable contexts for investigating residents’ attitudes and influencing
factors, they also differ in important respects. The research aims not only to describe these factors but
also to explore potential district-specific distinctions. By comparing outcomes across districts, the
research assesses whether and how contextual factors moderate residents’ attitudes, influencing the
strength and direction of relationships between variables (Van Thiel, 2014). Relevant contextual factors
include demographics, neighbourhood type, morphology, and residential mix, originating from the

literature review and expert interviews.

3.4.2 Case selection

The Hague, as the third-largest city in the Netherlands, provides a representative setting for studying
QC. Multiple QC providers operated within the city during the research period. Moreover, The Hague
was the first Dutch municipality to introduce formal regulatory measures targeting QC services,
including restrictions on dark store locations through a city-wide zoning ordinance (Gemeente 's-

Gravenhage, 2022).

At the start of this research (2022), eight dark stores were located across six districts, and QC services
were available to residents throughout the city. Based on this context, a purposive sampling strategy was
employed to select three districts for in-depth analysis. The selection aimed to ensure both relevance,
by guaranteeing the presence of QC operations, and variation across key contextual characteristics. The
specific selection criteria for both city and district levels are summarised in Table 1 below. A
comprehensive description of the selected districts and their specific characteristics is provided in
Chapter 4.

Table 1.
Selection criteria for the districts

City selection criteria District selection criteria

1. The city must have active QC services (presence 1. Presence of at least one dark store in the district
of dark stores) (resident exposure to QC)
2. The city must have implemented regulatory policy 2. Variation in dark store location (e.g., proximity to
regarding QC residential streets or commercial centres)
3. Variation in demographic characteristics (e.g.,
age, level of education, length of residence)
4. Variation in urban morphology (e.g., building
density, spatial layout)
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3.5 Research phases

This research followed an explanatory sequential mixed-methods design, organised into four interrelated
phases (Figure 4). The research began with an extensive literature review, supplemented by grey
literature, which informed the development of the theoretical framework and conceptual model. To
validate and refine the theoretical foundation, semi-structured expert interviews were conducted with
policymakers and logistics experts. These insights informed the operationalisation of key concepts and

the final design of the quantitative survey.

The quantitative phase involved survey distribution across three selected districts in The Hague,
followed by data processing and statistical analysis in SPSS. The primary quantitative findings were
then used to design and guide a focus group session with policymakers, providing additional qualitative
reflection on the results. This triangulation of multiple data sources allowed for deeper explanatory
insights into residents’ attitudes towards QC. This final phase involved synthesising the findings,

drawing conclusions, and reflecting on the research process.
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3.6 Data collection

This section outlines the data collection methods used in this research. The used methods were semi-
structured expert interviews, an online survey, and a focus group. Table 2 summarises which methods

I used to answer each SQ.

Table 2.
Methods of data collection per sub-question
#  Sub-Question (SQ) Research method
What are possible perspectives towards Quick Commerce? Theoretical framework

Expert interviews
2 How do perceived individual and societal costs and benefits shape residents’ Survey

attitudes towards Quick Commerce? Focus group
3 What is the role of personal- and communal-level factors in shaping residents’ Survey
attitudes towards Quick Commerce? Focus group

4  To what extent do residents’ attitudes towards Quick Commerce differ between Survey
urban contexts, as explained by differences in dark store proximity and density? Focus group

3.6.1 Semi-structured expert interviews

I conducted expert interviews to address SQ 1: What are possible perspectives towards Quick
Commerce? 1 designed the item list based on the theoretical framework, conceptual model, and initial
expectations. The item list covered several broad themes, including societal sentiment towards QC,
overarching societal trends, and future perspectives on QC. Appendix A provides the full item list. I
used open-ended topics to create a flexible, conversational setting in which participants guided the
direction of follow-up questions (Van Thiel, 2014). At the same time, | steered the discussion towards

a topic relevant for answering SQ 1.

I selected experts and policymakers with specialised knowledge of retail, the platform economy, urban
mobility, and logistics. Following Déringer (2021) and Van Thiel (2014), I used expert interviews to
gather field-specific knowledge on complex and emerging topics. To ensure a mix of academic and
public sector perspectives, I invited two academic experts in logistics who had previously discussed QC
in a podcast. | identified most public-sector respondents through snowball sampling. A colleague from
my internship organisation helped me compile an initial list of relevant policymakers. In total, I

conducted seven interviews (Table 3):
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Table 3.
Expert interview respondents
# Function Organisation Date
1 Policy advisor behaviour and mobility Municipality of The Hague 31-01-2023
2 Policy advisor sustainable mobility Municipality of Tilburg 31-01-2023
3 Logistics policy advisor Municipality of Amsterdam  01-02-2023
4 Senior policy advisor retail and city development Municipality of Groningen 02-02-2023
5 Academic expert in logistics: Researcher Sustainable HAN & TNO 03-02-2023
Urban Mobility & Logistics
6 Mobility advisor (traffic safety) Municipality of Rotterdam 09-02-2023
7 Academic expert in logistics: Professor of logistics Hogeschool van Amsterdam ~ 20-02-2023
3.6.2 Survey

The objective of this research is to gain a comprehensive understanding of the attitudes of residents from
three districts in The Hague towards QC. Since a survey allows efficient collection of large amounts of

data (Van Thiel, 2014), I selected this method to collect primary data for answering SQ 2-4.

I refined the operationalisation of key concepts based on the expert interviews, literature, and my own
reasoning. The operationalisation table (Section 3.8) lists all concepts, aspects, and indicators, which I
translated into survey questions. Some aspects required multiple questions to capture them fully.

Residents’ responses allowed me to assess how each aspect related to their attitudes towards QC.

The final survey contained 37 multiple-choice questions and statements, mostly using Likert-scales. The

full questionnaire is included in Appendix B. I divided the survey into the following sections:

- Delivery services and QC

- Questions tailored to users and non-users of QC
- Knowledge about and media coverage on QC

- Statements about QC

- Consequences of QC

- Demographic characteristics

I first distributed the survey via three Facebook groups active in the districts. Privacy constraints
prevented me from using the municipality’s residents’ panel. Several neighbourhood organisations also

agreed to hang a flyer with QR-code (Appendix C) in their clubhouses.

As these methods yielded insufficient responses, I personally visited the districts. I handed out flyers,
placed them in mailboxes, and hung them in stores. This randomised approach reduced sampling bias.
In Morgenstond, I attended a neighbourhood consultation meeting, presented my research, and asked
attendees to share the survey. This contact allowed me to distribute flyers at a central square event

organised by the district police, which attracted many residents.
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Policymakers warned me that Morgenstond might experience survey fatigue, as the municipality had
recently organised many participation activities. This likely reduced enthusiasm for completing another
survey. Moreover, Morgenstond has a relatively large population with lower socioeconomic status, a

group generally less likely to respond to surveys (Jang & Vorderstrasse, 2019).

To address this, I increased efforts in Morgenstond, spending four afternoons distributing flyers in the
other districts and seven in Morgenstond. Despite these efforts, I closed data collection due to practical

and time constraints. In total, I obtained 93 usable surveys.

3.6.3 Focus group

In addition to the survey, I conducted a focus group to support SQ 2-4. My aim was to reflect on and
discuss the most significant survey findings from a policymaker’s perspective. Unlike individual
interviews, a focus group encourages interaction among participants, allowing them to collectively
interpret and debate the findings (Bryman, 2016). I expected that bringing together participants with
different expertise and district-specific knowledge would generate valuable insights into possible
explanations behind the survey results. The discussion also provided additional depth to debates on the

desirability, sustainability, and ensuing policy implications of QC.

3.6.3.1 Focus group item list

I created a concise PowerPoint presentation (Appendix D) summarising the most significant and
unexpected survey findings, supported by graphs and residents’ statements. [ shared the presentation
with participants beforehand to ensure they were well-prepared. The first part covered descriptives, key
remarks, and resident quotes. In the second part, I presented specific statements derived from the survey
findings, guiding the discussion towards critical topics such as perceived nuisance, the NIMBY effect,

district context, and the future trajectory of QC.

3.6.3.2 Focus group participants and organisation

I aimed to incite six participants via stratified sampling: policymakers with expertise in mobility and /or
behavioural background and neighbourhood managers of the three districts. I expected neighbourhood
managers to contribute district-specific insights and policymakers to offer more theoretical expertise. |
identified potential participants via LinkedIn and contacted them by e-mail. Some redirected me, and I

was ultimately unable to reach the neighbourhood managers.

In the end, four policymakers agreed to participate: one behavioural advisor and three mobility advisors
responsible for mobility policy in the three districts. Despite the lower heterogeneity of professional
backgrounds, the group still offered a balance of practical and theoretical perspectives (Table 4). A
colleague from my internship co-moderated the session and took notes, while I led the discussion. I also

recorded the session. The focus group took place at The Hague’s town hall (Spui) and lasted 1.5 hours.
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Table 4.
Focus group participants
# Function Organisation Date
1 Mobility Advisor Zeeheldenkwartier Municipality of The Hague 19-09-2023

2 Mobility Advisor Geuzen- en Statenkwartier
3 Mobility Advisor Morgenstond “ «“
4

Policy Advisor behaviour and mobility

3.7 Data analysis

In the following sections, I explain how I analysed the data collected through the interviews, survey,

and focus group.

3.7.1 Interview analysis

I transcribed the online interviews using Microsoft Teams’ built-in transcription tool. I manually
transcribed two on-site interviews in Word. The interviews addressed SQ 1: “What are possible
perspectives towards Quick Commerce?” To identify patterns in participants’ views, I applied thematic

analysis, a widely used method for analysing qualitative data (Bryman, 2016).

I used an iterative coding process with open, axial, and selective coding. I first assigned codes to text
fragments (open coding), then grouped related codes into broader themes (axial coding), and finally
explored connections between themes (selective coding). The resulting themes are accessibility,
economic viability and market development, sustainability, policy development and urban

planning, spatial impact, and public perception.

The coding combined deductive and inductive elements. As described in section 2.5.1, I based the initial
themes on the theoretical framework, grey literature, and my own reasoning, but I also created new
codes when additional insights emerged. This allowed me to capture relevant information beyond the

predefined categories.

The interviews not only confirmed my initial expectations but also provided new insights. For example,
the professor of logistics emphasised social cohesion as a key factor in collective neighbourhood
responses to new developments. Length of residence also emerged as a potential moderating factor. 1
incorporated both into the operationalisation table under ‘personal and communal-level factors and

included them in the survey.

3.7.2 Survey analysis

Not all survey questions were used in the analysis. I focused only on those relevant to the hypotheses,
examining the relationships between specific indicators and residents’ attitudes towards QC. I analysed
93 usable survey responses in SPSS, with some additional work in Excel. I first renamed and recoded

variables, and for multi-item constructs, I created composite scores by calculating the mean of
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standardised attitudes. For example, I aggregated multiple items to construct the dependent variable

attitude towards QC.

I began with descriptive statistics to summarise the data and understand basic distributions (mean,
median). I transformed these into tables and figures in Excel and used the most relevant results to prepare
the focus group presentation. To address SQ 2-4, I conducted a series of statistical analyses in SPSS to
examine relationships between residents’ attitudes towards QC and influencing factors. A detailed

methodological description is provided in Appendix E.

3.7.3 Focus group analysis

I recorded and manually transcribed the focus group in Word. I applied thematic analysis to the
transcript, guided by the themes already present in the PowerPoint (Appendix D), including Traffic
Safety, NIMBY, and district differences. I also reused several codes from the and created new codes
where necessary. This coding was primarily deductive but partly inductive. I integrated the resulting

themes and illustrative quotes into the results chapter in sections where I present the survey findings

(SQ 2-4).

3.8 Operationalisation

To investigate the hypotheses and expectations from section 2.5, I needed to make the key concepts
more concrete, a process known as operationalisation (Bryman, 2016). The key concepts are: perceived
individual benefits; perceived societal benefits; perceived individual costs; perceived societal costs;
personal and communal-level factors; and spatial context. Since these concepts are abstract and

multifaceted, they require further specification.

Operationalising the concepts allowed me to define and demarcate the research focus. It also enhanced
internal validity, ensuring that the survey questions accurately measured the intended concepts.
Furthermore, by transparently reporting the operationalisation process, I increased the research’s

replicability (Bryman, 2016).

3.8.1 Explanation of concepts, aspects, and indicators

In Table 5, the relevant concepts from the conceptual model are summed up and operationalised. The
dependent variable Attitude towards QC services is not operationalised separately, as it reflects the sum
of the influencing key concepts. Based on these indicators, I designed the survey questions. The full

questionnaire appears in Appendix B.

Since no prior academic studies directly examined residents’ attitudes towards QC, I primarily relied on
my own logical reasoning to select most aspects. For some items, I adapted question structures from
Airbnb research on resident attitudes (Mody et al., 2020; Nieuwland & Van Melik, 2020), rewriting

them to fit the QC context. I tested and validated these indicators during the expert interviews.
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Table 5.

Operationalisation of key concepts, indicators, hypotheses, and survey questions

Key concept Indicator Hypothesis Survey Q Indicator examples
Individual Previous use of QC Residents who have previously used QC are expected to hold more 8 (No) previous use
benefits services positive attitudes towards QC.
SQ2 Perceived The higher the perceived convenience of QC, the more positive residents” 12 s1-2 Likert scale for convenience
convenience attitudes are towards QC. (further divided into ease of use, and time-
savings)
Costs savings Residents who perceive QC as cheaper than shopping in conventional 12 s4 Likert scale for cost savings
supermarkets are expected to hold more positive attitudes towards QC.
Product availability = The greater the perceived diversity of products available through QC, the 12 s3 Perceived product range
more positive residents’ attitudes are towards QC.
Societal Societal usefulness  Residents who perceive QC as a useful addition to society are more likely 23 s1-2 Abstract general perception of QC’s
benefits to hold positive attitudes towards QC. societal good
SQ2 Neighbourhood Residents who perceive QC as a positive addition to their neighbourhood 23 s5 Perception of localised, spatial
acceptance are expected to hold more positive attitudes towards QC. 3285 acceptance of QC
Individual Impulse shopping The more strongly residents experience impulsive purchases due to QC, 13 s4 (users) Perceived impulsive buying behaviour
costs the more negative their attitude towards QC. 32 s3 (all rs)
SQ2 Social isolation Residents who perceive QC as reducing social engagement are expected 13 s1-2 (users) Agreement with statements on reduced
to hold more negative attitudes towards QC. 3252 social interactions
Feelings of unsafety Residents who perceive QC as contributing to unsafe traffic conditions are 33 s2 Perceived feelings of traffic unsafety
in traffic expected to hold more negative attitudes towards QC.
Personal Residents who experience nuisance directly caused by QC operations are 28 (nuis.) Complaints about delivery noise,
experienced expected to hold more negative attitudes towards QC. 29, 31 (qual.)  courier behaviour, or visual disruption,
nuisance etc.
Societal Traffic congestion Residents who perceive QC as increasing delivery traffic are expected to 33 s3 Perceived increase freight traffic due to
costs hold negative attitudes towards QC. QC
SQ2 Traffic accidents Residents who perceive QC as contributing to more traffic accidents are 33 s5 Perceived increase in traffic accidents
expected to hold more negative attitudes towards QC. due to QC
Urban disruption Residents who perceive QC as disrupting neighbourhood liveability (e.g., 32 s4 Complaints about dark store integration
through noise nuisance, dark stores, or public space occupation) are
expected to hold more negative attitudes towards QC.
Personal Age The negative relationship between perceived costs of QC and residents’ 35 Age groups
communal- attitudes towards QC is stronger for older residents.
level factors Level of education The negative relationship between perceived costs of QC and residents’ 36 Education level
SQ3 attitudes towards QC is weaker for residents with higher education levels.
Length of residence  The negative relationship between perceived costs of QC and residents’ 3 Length of residence

attitudes towards QC is stronger for long-term residents.
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Key concept Indicator Hypothesis Survey Q Indicator examples
Social cohesion The negative relationship between perceived costs of QC and residents’ 27 s1-3 Indicators of neighbourhood cohesion
attitudes towards QC is stronger for residents living in communities with
higher levels of social cohesion.
News exposure The negative relationship between perceived costs of QC and residents’ 19 (No) following of news on QC
attitudes towards QC is stronger for residents who are more frequently
exposed to QC-related media coverage.
Spatial and Dark store location  Residents living in districts where dark stores are located at greater 6 + desk Proximity of dark stores; noise and
policy distances from residential homes are expected to express more positive research congestion perceptions
context attitudes towards QC, due to reduced concerns about liveability and noise.
SQ4 Density Residents living in high-density districts with compact urban layouts are Desk research Neighbourhood density; perceptions of

Shopping structure

expected to exhibit more negative attitudes towards QC, due to increased
competition for space and heightened perceptions of disruption.

The positive relationship between perceived benefits of QC and attitudes
towards QC is expected to be stronger in districts where dark stores are
located near busy shopping streets.

Desk research

nuisance

Proximity to  shopping
acceptance of additional activity

streets;
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3.9 Validity and reliability

This research faces certain risks regarding validity and reliability. Validity concerns the integrity of the
inclusions, with internal validity referring to whether I measured what I intended to, and external validity
referring to the generalisability of the findings. Reliability concerns the replicability of the research

(Bryman, 2016; Van Thiel, 2014).

3.9.1 Reliability

Replicating this research remains challenging due to the rapid developments in QC. However, I
enhanced reliability by providing detailed descriptions of the data collection and analysis. I used fixed
interview structures through item lists for both expert interviews and the focus group. I also cross-

checked data from different sources to avoid drawing conclusions from a single method.

3.9.2 Validity

A way to enhance the validity of research is triangulation, defined as the use of two or more data-
collection methods or sources of data within that research (Saunders et al., 2019). I applied triangulation
by combining qualitative interviews, a survey, and a focus group. Integrating these multiple data sources

allowed me to verify and deepen findings, improving internal validity.

Proper operationalisation of variables further strengthened internal validity (Van Thiel, 2014). 1
validated the item lists, coding schemes, and preliminary findings by presenting them to peers and
experts, including behavioural experts from my internship organisation. These discussions served as an
additional check to the theoretical framework and survey design. The expert interviews themselves also

played a role in confirming or refining the survey questions.

However, as argued before, I encountered risks regarding external validity due to survey non-response
and sampling bias (Van Thiel, 2014). Sampling bias occurs when some members of the intended
population have a lower or higher sampling probability than others (Van Thiel, 2014). Non-response
bias occurs when people who do not respond to a survey are significantly different from those who do.
Some groups may have had a higher or lower likelihood of participating. To counteract this, I
deliberately avoided relying solely on online distribution and visited the districts in person. I varied the
times, days, and weather conditions to reach a broader cross-section of residents. Despite these efforts,
some bias likely remained. Early analysis indicated a tendency for stronger opinions among respondents,
which may have under-represented more neutral views — a common challenge in survey research (Van

Thiel, 2014)

In the survey analysis, I used composite scores for the variable attitude towards QC (Appendix E for

an elaborate description), combining multiple survey items into averaged constructs. This approach
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increased measurement accuracy and reliability by capturing multiple dimensions of each concept and

reducing the chance of misinterpretation (Van Thiel, 2014).

3.10 Ethical considerations

I followed the six core ethical principles outlined by Bryman (2016): informed consent, voluntary

participation, anonymity, confidentiality, participant harm, and results communication.

All participants (interviews, survey, focus group) received clear information about the research purpose
and the respective research method aim. The survey included an informed consent form, and
participation was fully voluntary with the option to withdraw. I informed interviewees and focus group
participants in advance via email. I avoided collecting unnecessary personal data in the survey, ensuring
anonymity. | maintained confidentiality by removing their names from transcripts, referring to
participants only by job title. The research posed no foreseeable physical, social, or legal risks. While
some survey questions about negative QC perceptions could trigger mild emotional discomfort, 1
mitigated this by clearly informing participants upfront in the informed consent form. I requested
consent to record interviews and the focus group for transcription; all participants agreed. I offered
participants the opportunity to review or retract statements afterward. Upon request, I excluded sensitive

content from transcription.
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4. Case descriptions

Before going into the results, it is desirable to clarify the scope of this thesis. This thesis is a comparative
case study focusing on three districts in the city of The Hague. This chapter describes the selected
districts and their demographic, spatial, and other relevant characteristics. It ends with a section placing

QC in the context of these cases.

4.1 The Hague

With over 560,000 residents, The Hague is the third-largest city in the Netherlands and serves as the
country’s administrative centre. It is home to national institutions such as the Dutch Parliament, the
Prime Minister’s office, and the Supreme Court, as well as international organisations including the

International Court of Justice.

Chapter 1 introduced the emergence of QC and briefly addressed The Hague’s policy responses. This
section elaborates further on these responses and highlights the spatial locations of QC dark stores
relevant to this thesis. Given the specific focus on three selected districts, detailed demographic
characteristics of The Hague as a whole are not extensively covered here. The following sections (4.2.1-
4.2.3) will instead focus explicitly on the characteristics of the chosen districts, making comparisons

where relevant.

Initially, other QC companies like Gorilla, Getir, and Zapp also operated in the city, but financial
pressures led most to exit the market by 2024, leaving Flink as the remaining QC company (Fasel, 2024).
In response to QC’s emergence and associated impacts, The Hague introduced specific regulations, such
as the “Parapluherziening Flitsbezorging.” This policy prohibits the establishment of new dark stores in
primary shopping streets, instead directing them towards business parks where they cause less
disruption. These objectives of these measures are to enhance road safety, preserve the quality of
shopping areas, and ensure that QC services are located in areas suitable for logistical operations

(Gemeente 's-Gravenhage, 2022).

Figure 5 provides an overview of relevant dark store locations across the three districts, and Appendix
F contains photographs of these stores and their surroundings. During the data collection phase of this
thesis, all listed dark stores were still operational. However, by 2025, only those located in Morgenstond
and Geuzen- en Statenkwartier remain in use. In Geuzen- en Statenkwartier, the dark store is located at
the edge of the district, next to an embassy and away from residential buildings. Zeeheldenkwartier
initially had two dark stores: one located within the district on a relatively narrow one-way street with
other shops, and another just outside the district in a similar type of street. The latter was permanently
closed in September 2024. Morgenstond has one dark store situated in the Leyweg shopping area. It is

not located directly on the main shopping street; it lies a short distance away in a quieter side street.
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Figure S.
Overview of the three districts in this thesis

Dulndorp Geuzenkwartier

Bozuidenhout
Bezuldenh:
donkwart 3 Voorhout Qost
p4

Moerwijk-Oost

Rijswijk GT

Statinnakwartia

Note. From top to bottom: Geuzen- en Statenkwartier, Zeeheldenkwartier, Morgenstond, with dark stores marked by black
vectors. Adapted from (ESRI NL).

4.2 Districts

The next section describes the three districts. The referenced figures are placed at the end to ease the

comparison of the district characteristics.

4.2.1 Geuzen- en Statenkwartier

Located in the western part of The Hague, Geuzen- en Statenkwartier has approximately 15,000
residents (AlleCijfers.nl, 2024a). Developed between 1890 and 1915, the district is known for its stately,
often monumental housing and some of the highest property values in the city. (Denhaag.com, 2024a).
Its broad, rectilinear streets and relatively low building density contribute to a spacious, residential

character.
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Shops and amenities are concentrated along the Frederik Hendriklaan, a central shopping street with
boutiques, supermarkets, and cafés (Denhaag.com, 2024a). The district's proximity to embassies and
international institutions such as the Vredespaleis and the International Criminal Court attracts a large
number of expats, many of whom reside in the area temporarily. (Denhaag.com, 2024a). This leads to a

mix of short- and long-term residents.

Social cohesion is relatively strong, particularly among long-term residents, as evidenced by the
presence of active neighbourhood associations and local initiatives (Statenkwartier, 2024). The
educational level is high, with over 50% of residents holding a higher education degree (Figure 7)
(AlleCijfers.nl, 2024a). The age distribution is diverse, but the district has a relatively ageing population
compared to the two other cases, with peaks in the 45-65 and 65+ categories (Figure 6) (AlleCijfers.nl,
2024a).

4.2.2 Morgenstond

Morgenstond is a post-war district in the southwest of The Hague, developed during the 1950s
reconstruction period. It currently has around 20,000 inhabitants (AlleCijfers.nl, 2024b). The urban
design is characterised by wide avenues, low-rise apartment blocks, and abundant greenery, giving the

area a spacious and suburban feel.

The Leyweg functions as the district’s main commercial area, offering a mix of large retail chains and
local shops. Morgenstond has a relatively young population, with a high proportion of children and
adults aged 25-45 (Figure 8). The district also shows considerable cultural diversity; approximately

78% of residents have a migrant background (Wijkprofiel Morgenstond, 2023).

Despite its liveliness, Morgenstond faces several socio-economic challenges. Educational attainment is
comparatively low (Figure 9), and the area is marked by high unemployment, elevated crime and
nuisance rates, and a large share of social housing (Lammerding, 2019; Wijkprofiel Morgenstond,

2023). These factors contribute to lower perceived liveability and social cohesion.

The district experiences a high level of residential mobility, which may reduce residents’ attachment to
the neighbourhood. In response, several urban renewal initiatives have been launched, aimed at
improving housing stock, public space, and local facilities, particularly around Leyweg (MooiNL,
2020). While community programs and social initiatives have been introduced, their effectiveness often

depends on the engagement of specific resident groups (Lammerding, 2019).

4.2.3 Zeeheldenkwartier

Zeeheldenkwartier is a compact, lively district located just northwest of The Hague’s city centre, with a
population of approximately 13,000 (AlleCijfers.nl, 2024¢). Developed in the late 19" and 20" centuries,

the district features a mix of housing types, including stately townhouses, smaller terraced houses, and
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apartments. This architectural variety results in a mixed housing market with both affordable and more

expensive options.

The district is popular among young adults and creative professionals, drawn by its vibrant atmosphere
and concentration of independent shops, cafés, and art galleries around Prins Hendrikstraat and
Koningsplein (Denhaag.com, 2024b). Its high population density and relatively narrow streets contrast

with more suburban districts such as Morgenstond.

Zeeheldenkwartier has a predominantly young demographic, with a strong representation of adults aged
25-45 and fewer children or elderly residents (Figure 10) (AlleCijfers.nl, 2024c). Educational
attainment is high, comparable to Geuzen- en Statenkwartier, with nearly 55% of residents holding a
higher education degree (Figure 11) (AlleCijfers.nl, 2024c). The average length of residence varies, as
the district accommodates both long-term residents and more transient tenants. Social cohesion is
relatively strong and supported by a wide range of community events, including annual festivals such

as the ‘Zeehelden Festival’ and the ‘Mosselfeest’ (Denhaag.com, 2024b; Zeeheldenkwartier, 2024).

4.3 QC 1in the research context of the three districts

Understanding the historical, spatial, policy, and social context of the districts is essential, as these
factors are likely to shape residents’ towards QC. Based on the earlier descriptions and the theoretical

framework, I expect to find clear attitudinal differences between the cases

In Geuzen- en Statenkwartier, | anticipate more resistance towards QC. The district’s exclusive
character, high social cohesion, and relatively older population suggest a lower tolerance for disruptive
changes. However, the dark store’s peripheral location may reduce its visibility and negative impact. I
also expect the large expat population to moderate resistance, as many expats reside in the area only

temporarily and may feel less strongly connected to local norms.

In Morgenstond, I expect to observe mixed attitudes. On the one hand, the younger and more diverse
population may value the convenience of QC. On the other hand, residents may express concerns if they
perceive QC as a threat to liveability, safety or cohesion. Factors such as low education levels, high

residential turnover, and socio-economic challenges may amplify this tension.

In Zeeheldenkwartier, I expect a relatively more positive stance towards QC. The district’s young,
highly educated, and creative population may embrace new urban services like QC. Still, the area’s high
density and limited spatial layout could create friction, particularly related to traffic and loading

activities. The location of the dark store in a narrow residential street may intensify these concerns.

The next chapter examines whether the results reflect these expectations and to what extent (social and

spatial) contextual factors help explain residents’ attitudes, especially in relation to SQ 3 and 4.
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Figure 6.
Geuzen- en Statenkwartier. Number of inhabitants by

age group

Figure 7.
Geuzen- en Statenkwartier: Level of education of
residents
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5000

4000
3000
2000

1000

0-15 15-25 25-45 45-65 65+

Geuzen- en Statenkwartier: Level of
education (by age 15-75)

= Low = Medium = High

Note. On 01-01-2023. Adapted from (AlleCijfers.nl, 2024a).

Figure 8.
Morgenstond: Number of inhabitants by age group

Note. As at 01-10-2022. Adapted from (AlleCijfers.nl, 2024a).

Figure 9.
Morgenstond.: Level of education of residents

Morgenstond: Age distribution
8000
7000
6000
5000
4000
3000
2000
1000

0-15 15-25 25-45

45-65 65+

Morgenstond: Level of education (by
age 15-75)

= Low = Medium = High

Note. On 01-01-2023. Adapted from (AlleCijfers.nl, 2024b).

Figure 10.
Zeeheldenkwartier: Number of inhabitants by age group

Note. As at 01-10-2022. Adapted from (AlleCijfers.nl, 2024b).

Figure 11.
Zeeheldenkwartier: Level of education of residents
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Note. As at 01-10-2022. Adapted from (4/leCijfers.nl, 2024c).

45




Master's Thesis Quick Commerce M.R. van de Wiel ﬂe
oo

5. Findings and results

This chapter presents the findings and analysis of the collected data for this thesis project. The findings
are triangulated by using multiple data sources and methods, thereby enhancing the reliability of the
results. The chapter is structured according to the four SQs, each covered in a separate section. The first
section explores possible perspectives towards QC (SQ 1). Section 5.2 examines the role of perceived
individual and societal costs and benefits in shaping residents’ attitudes towards QC (SQ 2). The third
section examines the influence of personal and communal-level factors on the development of these
attitudes (SQ 3). The final section looks at the influence of the spatial and policy context on attitudes
towards QC (SQ 4). This chapter concludes with a short synthesis of the results, bridging this chapter

with the next chapter — the conclusion and discussion.

The following sections involve frequent use of interview and/or focus group citations, presented in
translated English form. In some cases, I chose to paraphrase (a part of) a quotation to better fit the
surrounding sentence structure. In these cases, attempts were made to stay as close to the respondent’s
intention as possible. The original Dutch citations can be found in Appendix G. The following structure

is used for referencing the citations:

Quote [interview transcript number: number of the quote in the corresponding transcript]

5.1 An exploration of possible residents’ attitudes towards Quick Commerce

This section explores the range of possible perspectives towards QC based on insights from the semi-
structured interviews and the theoretical framework. Six key themes were identified as central to
understanding these perspectives: accessibility, economic viability and market development,
sustainability, policy development and urban planning, spatial impact, and public perception.
These themes highlight the interplay between individual, societal, and spatial dimensions, demonstrating

how these diverse factors influence attitudes towards QC and its integration into the urban environment.

The results are presented by theme, with each section organised to highlight the key findings, supported
by relevant quotes from the interviews. By structuring the results in this way, this section addresses SQ
1: What are the possible perspectives towards QC? Understanding these perspectives provides a
foundation for analysing residents’ attitudes towards QC, which will be further explored in sections 5.2—

54.

It is important to note that the first interview conducted during this research has been excluded from the
analysis presented in this section. The conversation was exploratory in nature and primarily aimed at

refining the survey phase of the thesis.
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5.1.1 Accessibility

This section delves into the discussion regarding QC's accessibility. Although QC is often framed as a
solution to modern consumer needs, most respondents expressed scepticism about its broader societal
value. This scepticism centres on whether QC truly enhances accessibility or merely duplicates existing

conveniences.

The link between QC and the on-demand economy provides a useful context for understanding these
attitudes. One respondent noted “We are increasingly moving towards a service economy rather than a
product economy” [2:19], indicating that QC is an example of the shift towards instant gratification and
convenience, fitting with the on-demand economy. Shapiro (2018) QC's reliance on dense urban areas,
where a high concentration of younger, urban consumers resides, aligns with this trend. As one
respondent emphasised, “In smaller municipalities, it generally plays less of a role. They just need a

fairly high density of potential customers within 10 minutes of cycling distance.” [2:23].

However, policymakers emphasised that QC's added convenience is often redundant in these urban
areas. One commented, “Everyone can very quickly walk to a store.” [3:9], questioning QC's necessity
and added value in cities where accessibility to groceries is already high. The interviewed policymakers
further doubted whether QC really serves a meaningful public purpose, arguing that it primarily targets
young, able-bodied individuals instead of those really in need. As one respondent put it: “For people
who might benefit from it — like those who are less mobile — they don't seem to use this service. They

have other services for that.” [3:10].

Additionally, policymakers pointed at a cost-benefit mismatch, suggesting the benefits of QC are
enjoyed by a small group while its costs, such as increased traffic or noise, are felt by everyone. This
criticism reflects their view that the accessibility of QC, while theoretically reducing time-space
constraints, offers little practical value in areas already well-served by traditional supermarkets and

delivery services.

Despite these criticisms, the professor of logistics offered a compelling counterargument, describing QC
as a “natural evolution of urban logistics” [7:1]. According to him, QC answers to the changing needs
of modern urban households, which increasingly consist of single-person households without large
kitchens or huge storage. From his perspective, QC's accessibility supports the shifting dynamics of
urban lifestyles, helping cities adapt to changing resident needs. This more favourable outlook highlights
QC's fit within the on-demand economy, although it remains an exception among the predominantly

sceptical views of most respondents.

In conclusion, the findings show that QC’s accessibility aligns with the on-demand economy, catering
to modern consumer expectations for convenience. However, policymakers question its necessity and

added societal value in already well-served urban areas, contrasting with the logistics experts who view
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it as an adaptation to changing urban lifestyles. This divergence raises questions about the economic
strategies underlying QC’s rapid expansion and its future viability and potential, explored in the next

section.

5.1.2 Economic viability and market development

The rapid rise of QC was driven by favourable external conditions, including the COVID-19 pandemic
and low interest rates. As one respondent described, “There really have been hundreds of millions of
euros raised by the Flinks and Gorillas of this world. They burnt that up gigantically fast with almost
free delivery, discount offers etc. (...)” [3:13]. This rapid expansion, however, did not come with
profitability. As he remarked further, “(...) but of course, they didn’t make a dime out of it” [3:13],
highlighting the unstable financial model underpinning QC's growth.

5.1.2.1 Labour market challenges and competitive pressures

Although QC’s growth has generated employment, concerns rose regarding job quality and precarious
working conditions. One respondent mentioned, “(...) It’s not necessarily the type of employment you
want to have here (...) " [3:22], highlighting issues such as late payments and lack of job security. Many
jobs are filled by migrant workers from Southern and Eastern Europe, raising questions about QC’s

contributions to the local economy.

These labour issues are closely tied to QC's highly competitive market situation, often described as a
“vechtmarkt”. QC companies prioritise market share over profitability, using venture capital to support
aggressive pricing strategies. As one respondent explained that, “In that fighting market, normal
rational economic considerations sometimes count less than market position.” [2:13]. This strategy
enables QC to undercut local retailers, enhancing concerns about unfair competition. The logistics
researcher remarked, “(...) money is just being burnt because of the lower interest rates, millions,
compared to SMEs (...) they just come and take over the city.” [5:11]. For traditional shops, particularly

smaller businesses, this dynamic poses a significant threat.

In contrast, two respondents argued that QC could counterbalance the growing dominance of large
supermarket chains like Jumbo and Albert Heijn, referred to as the “yellow or blue monopoly ™ [7:9].
The professor of logistics suggested that QC's platform could empower smaller local businesses to
compete in the digital age, much like Thuisbezorgd has done for restaurants. Similarly, the logistics
researcher proposed that local stores could function as stock locations, reaching their customers through

a QC's digital infrastructure [5:13].

5.1.2.2 Future viability and opportunities for adaptation

The long-term success of QC will depend on its ability to adapt and integrate with established retail
networks. As one respondent suggested, smaller supermarkets like SPAR could benefit from QC’s

delivery infrastructure: "SPAR is a perfect example of a store that could do this very well. Small
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supermarkets and if they also add two order pickers (...) they are already very good at running a small
supermarket effectively and efficiently to break even.” [2:27]. Additionally, diversifying into non-food
deliveries, such as tools or medicines, could broaden QC's appeal to a wider audience. One respondent
mentioned a pilot project where construction workers used bike couriers to deliver tools, saving both
time and vehicle trips: “If you forget a screw...you could order on an online platform and delivery was

done by a bicycle courier.” [5:27].

However, scepticism about QC’s business model remains. A policymaker remarked, “I don 't think that
the business model is life-proof... the market will not grow with it.” [3:11]. Another respondent noted
that QC's profitability would require further price increases, even though prices have already risen
significantly compared to initial levels [2:27]. Most respondents foresee QC remaining a niche service,
with only a few players surviving in the Dutch market'. Even the professor of logistics, while more
optimistic, estimated that it would account for “one, at most two percent of the food market and the rest
we will have delivered online in other ways.” [7:10]. This suggests that QC will not dominate but will

instead coexist with established players, contributing to a hybrid retail landscape.

Recapping, the findings demonstrate that QC's rapid growth has been fuelled by external conditions but
is constrained by an unstable financial model, labour market challenges, and aggressive competition.
While concerns about job quality and limited profitability dominate, some experts see potential for QC
to collaborate with smaller businesses and adapt to evolving consumer needs. These discussions about
QC’s economic sustainability pave the way for examining its environmental impact and role in urban

sustainability in the next section.

5.1.3 Sustainability
Sustainability was a significant topic of discussion among policymakers and logistics experts, given
QC's branding as an eco-friendly grocery delivery service primarily relying on electric bikes. Despite

these claims, most respondents expressed scepticism about the genuine environmental benefits of QC.

5.1.3.1. Not as sustainable as promoted

QC companies often emphasise their use of electric bikes to position themselves as a greener alternative
to traditional delivery methods. However, policymakers questioned whether these claims truly hold up
when considering the broader impact of QC's operations. As one policymaker commented, “(...) Sure,
they use electric bikes and that’s great, but it just adds more traffic. And that it happens to be clean (...).
Yeah that would be the last straw, that they would use dirty diesel [haha].” [3:21]. This scepticism

! During the interviews conducted in Jan-Feb 2023, three QC services were active in The Netherlands. In April
2023, Getir acquired Gorillas, leaving Flink and Getir as the two remaining active competitors. In April 2024,
Getir exited the Netherlands, leaving Flink as the last remaining firm to date.
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extended beyond vehicle emissions. The logistics researcher argued that "(...) a need is created that we
didn’t have before and now apparently do." [5:12]. This criticism reflects concerns that QC may

encourage overconsumption and contribute to urban congestion, undermining its eco-friendly image.

Here, a link with the X-Curve framework is interesting, which examines QC’s role in the sustainable
urban mobility transition. In the X-Curve interaction phase, existing patterns (like car-based grocery
trips) intersect with new ones (e.g., bike-based QC deliveries). While electric bikes offer a sustainable
option, the increase in impulsive trips contributes to overconsumption and congestion, potentially

pushing QC towards a phase-out path rather than a true sustainable integration.

5.1.3.2 A Counter Perspective: QC is a sustainable alternative

In contrast, the professor of logistics viewed QC as a sustainable alternative to traditional grocery stores.
He argued, "Supermarkets are so unsustainable; they take up so much unnecessary space in cities that
we don’t have and there is so much waste from unsold products.” [7:7]. With people dining out more
and buying smaller quantities, the need for large supermarkets is decreasing. The professor of logistics
suggested that QC enables people to buy only what they need, reducing over-purchasing and food waste.
He further emphasised that optimising delivery routes and loosening strict time promises could enhance
QC’s sustainability compared to individual car trips to the supermarket. This aligns with the X-Curve

framework’s buildup pathway, meaning QC could reduce ecological footprints and decrease congestion.

Summarising, while QC markets itself as an eco-friendly service, scepticism dominates among
policymakers, who highlight its contribution to overconsumption, urban congestion, and limited
environmental benefits. However, the professor of logistics points at its potential to reduce food waste
and optimise urban space use, provided it adopts more efficient delivery practices and is carefully
regulated and integrated into broader urban policies. These considerations raise questions about how

municipalities address QC’s challenges and integration, which is explored in the next section.

5.1.4 Policy development and urban planning
The rise of QC has posed significant challenges for municipalities, requiring them to adapt to its rapid
emergence and disruptive impact on urban environments. The interviews revealed contrasting

perspectives on how QC has influenced urban planning and regulatory approaches.

5.1.4.1. The rise of QC and its challenges for municipalities

The rapid proliferation of QC caught many municipalities unprepared. Several policymakers reported
feeling “panicked and overwhelmed by the rapid proliferation of dark stores and delivery couriers.”
[4:21], as they struggled to adapt their policies to this new phenomenon. In contrast, the logistics experts,
who had observed similar developments globally, anticipated QC's rise. As the logistics researcher
shared, “I wasn’t that surprised. This [QC from small stores; nano stores] has been happening a lot in

China, for example, for a long time.” [5:14].
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QC’s rise illustrates a wicked problem: a complex and interdependent issue requiring difficult trade-
offs. One of the most pressing challenges has been the regulatory ambiguity surrounding dark stores:
are they retail outlets or distribution centres? A policymaker from Tilburg explained, “The QC
companies considered themselves retail, so they could operate in areas designated for retail (...) But
complaints started to emerge, so the question arose: is this really retail, and is this legally correct?”
[2:1; 2:2]. This zoning ambiguity reflects the hybrid nature of QC, which does not fit neatly into existing
regulatory frameworks. It also reflects the broader challenge municipalities face in adapting traditional
planning tools to disruptive urban innovations. Municipalities were forced to adapt traditional regulatory
frameworks to this disruptive grocery delivery model, struggling to balance competing priorities such

as liveability, accessibility, and economic activity without clear guidelines.

5.1.4.2 Personal and municipal attitudes and concerns

Policymakers’ personal attitudes towards QC varied. Some viewed it as unnecessary, with one
policymaker stating, “I just don’t see the need for it. I don’t see many benefits (...) It is really one of
those convenience propositions that adds little”” [3:9]. Others were more pragmatic, “Personally, I think
the concept is very interesting, really a gap in the market. (...) But from a safety point of view it creates

a certain risk you have to be careful with, considering the target group and the concept itself.” [6:3.].

At the municipal level, there was consensus that QC does not align with goals for liveability, social
cohesion, and good health. The logistics researcher described QC as contributing to “a dystopian image
where we order everything from our couches and never leave our homes.” [5:7]. Furthermore, “dark
stores don’t contribute to placemaking and pleasant stay and therefore, municipalities do not want to
encourage these [dark stores].” [5:10]. Despite these concerns, municipalities emphasised their
openness to innovation within set frameworks: “We re open to innovations, but they must come within
certain limits,” [6:4]. Consequently, regulatory approaches focus on managing rather than banning QC:

“that is why our policy is intended as regulatory, instead of an outright ban.” [2:4].

5.1.4.3 Criticism from logistics experts

The academic experts in logistics were critical of municipalities’ reliance on zoning laws to regulate
dark stores. One of them likened this approach to earlier regulatory failures with Airbnb: “Municipalities
massively lost the battle and grip on Airbnb because they haven’t thought what’s really behind it. What

do you want to solve?” [7:14].

They argued that zoning is too rigid for addressing QC's complexities and advocated for combining
existing regulatory tools with enforcement mechanisms. For example, one of the experts cited the

success of “Uitroken ” (smoking out) illegal practices through targeted enforcement.

Moreover, both logistics experts highlighted the inconsistency in how QC is treated by municipalities

compared to other delivery services. They argued that QC has been unfairly scapegoated for broader
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urban logistics issues that are not unique to QC. As the logistics researcher pointed out, “Restaurants or
even bookstores in times of Covid also rely on delivery. With the same rules, you should close these as
well,” [5:9]. They argued that “a kind of magnifying glass is put on something that is a non-issue (...)
Meal delivery is still factor 20 larger in number of bike movements. (...) The crazy thing is that when
meal delivery came, we heard nothing.” [7:22]. And"(...) If a cafe or restaurant has 50 home deliverers
(...), are we also going to close them down too? I don’t think so (...).” [5:21]. As will be touched upon

shortly in section 5.1.6, the role of framing could have a possible explanatory role in this.

5.1.4.4 Collaboration and dialogue between municipalities

To address the challenges posed by QC, cities have engaged in collaboration and knowledge-sharing.
The four largest cities (G4: Amsterdam, Rotterdam, The Hague, and Utrecht) regularly exchanged
insights on effective regulatory strategies. A policy advisor noted, “Connection is sought, (...) we
exchange knowledge with each other about how we can approach this together, what works and what

doesn't work. This way, we learn a lot from each other,” [6:9].

Engagement with QC companies has also been central to these efforts. Policymakers from several cities
(#2,4,6) highlighted the importance of maintaining open dialogues to address conflicts and enhance
safety and liveability. A traffic safety policy advisor said, "It's important that you work together, with
the QC companies, towards a safe city." [6:21]. Initiatives like Groningen's “Stoep Vrij, ledereen Blij ”
campaign exemplify how cities integrate QC into broader urban logistics policies, focusing on

minimising public space disruptions caused by delivery activities (Gemeente Rotterdam, 2024).

5.1.4.5 Traffic safety concerns and efforts

Traffic safety emerged as a top concern for both policymakers and logistics experts. The addition of QC
bikes and scooters has increased congestion and risks on already crowded urban streets. A policy advisor
observed that, “(...) the pressure to meet delivery times, combined with the already existing vulnerability
of these young couriers, creates an unacceptable level of visk on our bike infrastructure.” [6:2]. Christie
and Ward (2019). Aside from creating objectively dangerous situations, QC also leads to a sense of
subjective unsafety among cyclists and pedestrians. As one policymaker explained, “As a municipality,
we want people to feel safe, aside from the fact that it is actually safe.” [6:16]. Campaigns like
Rotterdam's “Bezorg Veilig” campaign aim to address both objective and subjective safety concerns by
providing safety training for couriers and promoting adherence to traffic rules (Gemeente Rotterdam,

2024) [6:21].

Summarising, the findings highlight that the rise of QC has led to regulatory challenges for
municipalities, highlighting the need to balance innovation with liveability. Policymakers grappled with
zoning ambiguities and safety concerns, while logistics experts emphasised the need for integrated
approaches. These challenges are closely tied to QC’s impact on urban spaces, which is explored in the

next section.
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5.1.5 Spatial impact

The spatial impact of QC goes beyond traffic safety concerns, affecting how urban spaces are planned,
used, and experienced. Respondents emphasised that logistics services like QC increasingly take up
limited urban space in ways cities are often unprepared to manage. As one logistics expert noted, “Quick
Commerce and also parcel lockers bring logistics facilities back into that city not only as a traffic issue,
but also as a spatial issue.” [5:2]. This highlights the growing need to integrate logistics planning into

broader urban strategies to effectively manage QC’s presence and mitigate its spatial challenges.

Two contrasting logistics trends illustrate QC’s spatial dynamics: logistics sprawl and proximity
logistics (Buldeo Rai et al., 2022; Kin et al.,, 2024). Logistics sprawl involves relocating large
distribution centres to suburban or peripheral areas, driven by limited space and high land costs. While
this trend reduces pressure on urban environments, it increases transport distances [5:4]. In contrast,
proximity logistics, which aligns closely with QC, places smaller facilities like dark stores within urban
districts to meet demand for rapid delivery [5:2]. While proximity logistics provides convenience, it also
brings logistical operations into densely populated areas, creating challenges like infrastructure strain

and disruptions to liveability.

5.1.5.1 Neighbourhood Compatibility and public space

The compatibility of dark stores with their surrounding environment plays a significant role in how QC
operations are perceived by residents. In quieter residential areas, the arrival of a dark store can lead to
increased noise and activity, disrupting the neighbourhood's character. As one respondent observed, “If
you live in a quiet neighbourhood and a dark store suddenly appears, it’s not going to go well” [5:25].
(Connors, 2019). Conversely, dark stores located in busier commercial zones tend to integrate more

seamlessly due to the existing noise and activity levels [2:14; 2:16].

QC’s impact on public space also raises concerns. Delivery bikes and vans frequently block pedestrian
pathways, reducing accessibility and usability. Initiatives such as Groningen’s "Stoep Vrij, ledereen
Blij" campaign aim to regulate delivery bike parking and maintain the accessibility of public spaces and
pedestrian flow [4:9]. Similarly, efforts in Rotterdam to improve the exterior design of a dark store
address aesthetic concerns, reducing public opposition and improving neighbourhood compatibility

[6:7].

5.1.5.2 Adapting urban space to changing consumption patterns

The growing demand for rapid home delivery has fundamentally reshaped urban space use, placing extra
pressure on urban areas. Consumers increasingly expect fast, door-to-door delivery, which has created
logistical challenges for cities aiming to balance these demands with liveability. One respondent noted,

“People are increasingly ordering everything to their doorstep, and we have to ensure it’s done in a
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way that minimises disruption” [3:23]. Meeting this demand requires careful spatial planning to balance

logistical needs with other urban activities and city goals.

Policymakers from Amsterdam and Rotterdam highlighted urban logistics programs designed to reduce
emissions, enhance safety, and optimise space use [3:1; 6:1]. These programs reflect the growing
understanding that logistics must be integrated into broader spatial planning to ensure that services like

QC can coexist with other urban activities.

Reflecting on these findings, QC’s spatial impact, through disruptions to neighbourhood aesthetics,
liveability, and functionality, directly influences how the public perceives its presence and role in urban

environments. Changes in sentiment and explanations for them are explored in the next section.

5.1.6 Public perception

According to the respondents, public perception of QC has evolved since its introduction, reflecting
concerns about its disruptive impact on urban spaces and subsequent regulatory responses. The findings
highlight initial negative sentiment, shifts in public attitudes, and ongoing debates around QC's presence

in cities.
5.1.6.1. Initial Negative Sentiment and Place Attachment

The rapid introduction of QC into urban areas initially led to widespread negativity. Residents were
troubled by its sudden visibility, aggressive advertising, and disruptions caused by delivery activities.
As one policymaker noted, “It went super-fast, of course: [QC’s] rise, and also with a lot of noise.
Advertising was everywhere - on social media, on the streets. There were even trams driving around
here completely stickered with Flink ads. QC was very visible and suddenly these incredibly cluttered
dark stores popped up everywhere. So, then the sentiment was really very much against it and ‘away

with it!”.” [3:6].

The unattractive facades of dark stores, along with nuisances such as delivery bikes blocking pathways,
amplified public discontent. As one policymaker described, the dark stores appeared as “a kind of dark
plinth where loud music might come out, but otherwise you have no view of it at all,” symbolising
residents’ dissatisfaction with these stores’ integration within community spaces [6:7]. QC’s advertising
campaigns targeted younger users with discounts on unhealthy food, which further fuelled criticism.
One respondent observed, “We saw schoolchildren ordering junk food during breaks with all those
discount coupons” [3:17]. Additionally, courier behaviour, including cycling through red lights,
gathering noisily, and even using public spaces like playgrounds as waiting areas, contributed to the
perception of QC as disruptive. As one respondent noted, “QC couriers hanging outside with a box
listening to music at night, shouting across the street” [2:7], and even “smoking joints” [3:15]. These
examples illustrate how changes perceived as intrusive disrupted residents’ attachment to their

neighbourhoods, thereby amplifying negative sentiments.
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5.1.6.2 Media influence

The media played a critical role in amplifying negative perceptions by emphasising issues such as
cluttered dark stores, increased delivery traffic, and aggressive marketing. The professor of logistics
observed, "It is magnified now (...). The real complaints (...) are only from one or two people. And then
as many as 100 complaints from one person.” [7:21]. This comment underscores how media can amplify
single complaints, giving the impression of widespread discontent. Media coverage thus contributed to
framing QC as a disruptive newcomer, reinforcing opposition even when the actual scale of issues could
have been limited. This media-driven narrative shaped initial public attitudes, emphasising the

disruptive aspects over its potential benefits.

5.1.6.3 Framing and the shift in public sentiment

Over time, public attitudes towards QC softened, driven by stricter regulations, reduced advertising, and
changes in QC’s operations. Policymakers attributed this change to QC's lower visibility and improved
compliance with traffic rules. As one policymaker explained, "(...) A number of dark stores have closed.
A couple of services are already gone. They are also much less aggressive in their expressions, making
it much less visible in the street. There are also just fewer cyclists, and (those) that are there now, they're
really complying with the traffic rules. As a result, the whole sentiment (...) is a lot better.” (...) [3:7].
This reduced visibility and increased compliance of couriers contributed to a more favourable public

view.

QC's diversification into healthier product offerings also contributed to this shift. The professor of
logistics noted, "You see more and more people who are understanding of having your daily salad and
cucumber delivered. The days of merely snacks and sodas are really gone.” [7:7]. These changes reflect

a reframing of QC from a disruptive service to a more practical and accepted urban solution.

5.1.6.4 Ongoing debate: nuisance and complaints

Interestingly, two respondents pointed to a cognitive dissonance in public attitudes: while residents
complain about QC’s nuisances, they also value its convenience. The logistics researcher remarked,
“(...) We all point to the parcel vans, to those bike couriers. That demand is triggered by us as consumers
and that promise is done by them (...). And those dark stores are a new phenomenon in the same trend.”
[5:30]. This illustrates a NIMBY-like response, where residents resist local impacts but continue using

QC’s services and other services alike.

Furthermore, respondents (#5 and 6) also questioned whether QC couriers’ driving behaviour actually
differed that much from other electric cyclists. Their visibility (in terms of work uniform, delivery bag

and electric bike) might make them an easy target for people to point at.
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Wrapping up, the findings indicate that public perception of QC has evolved from initial negativity,
driven by disruptive visibility and nuisances, to a more balanced view influenced by regulations and
operational changes. However, ongoing debates about its spatial impact versus consumer convenience

highlight the complexity of attitudes towards QC.

The wide range of perspectives towards QC, approached by all themes discussed above, form the basis
for the following sections. These sections address the analysis of residents’ attitudes towards QC in the

context of the investigated cases based on the quantitatively and qualitatively retrieved data.
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5.2 The role of perceived individual and societal costs and benefits in
shaping attitudes towards QC

To investigate how perceived individual and societal costs and benefits shape attitudes towards QC, a
quantitative analysis was conducted using the survey data collected from 93 respondents” in the three
districts in The Hague. The analysis focuses on the indicators operationalised under the key concepts
(perceived individual and societal benefits and costs) and their correlation with residents’ general

attitude towards QC.

The findings indicate that attitudes towards QC are predominantly negative, with a mean score of 1.49
and a median of 1.00 on a five-point scale, where 62.4% of respondents assigned the lowest possible
score of 1.00. Only 12.9% of participants rated their attitudes above 2.00, suggesting that strong
resistance to QC is widespread. This is supported by the focus group discussion, where policymakers
confirmed that QC is generally perceived negatively, with concerns primarily revolving around societal
costs rather than individual benefits. They emphasised that issues such as traffic safety, urban disruption,
and nuisance contribute more strongly to public resistance than any perceived convenience or utility QC

may offer.

Hypotheses were developed in Chapter 2* for each indicator related to perceived individual and societal
costs and benefits. The analysis examines whether the expected relationships between these indicators
and general attitude towards QC are supported. Per hypothesis, findings from the descriptive statistics
and correlation analyses are reported, including subsequent rejection or acceptance of the hypothesis.
These findings will collectively answer SQ 2: How do perceived individual and societal costs and

benefits shape residents’ attitudes towards QC?

5.2.1 The impact of individual benefits on attitudes

HI. Previous use of QC services

Residents who have previously used QC are expected to hold more positive attitudes towards QC.
Hypothesis 1 suggested that participants who had previously used QC services would have more positive

attitudes towards QC compared to non-users. The results, shown in Table 6, indicate a significant

difference in attitudes between the two groups. QC users (n=13) reported a significantly higher mean

2 Note: The dataset for this study is small (N = 93) and contains missing values (approximately 5% across
variables). While I made efforts to handle missing data appropriately, the quantitative results should be interpreted
with caution due to the dataset’s limitations.

3 Note: four hypotheses have been left out of the analysis (higher prices, economic development, environmental
impact as part of the key concept societal cost and as -benefit). These were later in the research process (after the
survey was completed) identified as potential aspects belonging under the key concepts. However, the survey did
not include specific questions addressing these aspects. As such, these hypotheses were excluded from the analysis.

57



Master's Thesis Quick Commerce M.R. van de Wiel ﬂe
oo

attitude score (M = 2.69, SD = 1.27) compared to non-users (M = 1.29, SD = 0.495), a difference
confirmed as statistically significant (t(12.60) = -3.93, p = 0.002). The effect size (Cohen’s d = -2.15)
suggests a substantial difference between the two groups. The frequency distribution shows that 86% of
participants had never used QC, while 14% had. Despite the smaller size of the user group, their higher

attitude scores significantly impacted the overall comparison.

These findings confirm the hypothesis and highlight the importance of direct experience in shaping
positive attitudes. QC users are likely to have experienced the service’s practical benefits, such as
convenience and speed, which can outweigh potential downsides. In contrast, non-users may rely on
assumptions or biases, explaining their more negative views. Familiarity appears to play a key role in

positive attitudes.

Table 6.

Descriptive statistics for hypothesis 1
QC usage N Mean attitude Std. Deviation Std. Error Mean
No 80 1.29 0.495 0.055
Yes 13 2.69 1.267 0.351

Note. Source: SPSS
H?2. Perceived convenience

The higher the perceived convenience of QC, the more positive residents’ attitudes are towards QC.

Hypothesis 2 proposed that perceived convenience would positively influence attitudes towards QC.
Convenience was measured as a composite score, [composite _personal convenience], combining two
statements: (1) “QC is convenient because I can easily order online” and (2) “QC is convenient because
it gives me more time for other activities.” These statements were answered only by QC users (n = 13),
resulting in 80 missing responses (86.0%) from non-users. The composite score had a mean of 3.54 (SD
= 0.80), and a median of 3.50, indicating moderate agreement with the convenience-related statements,
with 30.8% of participants perceiving QC as moderately convenient. However, internal reliability for
the composite score was low (Cronbach’s alpha = 0.388), suggesting that the two items are not

sufficiently consistent to measure perceived convenience as a unified concept®.

A Spearman’s rank order correlation revealed a very weak negative and non-significant relationship
between the composite convenience score and attitudes (Spearman’s rho = -0.12, p = 0.693). These

findings suggest that perceived convenience, as measured by the composite score, does not strongly

4 Note: Despite this insufficient internal reliability score, I chose to proceed with this composite measure because
the survey does not contain any other questions that measure individual perceived convenience. Thus, the low
internal reliability score must be taken into account in further correlation analyses. The discussion chapter will
elaborate further on the limitations of the design of the survey.
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relate to participants’ attitudes in this sample. The small sample size of QC users likely limited the

statistical power of this analysis.

The results do not confirm the hypothesis, suggesting that perceived convenience may not play a strong
role in shaping attitudes towards QC, at least not when measured as a composite score. The low internal
reliability of the composite further complicates the interpretation, indicating that the two convenience
dimensions — online ordering and time savings — may influence attitudes differently. To address this, the
two statements were analysed separately to provide more nuanced insights into the role of specific

aspects of convenience in shaping attitudes.

H2a. Perceived convenience: Ease of use

Higher perceived convenience of QC due to online ordering is associated with more positive attitudes
towards QC.

Participants' perceptions of online ordering ease were measured using the statement: “QC is convenient
because I can easily order online.” Among QC users (n = 13), the mean response was 4.00 (SD =0.91),
with a median of 4.00. Most participants somewhat agreed (46.2%) or strongly agreed (30.8%) with the
statement, while fewer were neutral (15.4%) or somewhat disagreed (7.7%). These findings suggest that

QC users generally view online ordering ease as a strong benefit of QC.

A Spearman’s rank-order correlation revealed a moderate positive correlation between online ordering
ease and attitudes towards QC (Spearman’s rho = 0.64, p = 0.018). This statistically significant
correlation indicates that participants who perceived QC as easy to order online had more positive

attitudes towards the service.

The findings support H2a, confirming that perceived ease of online ordering is an important factor in

shaping positive attitudes towards QC, as it directly contributes to a better user experience.

H2b. Perceived convenience: Time-savings

Higher perceived convenience of QC due to time savings is associated with more positive attitudes
towards QC.

Participants' perceptions of time savings as a convenience factor were assessed using the statement: “QC
is convenient because it gives me more time for other activities.” Among QC users (n = 13), the mean
response was 3.08 (SD = 1.12), with a median of 3.00. Most participants either somewhat disagreed
(38.5%) or were neutral (30.8%), with smaller proportions somewhat agreed (15.4%) or strongly agreed
(15.4%). These findings suggest that time savings is not widely perceived as a strong benefit among QC

users.

A Spearman’s rank-order correlation revealed a weak and non-significant negative relationship between
perceptions of time savings and attitudes towards QC (Spearman’s tho =—0.21, p =0.483). This suggests

that time savings did not meaningfully influence participants’ attitudes towards QC in this sample.
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These results do not support H2b, as perceptions of time savings were neither strongly endorsed by
participants nor significantly associated with attitudes towards QC. This contrasts with the findings for
online ordering ease, which showed a significant positive relationship with attitudes. Together, these
results suggest that while convenience is a relevant factor for QC acceptance, its influence is primarily

driven by ease of online ordering rather than perceived time savings.

The focus group discussion reinforces this distinction. Policymakers noted that for QC users, the primary
benefit lies in its ease of use rather than in time savings. They suggested that the ability to quickly place
an order might contribute to QC’s appeal, but the notion of time efficiency is not necessarily a key
motivator as delivery times are longer than before. This aligns with the survey findings, where ease of
ordering (H2a) was positively correlated with QC acceptance, while perceived time savings (H2b) had

no significant effect.

Additionally, the policymakers indicated that residents in areas with fewer supermarkets or longer
distances to grocery stores — such as parts of Morgenstond — may perceive QC as more beneficial. This
complements the survey’s finding that Morgenstond residents showed slightly higher QC acceptance

compared to the other districts (Section 5.4.1).

H3. Cost savings

Residents who perceive QC as cheaper than shopping in conventional supermarkets are expected to

hold more positive attitudes towards QC.

This hypothesis was tested using data from QC users only (n = 13) and was based on their agreement
with the statement: “QC is cheaper than buying the same groceries in a supermarket.” A Spearman’s
rank-order correlation revealed a moderate and statistically significant positive relationship (Spearman’s
rho = 0.60, p = 0.031). This suggests that QC users who perceive QC as less expensive tend to hold

more positive attitudes.

However, descriptive statistics reveal a discrepancy: 76.9% strongly disagreed with the statement, while
23.1% somewhat disagreed. None of the users agreed with the idea that QC is cheaper than traditional

supermarkets.

These findings provide partial support for the hypothesis. While a significant positive relationship was
found, the descriptive statistics show that most QC users perceive the service as expensive. This suggests
that affordability, although statistically significant, may only play a minor role in shaping attitudes and

that other factors likely have a greater influence on attitudes towards QC.

HA4. Product availability

The greater the perceived diversity of products available through QC, the more positive residents’

attitudes are towards QC.
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Similar to the approach taken for H2 and H3, this hypothesis was tested among QC users (n = 13), based
on their agreement with the statement, “QC offers me a broader assortment than supermarkets.”
Descriptive statistics revealed that participants generally disagreed with this statement, with a mean
score of 1.54 and a median of 1.00. The majority (61.5%) strongly disagreed, 30.8% somewhat

disagreed, and only 7.7% somewhat agreed.

A Spearman’s rank-order correlation found no significant relationship between perceived product
availability and attitudes towards QC (Spearman’s rho =—0.07, p = 0.821). This suggests that perceived

availability of products does not influence attitudes towards QC in this sample.

These findings do not support the hypothesis. Both the descriptive statistics and the lack of a significant
correlation indicate that QC users do not view the service as providing a broader product assortment
than supermarkets. This suggests that product diversity is not a key factor in shaping attitudes towards

QC in this sample.

5.2.2 The impact of societal benefits® on attitudes
H5. Societal usefulness

Residents who perceive QC as a useful addition to society are more likely to hold positive attitudes

towards QC.

Participants’ perceptions of the societal usefulness of QC were measured using two statements: “/ find
OC a good development” and “I find QC a useful invention.” These items demonstrated high internal
reliability (Cronbach’s Alpha = 0.916), confirming they measure the same construct. The composite
score had a mean of 2.00 (SD = 1.14), with a median of 1.50. These descriptives indicate that, on
average, participants rated QC’s societal usefulness relatively low, with most respondents disagreeing

with the statements.

A Spearman rank-order correlation revealed a moderate positive correlation between societal usefulness
and attitudes towards QC (Spearman’s rho = 0.48, p < 0.001), which was statistically significant. This

suggests that participants who perceive QC as more useful tend to hold more positive attitudes.

These findings partially confirm the hypothesis. While societal usefulness is significantly linked to
positive attitudes, the low average score suggests most participants do not perceive QC as societally
beneficial. This indicates that societal usefulness may only influence attitudes for a subset of

participants.

> Note: Economic development and environmental impact were later (after the survey was completed)
identified as potential aspects belonging under societal benefits. However, the survey did not include specific
questions addressing these aspects. As such, these hypotheses were excluded from the analysis.
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The focus group reinforced this, with policymakers noting that QC is rarely seen as societally useful and
that public discourse is primarily dominated by concerns rather than potential benefits. They
acknowledged that some groups, such as residents with mobility constraints or those in peripheral areas,

might find QC useful, but this was not widely emphasised in their interactions with residents.

These insights support the survey findings, showing that QC’s societal benefits are recognised by only

a subset of residents and play a minor role in shaping attitudes.

H6. Neighbourhood acceptance

Residents who perceive QC as a positive addition to their neighbourhood are expected to hold more

positive attitudes towards QC.

Participants’ perceptions of neighbourhood acceptance of QC were measured using two statements:
“OC is a desirable addition to my neighbourhood” and “I would be okay with a dark store in my
neighbourhood.” The composite measure demonstrated acceptable internal reliability (Cronbach’s
Alpha = 0.723). The mean score was 1.76 (SD = 0.94), with a median of 1.50. Participants were, on
average, less accepting of QC in their neighbourhood, with nearly half (47.7%) strongly disagreeing

with the statements, while a small proportion (12.5%) moderately agreed.

A Spearman’s rank-order correlation revealed a moderate positive correlation between neighbourhood
acceptance and attitudes towards QC (Spearman’s rho = 0.47, p < 0.001). This suggests that participants

who perceive QC as acceptable in their neighbourhood tend to have more positive attitudes towards it.

These findings partially support the hypothesis. While neighbourhood acceptance is significantly
associated with positive attitudes, the low average score indicates that most participants are hesitant to
accept QC in their neighbourhood. This highlights the potential importance of neighbourhood-specific
perceptions in shaping attitudes, such as concerns about local impact. Further exploration of these
perceptions could provide valuable insights for municipalities in understanding and addressing public
resistance to services like QC. The implications of this finding will be explored further in the discussion

chapter.

5.2.3 The impact of individual costs on attitudes
H7. Impulse shopping

The more strongly residents experience impulsive purchases due to QC, the more negative their attitude

towards QC.

Hypothesis 7 posited that residents who associate QC with encouraging impulsive purchases would have
more negative attitudes towards the service. Initial analysis of Q13, which asked QC users if they
experienced impulsive shopping as a negative aspect, revealed that only 5 out of 13 users selected this

option. This small sample size, coupled with the exclusion of non-users, made valid statistical testing
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unfeasible. Therefore, Q32 was analysed, which asked participants their agreement with the following

>

statement: “QC leads to more impulsive purchases.’

The Spearman’s rank-order correlation revealed a weak positive relationship (Spearman’s rho = 0.16, p
=0.134), suggesting that participants who perceive QC as encouraging impulsive purchases hold slightly
more positive attitudes. This finding was unexpected, as the hypothesis predicted a negative association.
However, the p-value exceeded the significance threshold of 0.05, meaning the relationship was not

statistically significant, and no definitive conclusion can be drawn.

Descriptive statistics provide additional context. Of the 93 respondents, 88 provided valid responses,
with a mean score of 3.55 and a median of 4.00. A majority (53.5%) agreed to some extent that QC
promotes impulsive purchases, 31.8% were neutral, and only 14.7% disagreed. These results suggest
that impulsive shopping is widely perceived as a behavioural impact of QC, even though its effect on

attitudes remains inconclusive.

HS. Social isolation

Residents who perceive QC as reducing social engagement are expected to hold more negative attitudes

towards QC.

Hypothesis 8 proposed that residents who perceive QC as reducing social interaction would hold more
negative attitudes towards the service. Initial analysis of Q13, which asked QC users if they experienced
fewer social contacts or went outside the house less, revealed that none of the 13 QC users agreed.
Further analysis using these questions was not possible. Instead, Q32, which asked participants their
agreement with the statement: “QC leads to less social interaction between people.”, was analysed. Of
the 93 respondents, 88 provided valid responses. The mean score was 3.33, with a median of 3.00,
showing a slight tendency towards agreement. While 38.6% agreed to some extent, 43.2% were neutral,
and 18.2% disagreed. These descriptives suggest that perceptions of QC reducing social interaction are

present but not strongly held.

A Spearman’s rank-order correlation revealed a very weak negative relationship (Spearman’s rho =
-0.17, p = 0.012), suggesting that participants who associate QC with reduced social interaction may
hold slightly less positive attitudes toward QC. However, the correlation was not statistically significant,

meaning no definitive conclusions can be drawn about the relationship.

These findings do not support the hypothesis. While some participants perceive QC as reducing social
interaction, this perception does not significantly influence their attitudes. The neutrality in descriptives
and a lack of a strong correlation indicate that social isolation may not be a primary concern for most

respondents.
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HY. Feelings of unsafety in traffic
Residents who perceive QC as contributing to unsafe traffic conditions are expected to hold more

negative attitudes towards QC.

Hypothesis 9 stated that residents who perceive QC as contributing to feelings of unsafety in traffic hold
more negative attitudes toward the service. The statement, "Since the introduction of QC, I feel less safe
in traffic,” was analysed, with 88 valid responses and 5 missing cases. The mean score was 3.11, and
the median was 3.00, suggesting that respondents were relatively neutral, with a slight lean toward
agreement. While 43.1% of respondents agreed to some extent that they feel less safe in traffic since
QC’s arrival, 25.0% were neutral, and 31.8% disagreed to some extent. These results suggest that a
substantial portion of respondents perceive QC as contributing to feelings of unsafety, but this

perception is not shared among all.

A Spearman’s rank-order correlation revealed a moderate and statistically significant negative
correlation (Spearman’s rho = -0.35, p < 0.001). This indicates that respondents who feel less safe in

traffic due to QC hold more negative attitudes towards the service.

These findings support the hypothesis and highlight that traffic safety concerns are a significant factor
in shaping negative attitudes towards QC. The moderate negative correlation suggests that feelings of
traffic unsafety are an important individual cost shaping negative perceptions of QC. This insight
underscores the need for municipalities to address traffic safety concerns when managing public

resistance and developing policies for such services.

The focus group strongly supports this finding. Policymakers noted that QC couriers contribute to a
sense of traffic insecurity, particularly due to speed differences, sidewalk use, and unpredictable cycling
behaviour. they emphasised that these concerns are frequently raised by residents and play a key role in

shaping negative attitudes towards QC.

However, policymakers also questioned whether survey respondents clearly distinguish QC couriers
from other delivery services, such as other meal delivery riders. They suggest that negative perceptions
of QC may be partially influenced by broader concerns about urban delivery traffic, rather than QC

alone.

This nuance is important for interpreting the survey results, as it suggests that while traffic safety
concerns are real, they may reflect a broader discomfort with delivery-related mobility patterns rather
than QC-specific risks. This underscores the need for municipalities to take a more integrated approach

to managing delivery-related traffic concerns in urban environments.
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H10. Personal experienced nuisance

Residents who experience nuisance directly caused by QC operations are expected to hold more

negative attitudes towards QC.

Hypothesis 10 proposed that residents who experience nuisance from QC (e.g., noise, clutter) tend to
have more negative attitudes towards the service. To test this hypothesis, responses to Q28 (“Do you
ever experience nuisance from QC?”) were analysed. Participants could select one of four options:

“Yes,” “No,” “Maybe,” or “I don’t know.”

To simplify the analysis, "maybe” responses to Q28 were recoded into the "Yes' category, as subsequent
analysis of Q29° showed that many “maybe” respondents reported experiencing specific types of
nuisance. This suggests that “maybe” reflects some level of nuisance perception, aligning conceptually
with the 'Yes' category. However, this recoding approach resulted in a very weak and statistically
insignificant relationship (Spearman’s rho = -0.01, p = 0.956), indicating no meaningful association

between nuisance perception and attitudes towards QC.

Given these results, I revised my recoding approach, classifying “maybe”-responses as “no”, to reflect
an absence of clear nuisance perception. This revised binary variable distinguished between participants
who explicitly experienced nuisance (56% of valid responses) and those who did not (44.4% of valid

responses).

The revised Spearman’s rank order correlation revealed a weak negative correlation (Spearman’s rho =
-0.17, p = 0.110) between nuisance perceptions and attitudes towards QC. Although this suggests that
respondents who reported experiencing nuisance tend to hold slightly more negative attitudes, the
correlation was not statistically significant. Thus, no definitive conclusions can be drawn about the role

of nuisance in shaping attitudes towards QC.

These findings suggest that while some residents experience nuisance from QC, it is not a major driver
of negative attitudes overall. The focus group provides a possible explanation: policymakers emphasised
that QC-related nuisances, such as noise from dark stores or nighttime deliveries, tend to be highly
localised and primarily affect those living directly near a dark store. This could explain the lack of a
strong statistical relationship in the survey, as most respondents may not have personally encountered

these issues.

¢ The detailed results for Q29 (specific types of nuisance) and Q31 (open-ended responses about nuisance) are
provided in Appendix E. I made this choice to maintain focus on the primary hypothesis testing that is central to
answering the sub-questions.
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5.2.4 The impact of societal costs on attitudes
HI11. Traffic congestion

Residents who perceive QC as increasing delivery traffic are expected to hold negative attitudes towards

ocC.

Hypothesis 11 proposed that residents who perceive QC as increasing delivery traffic tend to have more
negative attitudes towards the service." This was assessed through the statement, "The introduction of

OC has led to more delivery traffic in my neighbourhood."”

Descriptive statistics revealed a mean score of 2.74 and a median of 3.00, suggesting that participants
were generally neutral. Among the 88 valid responses, 47.7% were neutral, 18.2% agreed to some
extent, and 33.4% disagreed to some extent. These findings suggest that perceptions of increased

delivery traffic are not strongly held, with most participants leaning towards neutrality.

A Spearman’s rank-order correlation revealed a very weak negative relationship (Spearman’s rho =
-0.11, p = 0.305), suggesting that participants who perceive QC as increasing delivery traffic tend to
hold slightly more negative attitudes. However, this relationship was not statistically significant,

indicating no meaningful association between these perceptions and attitudes towards QC.

These findings thus do not support the hypothesis that perceptions of increased delivery traffic contribute
to more negative attitudes towards QC. The overall neutrality in responses suggests that traffic
congestion is not a major concern for most participants. Other factors, such as traffic safety or societal

impacts, may play a more prominent role in shaping negative attitudes.

HI2. Traffic accidents

Residents who perceive QC as contributing to more traffic accidents are expected to hold more negative

attitudes towards QC.

Hypothesis 12 proposed that perceptions of QC contributing to more traffic accidents are associated
with more negative attitudes towards the service. To explore this, responses to the statement, "The

introduction of QC has led to more traffic accidents in my neighbourhood,"” were analysed.

Descriptive statistics revealed a mean score of 2.99 and a median of 3.00, indicating general neutrality
among participants. Of the 88 valid responses, 64.8% were neutral, 17.1% agreed to some extent, and
18.2% disagreed to some extent. These findings suggest that perceptions of increased traffic accidents

due to QC are not widely held.

A Spearman’s rank-order correlation revealed a weak to moderate and statistically significant negative
relationship (Spearman’s rho = -0.25, p = 0.020). This indicates that participants who perceive QC as

contributing to traffic accidents tend to hold more negative attitudes towards the service.
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These findings thus support the hypothesis, as perceptions of QC contributing to traffic accidents were
significantly associated with more negative attitudes. Although most participants expressed neutrality,
the significant negative correlation highlights that traffic safety concerns, particularly regarding
accidents, may contribute to resistance against QC. This underscores the need for municipalities to

address safety perceptions when formulating policies regarding QC services.

H13. Urban disruption

Residents who perceive QC as disrupting neighbourhood liveability (e.g., through noise nuisance, dark

stores, or public space occupation) are expected to hold more negative attitudes towards QC.

Hypothesis 13 proposed that residents who perceive QC as disruptive to neighbourhoods tend to hold
more negative attitudes towards the service. This was assessed through the statement, "QC leads to the

disruption of public spaces (e.g., litter, increased disturbances)."

Descriptive statistics showed a mean score of 3.65 and a median of 4.00, indicating that respondents
generally leaned towards agreement. Of the 88 valid responses, 59.1% agreed to some extent, 29.5%
were neutral, and 11.4% disagreed to some extent. These findings suggest that the majority of

participants perceive QC as having a disruptive impact on neighbourhoods.

A Spearman’s rank-order correlation revealed a weak to moderate negative relationship (Spearman’s
rho =-0.23, p=0.031), which was statistically significant. This indicates that participants who perceive

QC as disruptive are more likely to hold negative attitudes towards the service.

These findings support the hypothesis that perceptions of QC causing neighbourhood disruption are
associated with more negative attitudes. A majority of respondents expressed concerns about the
disruptive effects of QC, and the statistically significant correlation suggests that these concerns

contribute to public resistance to QC.

5.2.5 Preliminary synthesis based on the individual analyses

This section synthesises the findings from the individual analyses (5.2.1-5.2.4), focusing on key
predictors, overarching patterns, and preliminary insights into how individual and societal factors shape
attitudes towards QC. Table 7 provides an overview of the findings, summarising the direction, strength,
significance, and alignment of each hypothesis with the expectations. The first column shows whether
the hypothesis belongs to either individual benefit (IB), societal benefit (SB), individual cost (IC), or
societal cost (SC).
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Table 7.
Overview of results per hypothesis from the individual analyses
Hypothesis Direction of Strength of Significance Aligned Conclusion
relationship relationship (p-value) with
expectation?
IB HI1: Previous use of QC Positive -2.15 0.002 Yes Confirmed
services
IB  H2: Perceived Negative* -0.12 0.693 No Rejected
convenience - composite
IB H2a: Perceived Positive 0.64 0.018 Yes Confirmed
convenience - Ease of use
IB H2b: Perceived Negative* -0.21 0.483 No Rejected
convenience - time
savings
IB H3: Cost savings Positive* 0.60 0.031 Partial Partially
confirmed
IB H4: Product availability =~ Negative* -0.07 0.821 No Rejected
SB  HS5: Societal usefulness Positive®* 0.48 <0.001 Partial Partially
confirmed
SB H6: Neighbourhood Positive®* 0.47 <0.001 Partial Partially
acceptance confirmed
IC H7: Impulse shopping Positive* 0.16 0.134 No Rejected
IC HS: Social isolation Negative -0.17 0.112 No Rejected
IC H9: Traffic safety Negative -0.35 <0.001 Yes Confirmed
IC H10: Personal Negative -0.17 0.110 No Rejected
experienced nuisance
SC HI11: Traffic congestion Negative -0.11 0.305 No Rejected
SC H12: Traffic accidents Negative -0.25 0.020 Yes Confirmed
SC H13: Urban disruption Negative -0.23 0.031 Yes Confirmed

Note. Source: SPSS.

* H2; 2b; 4, 7: unexpected correlation result as the direction of the relationship was found opposite to the expected direction.

** H3; 5; 6: descriptive statistics suggest these variables play a minor role (general disagreement with these statements)

5.2.5.1 Key highlights

Several key findings emerged from the individual analyses:

Earlier use (H1) consistently stood out as the strongest predictor of positive attitudes, confirming

the importance of familiarity and direct experience in fostering acceptance.

Traffic safety concerns (H9) emerged as a significant negative predictor, underscoring the

impact of perceived personal risks in shaping resistance to QC.

Societal factors, such as societal usefulness (HS5) and neighbourhood acceptance (H6),

demonstrated moderate positive correlations with attitudes but were limited by low agreement

among respondents, reflecting their partial influence.

Impulsive shopping (H7), initially hypothesised as a cost, showed an unexpected positive

relationship with attitudes, suggesting diverse perceptions of impulsive purchases among

respondents.
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5.2.5.2 Individual Benefits vs. Societal Benefits

Individual benefits emerged as primary drivers of positive attitudes. Earlier use (H1) demonstrated the
strongest influence, highlighting the role of personal familiarity and experience in fostering acceptance.
Cost savings (H3) also showed a moderate positive correlation but was marked by descriptive statistics
indicating limited agreement among respondents. These findings suggest that cost savings may only
resonate with specific groups of QC users, while other factors, such as online ordering ease (H2a),

complement perceptions of convenience.

Societal benefits, including societal usefulness (H5) and neighbourhood acceptance (H6), displayed a
more nuanced role. Both were significant but limited by low levels of agreement, indicating that most
respondents did not perceive QC as beneficial on a societal level. These results highlight the more
indirect influence of societal benefits, which seem secondary to tangible individual advantages in

shaping attitudes.

5.2.5.3 Individual Costs vs. Societal Costs

Individual costs, particularly traffic safety concerns (H9), emerged as the strongest predictor of negative
attitudes. This finding highlights the weight of personal risks and immediate experiences in shaping

resistance to QC.

In contrast, societal costs, such as traffic accidents (H12) and urban disruption (H13), were significant
but less impactful. Traffic accidents elicited general neutrality in descriptive statistics, suggesting
limited recognition among respondents. Urban disruption, however, was strongly acknowledged but

may overlap with individual perceptions of traffic safety, reducing its independent influence.

5.2.5.4 Preliminary Hierarchy of Influence

These findings suggest a hierarchy of influence, with individual-level factors, particularly earlier use
and traffic safety concerns, playing the most dominant role. Societal factors, while recognised to some
extent, are more context-dependent and often mediated by individual experiences. This distinction
highlights the need to consider both direct personal experiences and broader societal implications in

understanding public attitudes towards QC.

These insights set the stage for further exploration in 5.2.6, where the combined effects of individual
and societal factors are analysed through multiple regression analyses. The nuanced patterns identified

here will inform the synthesis and broader implications discussed in Chapter 6.

5.2.6 Stepwise Multiple Regression Analyses of H1-13 to identify key predictors of QC
attitudes

This section presents the findings from the Multiple Regression Analyses (MRAs), which provide a

more comprehensive understanding of how individual and societal variables interact to shape attitudes
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towards QC. Building on the bivariate findings from the individual analyses (see 5.2.1-5.2.4), the MRAs
assess whether the predictors from those analyses retain their influence when controlling for other
factors. This approach allows me to identify the most influential predictors and refine my understanding

of the combined explanatory power of these variables.
The analysis followed a structured approach:

- An initial model tested the collective explanatory power of all variables associated with H1—
H13 (excluding H2-H4) in section 5.2.6.1.

- A second model focused on the significant predictors from the first MRA to refine the results
in section 5.2.6.2.

- Separate MRAs were conducted for QC-user-specific variables (H2-H4) to avoid overfitting

due to small sample sizes in section 5.2.6.3.

The following sections summarise the key findings from the MRAs, including the overall predictive

power of the models and the role of specific variables in shaping attitudes towards QC.

5.2.6.1 MRA H1, 5-13

The first MRA model, which included all variables associated with hypotheses 1 and 5-13, revealed that
the variables collectively explain 55.5% of the variance in attitudes towards QC (R? = 0.555, Adjusted
R? = 0.501). The overall model was statistically significant (F(10,82) = 10.224, p < 0.001), indicating
that these factors strongly predict attitudes. All predictors and their implications for the hypotheses are
presented in Table 8.

Table 8.

Results of the first MRA
Variable B (Unstandardised) B Significance  Direction

(Standardised) (p-value) of effect

H1: Previous use of QC services 0.939 0.404 <0.001 Positive
HS: Societal usefulness 0.207 0.287 0.007 Positive
H6: Neighbourhood acceptance 0.132 0.150 0.181 Positive
H7: Impulse shopping 0.145 0.186 0.026 Positive
HS: Social isolation 0.010 0.013 0.879 Positive
H9: Traffic safety -0.163 -0.245 0.015 Negative
H10: Personal experienced nuisance ~ 0.026 0.016 0.860 Positive
H11: Traffic congestion -0.016 -0.019 0.826 Negative
H12: Traffic accidents 0.001 0.001 0.996 Positive
H13: Urban disruption 0.077 0.100 0.320 Positive

Note. Source: SPSS.
Significant predictors and their implications for the hypotheses

Earlier use of QC (H1): This predictor remained a robust, strong positive influence on attitudes, retaining

its statistical significance and a relatively large effect size. Its consistency across analyses indicates that
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familiarity through usage is not influenced by other variables in the model, underscoring its independent
predictive power. These findings thus confirm H1, indicating that previous use of QC services is a strong

and unique factor influencing positive attitudes.

Societal usefulness (HS5): Although this was a significant moderate predictor in the MRA, its effect size
diminished slightly compared to the individual analysis. This suggests that its influence may overlap
with other societal perceptions, such as neighbourhood acceptance (H6). The low descriptive scores on
societal usefulness further highlight that its significance in the MRA reflects the views of a specific
subset of participants who perceive QC as societally useful. However, both the individual correlation
and MRA findings support HS5, showing that perceptions of societal usefulness are associated with more

favourable attitudes, despite the low overall agreement with this aspect.

Impulsive shopping (H7): Interestingly, this predictor, initially hypothesised as a perceived cost,
emerged as a small but significant positive predictor in the MRA. This finding is consistent with the
individual analysis (although that relationship was not statistically significant), where descriptive
statistics revealed that respondents generally agreed with the statement that QC encourages impulsive
purchases. A possible explanation for this unexpected result is that the behaviour associated with
impulsive purchases is viewed more neutrally or even positively by some participants. These findings
therefore partially support H7, as impulsive purchases significantly influence attitudes, but not in the

direction initially hypothesised.

Traffic safety concerns (H9): The negative influence of this predictor was consistent across both the
individual analysis and the MRA. However, the inclusion of other variables in the MRA slightly reduced
its effect size, suggesting that while it remains a key concern, its influence interacts with other factors
shaping attitudes. This consistent result supports H9, indicating that greater concerns about traffic safety

due to QC are associated with more negative attitudes.

Non-significant predictors and variable overlap
Several variables that were significant in individual analyses lost their significance in the MRA,

suggesting potential shared variance:

- Neighbourhood acceptance (H6): While significantly correlated with attitudes in the individual
analysis, this variable became non-significant in the MRA. Its overlap with societal usefulness
(H6) may explain this shift, as both variables capture elements of societal and spatial acceptance
of QC.

- Traffic accidents (H12) and Urban disruption (H13): Similarly, while significant individually,
these variables became non-significant in the MRA. This suggests that perceptions of traffic
accidents caused by QC are mediated by personal perceptions of traffic unsafety (H9), which

remained significant.
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- Social isolation (HS8), Personal experienced nuisance (H10), and Traffic congestion (H11) were
insignificant in the MRA, as was the case in the individual analyses. This indicates that their

independent effects on attitudes towards QC are minimal when other variables are considered.

Concluding remarks on MRA H1, 5-13

The MRA confirmed earlier use (H1), societal usefulness (HS), impulsive shopping (H7), and traffic
safety concerns (H9) as significant predictors of attitudes towards QC. These findings align with the
individual analyses, particularly highlighting the strong positive influence of earlier use and the
consistent negative impact of traffic safety concerns. Societal usefulness was positively related to
attitudes, although descriptive statistics show limited agreement among respondents. Impulsive
shopping, unexpectedly positive in its relationship with attitudes, raises questions about its role as a
perceived benefit. These results demonstrate the complex interplay of individual and societal factors,

which will be further explored in section 5.2.7.

5.2.6.2 MRA with H1, 5, 7, 9 (the significant predictors from the first MRA)

A second MRA was conducted using only the significant predictors from the first model (earlier use,
societal usefulness, impulsive purchases, and traffic safety concerns) to find out whether the exclusion
of non-significant predictors would impact the results. This simplified model was statistically significant
(F(4,88) =25.958, p <0.001) and explained 54.1% of the variance in attitudes towards QC. The adjusted
R? increased slightly compared to the first model (from 0.501 to 0.520), indicating that the simplified
model offered a clearer explanation of attitudes towards QC. Table 9 compares the results of the first
and second MRA for the significant predictors. The coefficients and significance levels were consistent
across both models, with minor increases in the effects of earlier use (H1), societal usefulness (H5) and
impulsive purchases (H7), and a stronger negative relationship for traffic safety concerns (H9). The

second model thus confirmed the primary conclusions from the first analysis.

Table 9.

Comparison of B-coefficients and p-values of the first and second MRA
Variable First MRA: B (p- Second MRA: B Change in Direction

value) (p-value) B of effect

H1: Earlier use 0.939 (< 0.001) 0.959 (< 0.001) +0.020 Positive
HS: Societal usefulness 0.207 (0.007) 0.240 (< 0.001) +0.033 Positive
H7: Impulse shopping 0.145 (0.026) 0.176 (0.003) +0.031 Positive
H9: Traffic safety -0.163 (0.015) -0.170 (< 0.001) -0.007 Negative

Note. Source: SPSS.

5.2.6.3 MRA H2, 2a, 2b, 3, 4

This section examines the influence of QC-user-specific variables, including perceived convenience
(H2), its sub-components online ordering ease (H2a) and time savings (H2b), cost savings (H3), and
product availability (H4), on attitudes towards QC. Given the small sample size, variables were tested

in pairs through MR As to mitigate overfitting, followed by individual regression analyses to isolate their
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effects. The focus here is on significant predictors, as summarised in Table 10, while non-significant

variables (H2, H2b, and H4) are not discussed in detail.

Table 10.
Results of the significant regression models with QC-user-specific variables
Model Variables B (Unst.) B (Stand.) Significance (p-value)
H2a & 3: Online ordering ease  Cost savings 1.270 0.357 0.119
& cost savings
Online ordering ease 0.496 0.440 0.196
H3: Cost savings Cost savings 1.700 0.588 0.034

Note. Source: SPSS.

H2a. Online ordering ease

The earlier correlation analysis revealed a significant positive relationship between online ordering ease
and attitudes toward QC (Spearman’s rho = 0.64, p = 0.018), supporting Hypothesis 2a. However, in the
paired regression model with cost savings, online ordering ease did not demonstrate a statistically
significant independent effect (B = 0.496, p = 0.196). Despite this, the paired model was statistically
significant, explaining 34.2% of the variance in attitudes towards QC (Adjusted R? = 0.342, F(2,10) =
4.118, p=10.050).

This suggests online ordering ease contributes to the overall significance of the model but does not
independently predict attitudes when cost savings is also included. The addition of cost savings, which
emerged as the stronger (although not significant) predictor in the paired model, shifts the interpretation
of the earlier significant correlation. It suggests that the influence of online ordering ease may be shared

or mediated by cost savings, highlighting the interconnected nature of QC-user benefits.

H3. Cost savings

Hypothesis 3 posited that residents who perceive QC as cost-saving would have more positive attitudes
towards the service. In the earlier correlation analysis, cost savings showed a moderate positive
relationship with attitudes (Spearman’s rho = 0.60, p = 0.031). However, in the paired regression model
with online ordering ease, the effect of cost savings was not statistically significant (B = 1.270, p =

0.119), although it had a stronger standardised coefficient (B = 0.440).

When analysed individually, however, cost savings emerged as the only significant predictor, explaining
28.7% of the variance in attitudes towards QC (Adjusted R? = 0.287, F(1,11) = 5.822, p = 0.034). The
unstandardised coefficient (B = 1.700, p = 0.034) confirms its strong positive influence on attitudes
towards QC. These findings reinforce the importance of cost savings as a critical factor in shaping
attitudes. Interestingly, the descriptive statistics from the earlier analysis revealed that most respondents
disagreed with the statement that QC is cost-saving. This apparent contradiction suggests that while cost
savings is a significant driver of attitudes for a subset of users who perceive it positively, it may not

resonate as a universal benefit. As a result, H3 is only partially confirmed.
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Concluding remarks for MRA H2-4

The MRA for QC-user-specific variables identified cost savings (H3) as the most significant predictor,
consistent with the individual analyses, where it showed a moderate positive relationship with attitudes.
While online ordering ease (H2a) contributed to the significance of paired models, its independent effect
diminished when tested alongside cost savings. These findings highlight that cost savings dominate as
a critical individual benefit; however, other convenience-related variables, such as online ordering ease,
may play a supportive role. The nuanced influence of these variables will be integrated into the overall

synthesis.

5.2.7 Synthesis for SQ 2 based on individual and regression analyses
This section synthesises the findings from the individual analyses (5.2.1-5.2.4) and the MRA (5.2.6),
focusing on key predictors, overarching patterns, and implications for understanding attitudes towards

QC. Table 11 provides an overview of the results, relationships, significance levels, and conclusions for

each hypothesis.
Table 11.
Final results per hypothesis from the individual and multiple regression analyses
Variable Direction of Significance in ind. Significance Conclusion
relationship analysis (p-value) in MRA
IB  HI: Earlier use Positive 0.002 Yes Confirmed
IB  H2: Perceived convenience Negative 0.693 No Rejected
(composite)
IB  H2a: Online ordering ease Positive 0.018 No Partially
confirmed’
IB  H2b: Time savings Negative 0.483 No Rejected
IB  H3: Cost savings Positive 0.031 Yes Partially
confirmed®
IB  H4: Product availability Negative 0.821 No Rejected
SB  HS5: Societal usefulness Positive <0.001 Yes Partially
confirmed’
SB  H6: Neighbourhood Positive <0.001 No Partially
acceptance confirmed'®
IC  H7: Impulse shopping Positive 0.134 Yes Rejected!!
IC HS: Social isolation Negative 0.112 No Rejected
IC  H9: Traffic safety (feelings Negative <0.001 Yes Confirmed
of unsafety)

7 H2a was significant in individual analysis, but not in MRA. Its influence may depend on context / other variables.
8 H3 was confirmed in MRA and significant in the individual analysis, but descriptives suggested weak agreement
among respondents, leading to partial confirmation.

9 H5 was confirmed in MRA and significant in the individual analysis, but descriptives suggested weak agreement
among respondents, leading to partial confirmation.

10 H6 was significant in individual analysis, but descriptives suggested weak agreement among respondents,
leading to partial confirmation. Not significant in MRA, indicating its influence is shared/mediated by other
factors.

"'H7 was significant in MRA but in a positive direction, contrary to the hypothesis, leading to its rejection.
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Variable Direction of Significance in ind. Significance Conclusion
relationship analysis (p-value) in MRA
IC H10: Personal experienced Negative 0.110 No Rejected
nuisance
SC HI11: Traffic congestion Negative 0.305 No Rejected
SC H12: Traffic accidents Negative 0.020 No Partially
confirmed!?
SC H13: Urban disruption Negative 0.031 No Partially
confirmed'

Note. Source: SPSS.
5.2.7.1 Key highlights

Notable highlights, some of which will be addressed more deeply hereafter, include the following:
Earlier use (H1) emerged as the strongest positive predictor, while traffic safety concerns (H9) were
critical in shaping negative attitudes. Additionally, partial confirmations of H3, H5, and H6 reflect
nuanced relationships, with predictors being significant but limited by low agreement among
respondents. Lastly, impulsive shopping (H7) initially hypothesised as a cost, unexpectedly emerged as
a significant positive predictor in the MRA, suggesting that impulsive purchases may be viewed
neutrally or even positively by some respondents. The focus group discussion supports these findings,

particularly reinforcing that traffic safety concerns are a dominant driver of negative attitudes.

5.2.7.2 Individual benefits vs. societal benefits

Individual benefits, such as earlier use (H1) and cost savings (H3), stood out as key drivers of positive
attitudes. Earlier use had the strongest influence, highlighting the importance of personal familiarity and
personal experience with QC. Cost savings also demonstrated significance in both individual and MRA
analyses, although its influence may be confined to specific groups of users who perceive QC as cheaper
than supermarkets. This nuanced relationship is further reinforced by the paired MRA, where online
ordering ease (H2a) was shown to complement cost savings, underscoring how perceptions of

convenience can amplify the perceived value of QC.

In contrast, societal benefits, societal usefulness (H5) and neighbourhood acceptance (H6) displayed a
more indirect influence. While both were significant in the individual analyses, only societal usefulness
remained significant in the MRA. This suggests that it plays a more fundamental role in shaping
attitudes, while neighbourhood acceptance may overlap with or indirectly influence H5. However,
descriptive statistics showed low agreement for both variables, indicating that societal benefits are not
widely recognised by respondents and may be less impactful overall compared to individual-level

factors. The focus group supports this by highlighting that QC’s societal benefits are rarely emphasised

12 H12 was significant in the individual analysis but not in MRA, suggesting that while it appears impactful, other
predictors overshadow its independent contribution.
13 H13 was significant in the individual analysis but not in MRA, suggesting that while it appears impactful, other
predictors overshadow its independent contribution.
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by residents and that any advantages are likely limited to specific groups rather than widely

acknowledged.

5.2.7.3 Individual costs vs. societal costs

Individual costs, such as traffic safety concerns (H9), consistently emerged as a strong predictor of
negative attitudes, both in the individual analyses and the MRA. This further underscores the weight of
personal experiences in shaping resistance to QC. In contrast, societal costs like traffic accidents (H12)
and urban disruption (H13), while significant in individual analyses, lost significance in the MRA. This
suggests that broader societal concerns are often overshadowed by more tangible individual perceptions,

such as feeling unsafe in traffic.

The focus group also offered an important nuance: policymakers questioned whether survey respondents
clearly distinguished QC couriers from other delivery services. This suggests that some of the negative
perception of QC may be shaped by broader delivery trends rather than QC alone, reinforcing the idea

that opposition is shaped by both direct experiences and general societal mobility concerns.

5.2.7.4 Nuanced hierarchy of influence

These findings illustrate a clear hierarchy. Individual-level factors, particularly earlier use and traffic
safety concerns, dominate in shaping attitudes, while societal factors play a secondary, more mediated
role. This hierarchy is further reflected in the nuanced relationships observed for societal usefulness and
impulsive shopping, both of which highlight the complexity of how societal and behavioural factors

interact with individual perceptions.

Overall, these results underscore that personal experiences and tangible benefits or costs (such as earlier
use, cost savings, and traffic safety concerns) play a greater role in shaping attitudes towards QC than
abstract societal considerations. However, the focus group suggested that resistance to QC may also
stem from broader urban mobility trends, as residents might not clearly distinguish QC from other
delivery services. These findings indicate that opposition to QC is multifaceted, shaped by both personal

experiences and societal perceptions.

These insights provide an important basis for further interpretation in Chapter 6, where the broader

implications for policy and practice are elaborated.
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5.3 The role of personal and communal-level factors in shaping residents’
attitudes towards QC

This section examines the role of personal and communal-level factors in shaping residents’ attitudes
towards QC. Similar to the approach taken for SQ 2, this analysis is based on the hypotheses regarding
personal and communal-level factors. The same operationalisation of attitude towards QC is used here.

Full SPSS syntax and output are delivered in a separate data file.

This section is divided into two parts. Section 5.3.1 presents findings from the direct analyses of the
relationship between personal and communal-level factors and attitudes towards QC. Section 5.3.2
discusses the moderating effects of these factors on the relationship between perceived costs and
attitudes towards QC. Together, these findings address SQ 3: What is the role of personal/communal

level factors in shaping residents’ attitudes towards QC?

5.3.1 Direct effects between personal and communal-level factors and attitudes towards
QC

This section presents the results of multiple regression, correlation, and crosstabs analyses, investigating
which personal and communal characteristics independently relate to attitudes towards QC. The findings
indicate that age is the strongest predictor of attitudes towards QC, while the effects of education, length
of residence, social cohesion, and news exposure are weaker or non-significant. It is important to note
that the sample predominantly exhibited negative attitudes towards QC. This should be considered when
interpreting the findings, as it may influence the strength of relationships between variables. Below, the

findings per variable are summarised in Table 12, Table 13, and Figures 12-17.

HI14. Age

Age emerged as the most significant predictor of attitudes towards QC. Middle-aged and older
respondents displayed significantly more negative attitudes than younger respondents (B = -560, p <
0.001; B=-0.507, p=0.002). This finding aligns with the correlation analysis (Spearman’s rho =-0.350,
p <0.001) and crosstabs (X? = 30.684, p = 0.006), showing that younger respondents were more positive
(= 2.00), while middle-aged and older groups were predominantly negative. Younger respondents may
be more open to convenience-driven services like QC, whereas older respondents may perceive QC as

disruptive rather than beneficial.

HI5. Education level

Education level showed no significant direct effect on attitudes towards QC in correlation and MRA.
While higher-educated respondents were slightly more negative than lower-educated respondents, this
effect was not statistically significant (B= -0.207, p = 0.108). Crosstabs suggested a weak trend of
higher-educated respondents holding more negative attitudes. However, this trend was not statistically

significant (X? = 20.668, p = 0.110). Overall, the findings suggest that education level alone does not
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strongly influence attitudes towards QC. The generally negative stance of the sample towards QC may
contribute to the lack of a significant relationship, as attitudes appear uniformly negative across

education levels.

H16. Length of residence

Length of residence had a weak negative association with attitudes towards QC, with longer-term
residents being slightly more negative (Spearman’s rho = -0.226, p = 0.029). However, regression
analysis did not confirm length of residence as a strong predictor (B = -0.026, p = 0.837). This may
indicate that while longer-term residents could be more resistant to change in their neighbourhood (in

the form of QC services), their attitudes towards QC are shaped by a broader set of factors.

H17. Social cohesion

Social cohesion was not a significant predictor of attitudes towards QC. In the regression analysis, its
effect was negligible (B = -0.003, p = 0.977). Although a minor trend suggested that higher social
cohesion might be linked to more positive attitudes, this trend was not statistically significant (X* =
91.513, p=0.124). The expectation that respondents experiencing higher levels of social cohesion would

be more critical of QC is not strongly supported by the data, indicating that other factors are at play.

HI8. News exposure

Exposure to QC-related news did not significantly predict attitudes in regression analysis (B = -0.081,
p = 0.432). However, correlation analysis indicated a significant positive association, suggesting that
those who followed QC-related news were slightly more negative towards it (Spearman’s rho = 0.334,
p=0.001). This suggests that while media exposure might influence perceptions, it does not consistently

translate into stronger attitudes.

Overall, age stands out as the strongest predictor among the personal and communal-level factors, with
younger respondents being significantly more positive. Other factors, such as education level, length of
residence, social cohesion, and news exposure, show weaker or inconsistent effects. These findings align
with those in chapter 5.2, where individual benefits and costs were more strongly associated with
attitudes than societal considerations. This suggests that attitudes towards QC are shaped more by
personal perceptions of convenience and generational differences than by broader communal
characteristics. The next section will delve into the moderating role of these factors on the relationship

between perceived costs and attitudes towards QC.
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Table 12.
Results of the MRA with personal and communal-level factors
Variable Category B B Significance Direction
(Unstandardised) (Standardised) (p-value) of effect
H14: Age Mid -0.945 -0.560 <0.001 Negative
Old -0.856 -0.507 0,002 Negative
H15: Level of Education ~ Mid 0.042 0.024 0.853 Positive
High -0.335 -0.207 0.108 Negative
H16: Length of Residence Long -0.042 -0.026 0.837 Negative
H17: Social Cohesion n.a. (likert) -0.003 -0.003 0.977 Negative
H18: QC News exposure  n.a. (binary) -0.132 -0.081 0.432 Negative

Note. Source: SPSS.

Figure 12.
Bar charts of the MRA results
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14 k% = < 0,001
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Table 13.
Crosstabs result for all personal- and communal-level factors and attitudes towards QC

-0,017 0,256*
0,256*
-0,035 0,094

Note. Source: SPSS.

5% =p<0.05
**=p<0.01
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Figure 13.

Percentage distribution of attitudes towards QC by Age Groups

Figure 14.

Percentage distribution of attitudes towards QC by Level of education
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Note. Source: SPSS.
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Figure 15.

Percentage distribution of attitudes towards QC by Length of Residence
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Figure 16.

Percentage distribution of attitudes towards QC by Social Cohesion
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Figure 17.

Percentage distribution of attitudes towards QC by News Exposure
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5.3.2 Moderating effects between personal and communal-level factors and attitudes
towards QC

In addition to direct effects, this section examines whether personal and communal-level factors
moderate the relationship between perceived costs and attitudes towards QC. The results indicate that
education-level is the only significant moderator, while age, length of residence, social cohesion, and
news exposure do not significantly alter this relationship. Table 14 shows the main results, and the

sections thereafter describe and integrate the findings.

Table 14.

Moderation regression analysis results with interaction variables for personal and communal-level factors
Variable Category B (Unstandardised) Interaction-variable
H14: Age Mid -0.811 (p=0.001) 0.569 (p =0.056)

old -0.725 (p=0.001) 0.455 (p=0.088)
H15: Level of Education Mid -0.153 (p=0.516) -1.778 (p = 0.002)

High -0.316 (p = 0.146) -1,175 (p = 0.033)
H16: Length of Residence  Long -0.324 (p =0.033) 0.249 (p=0.316)
H17: Social Cohesion n.a. (likert) -0.110 (p=0.179) 0.215 (p=0.133)
H18: QC News exposure n.a. (binary)  -0.181 (p = 0.250) 0.458 (p=10.073)

Note. Source: SPSS.
HI14. Age as a moderator

The negative relationship between perceived costs of QC and attitudes towards QC is stronger for older

residents.

While age significantly predicts attitudes towards QC, its moderating effect on the relationship between
perceived costs and attitudes is inconclusive. Interaction terms for middle-aged (B = 0.569, p = 0.056)
and older respondents (B = 0.455, p = 0.088) approached significance but did not confirm a clear trend.
This suggests that although older respondents are generally more negative about QC, their views are not

necessarily more influenced by perceived costs than those of younger respondents.

HI15. Level of Education as a moderator

The negative relationship between perceived costs of QC and attitudes towards QC is weaker for

residents with higher education levels.

Education level significantly moderated the relationship between perceived costs and attitudes towards
QC. For middle-educated respondents, the negative effect of perceived costs on attitudes was weaker (B
=-1.778, p = 0.002), and the same trend was found for highly educated respondents (B = -1.175, p =
0.033). This suggests that for individuals with higher education levels, perceived costs related to QC
(such as traffic safety, personal nuisance, and urban disruption) play a smaller role in shaping their
overall attitudes. A possible explanation is that higher-educated individuals may assess QC through a

broader lens, considering its benefits alongside perceived drawbacks.
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These findings partially support the hypothesis that education moderates the relationship between
perceived costs and attitudes, but further research is needed to understand the underlying mechanisms

driving this effect.

H16. Length of Residence as a moderator

While long-term residents had significantly more negative attitudes towards QC (—0.324, p = 0.033),
the interaction term between length of residence and perceived costs was not significant (B = 0.249, p
= 0.316). This indicates that while long-term residents generally have a more negative stance towards
QC, their perceptions of its costs (e.g., urban disruption, traffic safety feelings) do not amplify this
relationship. This suggests that other factors may drive their negative attitudes rather than the perceived

costs operationalised in this research.

H17. Social cohesion as a moderator

The negative relationship between perceived costs of QC and attitudes towards QC is stronger for

residents with higher levels of social cohesion.

Social cohesion did not significantly predict attitudes towards QC (B =-0.110, p = 0.179) nor moderate
the relationship between perceived costs and attitudes (B = 0.215, p = 0.133). This suggests that
individuals with stronger social ties and engagement in neighbourhood activities do not necessarily

translate their concerns about QC’s costs into stronger opposition.

H18. News exposure as a moderator

The negative relationship between perceived costs of QC and attitudes towards QC is stronger for

residents who follow QC-related news coverage.

Following news about QC did not significantly predict attitudes (B = —0.181, p = 0.250) or moderate
the relationship between perceived costs and attitudes (B = 0.458, p = 0.073). However, the near-
significant interaction term suggests a potential trend where individuals exposed to QC-related news
may become more aware of its apparent costs, subtly reinforcing negative attitudes. Thus, media
coverage may not shape attitudes directly but rather influences how individuals process and interpret

information about QC.

These findings suggest that while media exposure alone may not shape attitudes, the way individuals
process and interpret news about QC could play a role in how they perceive its costs and overall
desirability. Thus, aligning with the idea that the tone and focus of the media can affect how people
think about QC. Caution is necessary with this statement, as it cannot be concluded from this sample

alone; more research is needed on this.

Based on the findings for the moderation analyses, the following can be stated. Education level was the

only significant moderator, with the attitudes of higher-educated respondents being less influenced by
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perceived costs. However, this does not imply that they have a more positive attitude towards QC
overall, as education level was not a significant direct predictor of attitudes. Instead, it suggests that
higher-educated individuals evaluate QC based on a broader set of considerations, where perceived costs
such as traffic safety and urban disruption play a smaller role in shaping their opinions. Age, length of
residence, social cohesion, and news exposure do not significantly moderate this relationship, indicating

that concerns about QC’s societal impact are perceived similarly across different demographic groups.

5.3.3 Synthesis for SQ 3 based on direct and moderation analyses

The findings suggest that personal characteristics have a stronger influence on attitudes towards QC
than communal-level factors. Age is the most dominant predictor, with younger individuals exhibiting
significantly more positive attitudes. Education level does not directly predict attitudes but is the only

significant moderator, reducing the impact of perceived costs on attitudes.

While communal factors such as length of residence and social cohesion were expected to shape
attitudes towards QC, they did not have strong effects. Length of residence was associated with more
negative attitudes but did not moderate the perceived costs-attitude relationship. Social cohesion also
did not alter how perceived costs influenced attitudes, suggesting that QC-related concerns (such as

urban disruption and traffic safety) are not necessarily amplified by these communal factors.

A possible explanation for these findings lies in the homogeneity of the research sample, which was
generally negative towards QC and relatively small. This limited variation may have suppressed

potential moderating effects.

While these findings indicate that attitudes are primarily shaped by individual-level factors, the spatial
dimension is another crucial aspect to consider. The distribution of dark stores, district density, and the
surrounding existing shopping structures could also play a role in shaping resident attitudes. This is the
focus of the next chapter, section 5.4, which examines whether and how attitudes towards QC vary
between the investigated districts, considering the impact of spatial factors. This shifts the focus from
who holds certain attitudes (individual factors) to where these attitudes are shaped (spatial and district
influences). By analysing variations in QC perceptions across different urban contexts, section 5.4
provides deeper insights into whether QC resistance stems from individual preferences or also in part

from broader spatial dynamics.
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5.4 Residents’ attitudes towards QC in different spatial contexts

This section examines whether and to what extent residents’ attitudes towards QC differ depending on
urban context. The analysis is based on the hypotheses regarding the influence of dark store location
and density on residents’ attitudes. The same operationalisation of attitude towards QC is used as in

previous analyses. Full SPSS syntax and output can be found as a separate data file.

This section is divided into three parts. Section 5.4.1 presents findings on whether attitudes towards QC
differ between districts, regardless of specific spatial characteristics. Sections 5.4.2-5.4.3 examine the
influence of distance to dark stores and district density on attitudes, including whether this effect differs
per district. Section 5.4.4 synthesises the findings for SQ 4. Together, these findings address SQ 4. To
what extent do residents’ attitudes towards QC differ between urban contexts, as explained by

differences in dark store proximity and density?

5.4.1 Differences in attitudes between districts

Before examining the specific spatial characteristics hypothesised to influence attitudes towards QC:
dark store location, density, and existing shopping structure, it was necessary to determine whether
attitudes towards QC differed at all between the districts. Since the three districts vary in their urban
composition, density, and retail infrastructure, district-level differences in attitudes were expected.

Identifying such differences would justify further analysis of the spatial characteristics.

A One-Way ANOVA was conducted to test for district-level differences in attitudes. The results indicate
that there is no significant variation between the three districts (F(2,90) = 2.153, p = 0.122). Although
mean attitude scores suggest minor differences (M = 1.26 in Zeeheldenkwartier, M = 1.54 in Geuzen-
en Statenkwartier, and M = 1.75 in Morgenstond), post-hoc comparisons (Tukey and Games-Howell
tests) confirmed that no pair of districts significantly differed. The effect size (4.6%) indicates that only
a small portion of the variance in attitudes can be attributed to district-level factors, suggesting that

broader contextual differences do not strongly influence attitudes towards QC.

District-level factors do not account for differences in attitudes. This has direct implications for the
subsequent analyses investigating spatial factors. If attitudes remain stable across districts, it becomes
increasingly difficult to isolate the impact of specific district-level factors such as dark store location,
density, and shopping structure. Nonetheless, additional analyses were conducted to examine whether
these characteristics might still influence attitudes within districts. Although overall district-level
differences were not significant, a more localised approach allows for an exploratory investigation into

whether proximity-based or structural factors shape attitudes towards QC.

Given these limitations, the following sections adopt a primarily descriptive approach, supplemented by

qualitative insights from the focus group discussion. While statistical tests offer indications of possible
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relationships, the absence of significant variation across districts means that these analyses remain

exploratory rather than confirmatory.

5.4.2 Dark store location (H19)

This section examines whether residents in districts where dark stores are located further away from
residential areas hold more positive attitudes towards QC. To assess this relationship, various statistical

analyses were conducted, and the focus group provides some additional insights.

The results indicate that distance to a dark store does not influence attitudes towards QC. No significant
differences were found between residents living closer to or farther from a dark store. While those living
more than ten minutes away exhibited slightly more positive attitudes on average, this difference was
small and statistically insignificant. A correlation analysis further confirms this: the coefficient is close
to zero, indicating that residents who live farther away do not necessarily perceive QC differently than
those living closer nearby. More detailed pairwise comparisons between distance categories (‘less than
five minutes,” ‘five to ten minutes,” and ‘more than ten minutes’) also revealed no significant

differences.

However, the focus group discussion suggests that this statistical insignificance does not necessarily
mean proximity is unimportant. Policymakers emphasised that QC-related nuisances are highly
localised, primarily affecting people living directly next to a dark store (R1, 0:25:00). This suggests that
proximity should influence attitudes. However, in the survey only a small portion lived within five

minutes of a dark store, so the statistical analysis may not have been sensitive enough to detect an effect.

Further statistical analysis shows that the relationship between distance and attitude does not vary by
district. Although some districts exhibit minor deviations in patterns, these differences are not
statistically significant. This suggests that the effect of distance on attitudes is not contingent on the

specific district in which residents live.

Overall, these findings suggest that distance to a dark store is not a determining factor in how residents
perceive QC. This implies that other factors play a more substantial role in shaping attitudes than mere

geographical proximity to a dark store.

5.4.3 Density (H20)

This section explores whether higher urban density, characterised by more buildings in a compact layout,
is associated with more negative attitudes towards QC. Since density data was not collected in the
survey, external data from CBS (2024) was used, supplemented with qualitative verification of urban
layouts through Google Maps and first-hand experience of visiting the districts. However, as attitudes
towards QC did not significantly vary between districts, this relationship is explored in an exploratory

rather than confirmatory way.
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The three districts vary in both population density and address density. Zecheldenkwartier has the
highest population density (15,745 residents/km?) and the highest address density (6,873 addresses/
km?). Morgenstond and Geuzen- en Statenkwartier have lower but comparable densities (12,332 and
11,232 residents/km?, respectively). If the hypothesis were correct, Zeecheldenkwartier would be

expected to have the most negative attitudes towards QC.

A comparison with mean attitude scores per district shows that Zeeheldenkwartier (M = 1.26) indeed
exhibits the most negative attitudes. However, the pattern is not entirely consistent, as Morgenstond
(medium density) has more negative attitudes (M = 1.75) than Geuzen- en Statenkwartier (lowest
density, M = 1.54). Given that all three districts exhibit negative attitudes towards QC (well below the
neutral midpoint of 2.5 on a 1-5 scale), these differences are relatively minor and do not provide strong

evidence that density alone explains attitudes towards QC.

To further examine this, an exploratory Spearman correlation was conducted between population density
and mean attitude scores. The results indicated a weak negative correlation (Spearman’s rho = -0.500, p
=0.667), suggesting that higher density may be associated with slightly more negative attitudes towards
QC. Howeyver, this relationship is not statistically significant, and given the very small sample size (N

= the three districts), it is not possible to draw firm conclusions.

The focus group discussion provides an important nuance to these findings. While policymakers
acknowledged that Zeeheldenkwartier is the most densely built district, they challenged the assumption
that density itself directly leads to more negative QC attitudes. Instead, they argued that the type of

density and the functional composition of the district are more relevant factors. Specifically:

- Inhigh-density residential areas, QC-related disturbances such as increased traffic or dark stores
are more noticeable and disruptive. This may explain why Zeeheldenkwartier residents perceive
QC more negatively.

- In high-density commercial areas, where frequent deliveries and retail activities are already part
of the urban environment, QC blends into existing dynamics and is less likely to be perceived

as an exceptional nuisance.

As one policymaker explained: “High-density districts that already have a lot of retail and delivery
services are used to this kind of activity. In those areas, QC might not be seen as anything new.” (R1,
0:34:00). This interpretation suggests that QC is perceived as more intrusive in high-density residential
environments, not simply because of density itself, but because of how it interacts with existing urban

functions.

These findings indicate that urban density does not appear to be a shaping factor of attitudes towards
QC in this sample. While the correlation aligns weakly with the hypothesis, the effect is small and

statistically unreliable, likely due to the limited variation in density between the districts. All three
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districts are highly urbanised, meaning that any potential effects of density on QC attitudes may require

a broader comparison that includes suburban or lower-density areas.

5.4.4 Existing shopping structure (H21)
The factor Existing Shopping Structure was excluded from the analysis, as both dark store location and
density were non-significant, shopping structure was not directly measured, and attitudes did not

significantly differ between districts, making it unlikely to be a key explanatory factor.

5.4.5 Synthesis for SQ 4

This section synthesises the findings on how spatial factors influence residents’ attitudes towards QC,

integrating both statistical results and insights from the focus group discussion.

Overall, the findings suggest that spatial factors alone do not strongly determine attitudes towards QC.
While differences between the districts were expected, the statistical analysis found no significant
variation in QC attitudes across the three districts. This aligns with the focus group insights, where
policymakers suggested that QC is perceived as part of broader urban mobility trends rather than a

district-specific issue.

Proximity to dark stores did not show a significant relationship with attitudes. Contrary to this,
policymakers emphasised that QC-related nuisances are highly localised, primarily affecting residents
living directly next to dark stores. The lack of a statistical relationship in the survey may be due to the

sample composition.

Density also did not show a strong correlation with attitudes towards QC. Although Zeeheldenkwartier,
the most densely populated district, exhibited the most negative attitudes, the overall pattern was
inconsistent, and the statistical relationship was weak. The focus group challenged the idea that density
alone shapes attitudes, arguing instead that the urban function plays a bigger role. In high-density
residential areas, QC activities may be more noticeable and disruptive, while in high-density commercial

areas, they blend into existing retail dynamics more.

These findings confirm a key assumption that was already theoretically expected before conducting this
research: urban context and the distribution of urban functions play a more important role in shaping
attitudes towards QC than density or proximity alone. The focus group findings provide empirical
support for this perspective, reinforcing the idea that QC is perceived in relation to its broader spatial

and functional surroundings rather than as an isolated urban phenomenon.

This also aligns with The Hague’s existing policy, which restricts dark stores from key shopping areas
and prohibits them in residential neighbourhoods. The findings suggest that this differentiation between
commercial and residential areas is well-founded, as the functional composition of an area influences

how QC-related nuisances are perceived.
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6. Conclusion and discussion

This chapter brings together the key insights from this research by summarising the main findings and
answering the main research question. This thesis has explored residents’ attitudes towards QC and
examined the factors that shape these attitudes in three districts in The Hague. Beyond summarising the
results, this chapter reflects on the research process and describes the limitations. Next, the findings are
interpreted in relation to the theoretical framework. Building on these reflections, the chapter outlines

directions for future research. Finally, the chapter presents recommendations for praxis.

6.1 Research conclusions

This section presents the main findings of the research by answering each SQ in turn. The answers are
based on the gathered empirical insights from the expert interviews, residents’ survey, and focus group
with policy advisors from the municipality of The Hague. Together, they lead to a clear and concise

answer to the main research question.

6.1.1 Sub-conclusions
SO 1: What are possible perspectives towards Quick Commerce?

The expert interviews revealed a range of perspectives structured around six themes: accessibility,
economic viability and market development, sustainability, policy development and urban planning,
spatial impact, and public perception. A key divergence emerged between policymakers, who viewed
QC mostly negatively due to its disruptive effects on urban liveability, and the professor of logistics'®,

who considered it a promising innovation responding to evolving urban consumer needs.

Most policymakers questioned QC’s societal value, seeing it as a service for a niche audience in areas
already well-served by supermarkets. Logistics experts, however, described QC as a logical response to
rising demand for convenience. There was general agreement on QC’s uncertain economic future, driven
largely by venture capital and pandemic-related growth. Concerns about working conditions and market

instability were shared, though some saw potential for collaboration with smaller retailers.

Regarding sustainability, views varied: policymakers criticised QC for encouraging overconsumption
and congestion, while the professor of logistics saw benefits like reduced car use and food waste and
more efficient use of urban space. In terms of policy, municipalities admitted to being reactive and

unprepared. Logistics experts advocated for a more proactive and integrated regulatory approach.

16 The professor of logistics’ perspective on QC differs from that of the policymakers. Despite the fact that he is
the sole expert interviewed with this ‘approach’ (although the logistics researcher also agrees with him on certain
points), I ascribe considerable weight his perspective due to his authority within the logistics field. Consequently,
I regard his point of view as a credible and relevant counterpoint and/or nuance to the research.
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There was broad agreement that QC’s spatial impacts depend on neighbourhood context and that early
public reactions were mostly negative, fuelled by media coverage and QC’s sudden visibility in public
space. Over time, however, attitudes became more nuanced, partly due to regulatory interventions and

operational improvements of the QC services.

Taken together, the findings clearly show QC is observed in various ways. Policymakers primarily frame
QC as redundant, disruptive, and lacking substantial societal benefits, while the professor of logistics
views QC as a natural evolution in urban logistics with potential contributions to urban sustainability
and efficiency. Despite these stark contrasts, the results reveal shared concerns about QC’s spatial
impacts, economic instability, and the public’s perception shaped by media, highlighting that even
opposing respondents acknowledge (to a certain extent) the disruptive presence of QC in the urban

environment.

SO 2: How do perceived individual and societal costs and benefits shape residents’ attitudes
towards Quick Commerce?

Residents’ attitudes towards QC are primarily shaped by individual-level factors. Previous use of QC
services and perceived traffic safety concerns emerged as the strongest predictors. Users were more
positive, suggesting that direct familiarity fosters acceptance. Conversely, residents perceiving higher

individual costs, especially concerning personal traffic safety risks, expressed notably negative attitudes.

In contrast, societal-level factors, such as perceived societal usefulness and neighbourhood acceptance,
had a weaker, secondary influence. Respondents saw societal benefits as limited, offering only limited
positive impact. Likewise, societal costs (e.g., nuisance and urban disruptions) played a moderate but

less influential role.

Overall, tangible personal experiences outweigh abstract societal concerns, with familiarity and traffic

safety concerns being the most decisive factors.

SO 3: What is the role of personal/communal level factors in shaping residents’ attitudes

towards QC?

Personal-level factors, particularly age, strongly influence residents’ attitudes towards QC. Younger
respondents were generally more positive. Education level had no direct significant effect but acted as
a notable moderating factor: higher-educated respondents were less influenced by perceived negative
impacts. Communal-level factors, specifically length of residence and social cohesion, played only a

minor role.

Overall, attitudes are shaped more by individual than communal characteristics, with age and education

level playing the most prominent roles.
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SO 4: To what extent do residents’ attitudes towards Quick Commerce differ between urban
contexts, as explained by differences in dark store proximity and density?

The findings indicate that the examined spatial factors, proximity to dark stores and urban density, did
not significantly shape residents’ attitudes. Although policymakers suggested that QC-related nuisances
are highly localised, this was not supported by the quantitative data. Regarding density, minor attitude

differences across districts were not statistically significant or consistently linked to density levels.

6.1.2 Main conclusion

Having answered all four sub-questions, the main research question can now be addressed:

What are the attitudes of Dutch residents (in three districts in The Hague) towards Quick
Commerce (regarding its impacts on the urban environment), and how can these attitudes

be explained?

The main question consists of two questions. The first aimed to identify the attitudes towards QC, while
the latter focuses on explaining those attitudes. Based on theoretical insights, particularly the concept of
NIMBY, it was hypothesised in Chapter 2.5.5 that residents would predominantly adopt a NIMBY
attitude: opposing QC in their own neighbourhood due to perceived local disruptions, despite

recognising broader societal benefits.

The findings, however, suggest a different conclusion. Residents generally expressed negative attitudes
towards QC, largely shaped by perceived individual costs such as noise, traffic safety risks, and
disturbances to public space. While users of QC were somewhat more positive due to convenience, the
broader societal benefits of QC were rarely acknowledged by respondents. Attitudes were primarily
driven by direct personal experience and perceptions of nuisance, rather than a cost-benefit evaluation

balancing local and societal interests.

As such, the hypothesised NIMBY pattern is not supported. There is little evidence that residents
recognise a wider societal benefit while simultaneously rejecting QC’s and dark stores’ local presence.
Instead, attitudes appear more consistent with a NIABY (Not in Anyone’s BackYard) stance: general
opposition to QC, regardless of its location. This conclusion is further supported by the finding that
proximity to a dark store had no significant effect on residents’ attitudes, indicating that negative
perceptions were not limited to those living near dark stores. In conclusion, the dominant attitude
towards QC among residents in the three districts in The Hague can best be characterised as NIABY,

shaped by perceived individual and societal costs, and not offset by perceived public or private benefits.

The second part of the main research question was aimed at finding out the factors that influence these
attitudes. The findings show that residents’ predominantly negative attitudes towards QC can be

explained by a combination of perceived impacts, individual characteristics, and contextual variables:
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Firstly, attitudes were shaped primarily by perceived individual and societal costs, such as concerns
about traffic safety, noise disturbance, and obstruction of public space. Although QC users mentioned
convenience as a benefit, this was not a dominant factor among non-QC users and did not outweigh the
negative perceptions. The generally limited recognition of societal benefits contributed to a negative
overall assessment of the service. Secondly, personal characteristics played a clear role. Older residents
held significantly more negative attitudes than younger residents, and those who had used QC services
were somewhat more positive. In contrast, communal characteristics such as social cohesion or length
of residence had only limited influence on residents’ attitudes and did not significantly moderate the
relationship between perceived impacts and attitudes. Finally, the results showed that spatial and
contextual factors, specifically proximity to a dark store and neighbourhood density, did not
significantly affect attitudes. Although these spatial variables were initially expected to explain
differences in resident perceptions, no meaningful variation was found between the districts in the
survey results. Attitudes were largely consistent across the investigated districts, indicating that personal

perceptions of QC-related disruptions weighed heavier than geographic or contextual conditions.

In sum, residents’ attitudes towards QC are best explained by residents’ immediate, personally
experienced negative impacts, with only limited influence from broader spatial or communal
characteristics. This explains why negative views were widely shared, regardless of spatial context or
residents’ direct proximity to QC dark stores. These conclusions must, however, be interpreted in light

of the research’s methodological limitations, which are discussed in the following section.

6.2 Research nuances and limitations

The findings presented in this thesis offer valuable insights into residents’ attitudes towards QC.
Nevertheless, several methodological and practical limitations need to be acknowledged. In this section,
I critically reflect on the methodological choices made during this research. I discuss how these choices
have influenced my findings, I address the limitations, and provide recommendations to overcome these

in future research.

6.2.1 Mixed-methods approach

The choice for a mixed methods approach enabled capturing both the breadth and depth of residents’
attitudes towards QC. By combining quantitative surveys with a qualitative focus group and interviews,
I could highlight and substantiate different perspectives through triangulation. While this was a strength,
it also presented challenges. The timing of the focus group overlapped with the survey analysis phase,
hindering optimal integration of qualitative and quantitative data. For example, the survey indicated no
differences in residents’ attitudes between districts, a crucial finding I could not sufficiently explore in-
depth during the focus group. The importance of timing and planning has become clear to me, in this
case conducting qualitative data collection only after the quantitative data have been fully analysed.

Despite these challenges, this multi-method and multi-actor approach adopted in this thesis has enriched
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the analysis. By including residents, municipal policymakers, and academic experts, the research offers
a more comprehensive understanding of the social and spatial implications of QC in cities, contributing

to the limited literature on residents’ attitudes towards QC.

6.2.2 Survey length and representativeness

A limitation of my research concerned the survey’s length. Due to my concern about missing crucial
aspects, | extensively considered and improved the operationalisation of my key concepts. While
thoroughness is valuable, it became a pitfall in this case, leading to an overly extensive survey with
questions that later proved less relevant (such as questions about traffic flow importance, news
evaluation, specific ordering preferences). This likely negatively impacted response rates and
representativeness. In hindsight, a shorter, more focused survey, consisting of fewer questions and
statements, could have potentially led to higher completion rates. Moreover, choosing specific districts
in The Hague presented additional challenges in obtaining sufficient responses. A more general survey
approach with targeted questions to gather relevant geographical data would probably have increased

response rates and generalisability.

Despite extensive efforts to reach respondents (flyers, social media, personal interactions, etc.), response
remained limited, partly due to potential “survey fatigue” among residents. While the survey results
clearly indicated a strongly negative attitude towards QC, the small sample size calls for caution in

generalising these findings.

Based on the differing district characteristics described in chapter 4, and supported by the literature on
how demographic and spatial characteristics shape attitudes, I initially expected to find differences
between the three investigated districts. However, the analyses revealed no statistically significant
variation. A likely explanation lies in the composition of the research sample. As discussed earlier, the
survey was mainly filled in by highly educated residents, most of whom were non-users of QC. This
was especially clear in Morgenstond, where the sample differed substantially from the district’s actual
demographic profile. This mismatch suggests more positive, younger QC-users were likely
underrepresented, introducing non-response bias. Consequently, the overall negative sentiment in the

sample may have overshadowed potential district-level differences.

If most respondents already hold a negative view, the influence of specific local spatial characteristics
becomes less visible. This interpretation was echoed in the focus group, where a mobility advisor
familiar with Morgenstond noted that she did not recognise some of the survey findings. Therefore, the
absence of statistically significant district-level differences should be interpreted with caution, as it may

reflect limitations in representativeness rather than a true lack of spatial differences.
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6.2.3 Focus group composition and implementation

For the focus group, I chose policymakers from mobility and behavioural domains to gain their
perspectives and reflections on the survey findings. However, in hindsight, additional perspectives were
missing. As previously noted, I had originally intended to include the district managers
(“wijkmanagers”) in the focus group and attempted to invite them, but was ultimately unable to involve
them. Their participation could have provided valuable insights into district-specific contexts and
resident experiences. In separate focus groups, residents or survey respondents could have expanded on
their personal experiences and the arguments they shared in the survey. Furthermore, involving QC
providers would have offered valuable business perspectives and possible solutions to identified issues.

Future research should thus aim for broader participant groups.

Additionally, reflecting on my role as a moderator, I realise improvements are necessary. This was my
first experience conducting a focus group, and although I positively contributed to in-depth discussions,
my approach sometimes created confusion. Specifically, I sometimes asked multiple questions in an
attempt to clarify the discussion, but this made it harder for participants to recall questions and respond
comprehensively. Consequently, some relevant questions risked being overlooked or unanswered. In
future sessions, I recommend posing one clear question or statement at a time, ensuring each discussion

point is thoroughly explored before proceeding, and adopting a more reserved facilitation style.

6.2.4 General reflection

My greatest methodological challenge was clearly defining and scoping the research topic. Fear of
missing essential information resulted in an overly broad approach, leaving some questions unanswered
and complicating analysis unnecessarily. For future research, I realise it is crucial to formulate clear,
well-defined research questions and carefully scope the research from the outset. If I were to conduct
this research again, I would aim for a more narrowly defined scope and clear focus, which can enhance

clarity, feasibility, and in the end the practical value of the findings.

Now that | have reflected on the strengths and limitations of my research, the next step is to zoom out
and reflect on the theoretical implications of the findings. In the next section, the findings are linked

back to the concepts outlined in chapter 2.

6.3 Interpretation of results (theoretical reflection)

This section reflects on how the findings relate to the theoretical framework and hypotheses outlined in
Chapter 2. It revisits key theoretical assumptions and considers how the results of this thesis confirm,

challenge, or extend the existing insights.
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6.3.1 Diverging views between policymakers and academic experts

One notable contrast that emerged from SQ 1 is the contrast between how policymakers and academic
experts view QC. As discussed in section 6.1.1, municipal policymakers were mostly critical and
focused on the problems caused by QC, whereas the professor of logistics expressed a more neutral or
cautiously positive view. This difference likely stems from their different roles: policymakers are closely
involved with the local context and must respond to complaints and concerns from residents, while
academics tend to look at QC from a broader perspective, focusing more on long-term trends and
systemic developments. As a result, policymakers’ and academic experts’ professional roles and

proximity to QC’s disruptive effects appear to shape their interpretations accordingly.

6.3.2 Explaining the NIABY attitude among residents

Turning to residents’ attitudes, one of the most striking findings is the absence of a clear spatial
influence. Many residents express negative attitudes towards QC regardless of whether a dark store was
located nearby. This points to a form of generalised resistance, better described as a NIABY orientation
rather than a classic NIMBY reaction. This NIABY orientation warrants further reflection and can be
interpreted through four complementary explanations: 1) blurred distinctions between delivery types, 2)
lack of differentiation in incident data, 3) growing distance between citizens and local authorities, and
4) the influence of public discourse and media narratives. I will go more in detail regarding these

explanations.

1) The focus group suggested that residents may not clearly distinguish between QC services and
other forms of urban delivery, such as meal delivery or courier services. Despite the
questionnaire’s focus on QC, public perception may be shaped by a broader frustration with the
general rise of on-demand services and delivery vehicles: delivery-related nuisance; including
increased traffic pressure, unsafe traffic behaviour, and disruption of public space: “People
often don’'t distinguish between QC, food delivery, and other couriers. They see an increase in
fast-moving bikes, scooters, vans, and that is what shapes their perception.” (R1, 0:12:00)

2) A second explanation may lie in the lack of objective data differentiating between types of
cyclists. Accident registration systems do not distinguish between couriers and other cyclists.
As a result, residents’ concerns about traffic safety may stem from an overall sense of risk in
the streetscape, rather than QC-specific experiences. This blurring makes it difficult to
empirically validate whether QC couriers behave differently, but it does not diminish residents’
subjective safety concerns.

3) Another explanation relates to a perceived democratic deficit in urban governance. Both a
municipal policymaker and the professor of logistics noted a growing sense of distance between
local authorities and residents. The sudden arrival of dark stores was described as a top-down

process, with little transparency or public consultation. This may have contributed to frustration
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and distrust among residents, who feel excluded from spatial decision-making and unheard
when voicing their concerns.

Although the concept of the ‘Right to the city’ (Harvey, 2003) was not part of the theoretical
framework of this thesis, I feel it is worth reflecting on it here. Harvey argues that urban
inhabitants should not only have access to urban services, but also the ability to shape the city
and influence decisions that affect their everyday lives. Viewed through this lens, the negative
attitudes found in this thesis may not only reflect concerns about traffic safety or liveability, but
also signal a deeper dissatisfaction with a lack of agency and influence in decision-making
processes.

This interpretation resonates with the work of Lozzi et al. (2022), who suggest that
neighbourhood changes imposed from above can lead to a diminished sense of control. It also
links to the concept of self-efficacy in Social Cognitive Theory (SCT) (Bandura, 1986; Schunk
& DiBenedetto, 2020), which emphasises the importance of feeling capable of influencing one’s
environment. When residents perceive that they cannot meaningfully participate or affect
outcomes, this may further contribute to resistance and negative attitudes.

4) Finally, the uniformity of attitudes across districts may reflect the influence of media coverage
and public discourse. Since 2021, QC has been at the centre of political and journalistic scrutiny.
Even in areas without a nearby dark store, residents may have internalised negative imagery due
to widespread reporting on nuisances, zoning bans, and traffic safety concerns. Although this
thesis did not explicitly measure media influence, the lack of spatial variation in attitudes raises
the question of whether broader public narratives may shape local perceptions. This underscores
the importance of not only studying the spatial distribution of dak stores but also the discursive

environment in which QC operates.

6.3.3 Revisiting Social Exchange Theory (SET) and Social Cognitive Theory (SCT)

It is relevant to revisit the theoretical foundation of this thesis. SET formed the core of the conceptual
model by distinguishing between individual and societal costs and benefits as predictors of attitudes
(Homans, 1958). While this structure provided analytical clarity, the findings suggest that residents’
attitudes are not always shaped by a conscious or rational evaluation of these trade-offs. For instance,
even respondents who perceived few clear benefits still expressed strong negative attitudes. This raises
questions about whether the rational cost-benefit logic underlying SET adequately captures how

residents form opinions about QC.

SCT assumes the interplay between personal beliefs, social interaction, and environmental context
(Bandura, 1986). The framework was not directly used to shape the conceptual model, but it helped
interpret contextual influences, particularly personal and communal-level factors. However, communal-

level factors such as length of residence and social cohesion, expected to reflect social learning or shared
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norms, had little to no explanatory value in the analyses. This suggests that SCT, while useful, may not

fully capture how these broader social dynamics influence individual attitudes towards QC.

Together, these limitations point to the need for theoretical and methodological broadening. While SET
and SCT focuses primarily on measurable individual reasoning or social learning processes, they fall
short in addressing value-driven, affective, or politically motivated attitudes. Future research may
benefit from integrating frameworks that account for emotional responses, or political discontent,
dimensions that may play a stronger role in residents’ opposition than rational evaluation or social

learning alone. These considerations are further discussed in the next section on future research.

6.3.4 The ambivalent role of dark stores in urban environments

A final point of reflection concerns the inherent ambivalence of dark stores, as noted in the theoretical
framework. On the one hand, QC dark stores have been framed as a solution to vacant storefronts,
potentially revitalising empty retail space, more space-efficient than current supermarkets, and
contributing to economic activity (Lanting et al., 2022; Ploos van Amstel, 2022; Yue et al., 2022). On
the other hand, both the literature and empirical findings from this thesis point to considerable drawbacks
(Berg & Henriksson, 2020; Lozzi et al., 2022; Pan et al., 2021; Villa & Monzo6n, 2021). Residents and
policymakers primarily associate dark stores with disruption: they generate noise, reduce liveability, and
challenge the intended spatial function of mixed-use or residential neighbourhoods. The interviews and
focus group in particular highlight how this tension, between addressing vacancy and preserving spatial
quality, lies at the heart of public and political resistance to QC. This duality underscores the complexity
of governing new forms of urban logistics and illustrates why QC is unlikely to be perceived neutrally

in spatial debates.

Reflecting on the theories has helped to better understand the findings, but it also raised new questions

or left some unanswered. In the next section, I present concrete suggestions for future research.

6.4 Recommendations for future research

This section presents three concrete recommendations for future research. These recommendations are
partly based on my own methodological limitations, but also elaborate on the unanswered questions
from the theoretical reflection. They highlight potential directions that would further deepen the

academic understanding and practical relevance of QC research.

This thesis tried to capture residents’ attitudes through quantitative methods. However, it became clear
that quantitative measures alone may not fully capture the complex and nuanced nature of these attitudes.
Future research should incorporate qualitative approaches, such as semi-structured interviews or in-
depth focus groups with residents, to better understand underlying motivations, emotions, and nuanced
reasoning behind positive or negative attitudes towards QC. This can provide valuable theoretical

insights into attitude formation, contributing to theories related to urban disruption, acceptance and
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resistance. The practical relevance of this more qualitive approach lies in that this can guide
policymakers and QC businesses in creating more tailored strategies that acknowledge residents’

nuanced perspectives.

Given that QC is a phenomenon that underwent several societal and regulatory changes, future research
could adopt a longitudinal design to explore how residents’ attitudes evolve over time. By tracking
attitudes in response to changes in media coverage, policy interventions, or operational adjustments by
QC providers, researchers can better understand the dynamics influencing attitude shifts. The academic
relevance of this research approach lies in the possible extension of theoretical models like the X-Curve
framework by examining transitions between phases of chaos, construction, and institutionalisation in
real-time. Furthermore, these longitudinal insights would enable municipalities and businesses to better

anticipate changes in public perception, aiding proactive policy and business decisions.

Throughout this research, the potential impact of media coverage emerged as an intriguing but
underexplored factor influencing resident attitudes. Future research could explicitly examine how
different media frames, positive negative or neutral, shape residents’ perceptions and acceptance of QC.
Employing experimental designs, future studies could explore how specific narratives or news coverage
affect community attitudes over time. This approach contributes to media-effects theory and expands
our understanding of how public attitudes towards urban innovations or disruptions are influenced by

external information sources.

While it cannot be definitively concluded that survey length discouraged participation, this thesis
suggests that a shorter and more focused questionnaire might have increased completion rates and
representativeness. Future research should therefore focus only on the most essential questions to

increase the chances of a more representative research sample.

6.5 Recommendations for praxis

Besides future research, the findings also offer useful lessons for praxis. Based on the research findings,
the next section presents my practical recommendations for policymakers, QC businesses, and other
urban stakeholders. While I did not assess existing policies directly, both the empirical insights and my
own position as an aspiring policymaker have prompted me to consider several practical implications,
for municipalities, QC companies, and other stakeholders involved in shaping urban logistics. Some
recommendations are formed based on the focus group with policymakers and expert interviews, while

others build on my broader empirical findings.

6.5.1 Early public engagement and proactive policymaking
Given the predominantly negative public attitudes identified in the resident survey, municipalities
should prioritise early-stage public engagement. Structured neighbourhood panels or open forums can

help identify location-specific concerns, particularly regarding traffic safety, noise nuisance, and the use
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of public space, before tensions escalate. This proactive approach helps policymakers better anticipate
these concerns and meaningfully incorporate them into policy decisions. As someone now working at
the municipal level, I increasingly realise how valuable these conversations can be, not only for building

trust, but for crafting policies that really reflect the needs and experiences of residents.

However, as several focus group participants noted, this is easier said than done. Also I can see now
how difficult it can be to anticipate emerging trends like QC. As discussed earlier in the thesis using the
X-Curve framework, innovations can unfold much faster than our institutional systems can respond.
Policymaking is inherently almost always behind. Still, that should not be a reason to postpone action.
This research has convinced me that we must start recognising urban logistics as an essential spatial
issue and not just an operational afterthought. The increasing societal demand for (just-in-time) logistics
is a trend unlikely to diminish. As cities become denser and less car-dependent, the need to integrate
logistics services into planning strategies will only grow. This requires a shift in mindset: logistics

should be treated as a permanent urban function, as essential as housing, greenery, mobility.

6.5.2 Integrating logistics in spatial planning

In new urban developments, logistics functions should be spatially embedded from the start. For
example, cities can designate space for bike parking, (un)loading zones, and delivery routes, ensuring
these activities are integrated into public space in a way that preserves liveability. By contrast, as this
thesis has shown, existing neighbourhoods often lack the space for such retrofits. In these cases, strict
enforcement of regulations, combined with clear spatial guidelines, is needed to manage the negative

impacts of last-mile delivery traffic for residents.

6.5.3 Clarifying zoning policy through the “Omgevingsplan”

The QC case also highlights the importance of clear zoning policy. As mentioned in the introduction,
Dutch municipalities have frequently clashed with QC companies over whether dark stores qualify as
retail or logistics. Ultimately, the QC debate also involves a very practical aspect of permit granting and
enforcement. The ongoing transition from traditional zoning plans to the new “Omgevingsplan” offers
aunique window to address this ambiguity. This period offers municipal policymakers, myself included,
the opportunity to critically evaluate the scope, clarity and definitions of existing zoning regulations.
My recommendation in relation to QC would thus be to explicitly distinguish logistics functions from
retail. This requires close collaboration with permit officers and other colleagues, who handle the

practical implementation and enforcement of these rules.

It is important to note that the “Omgevingsplan” is never truly finished. The changing nature of cities
and services like QC demands that zoning frameworks remain dynamic. Therefore, I would recommend

embedding regular policy evaluations into the development and maintenance of the local policy
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instruments, so that municipalities can continue to adapt to new urban realities in a timely and responsive

way.

6.5.4 Mobility policy and traffic safety

Besides spatial planning, mobility policy also plays a key role in addressing concerns related to QC
operations. QC couriers continue to generate concerns about unsafe cycling behaviour and congestion
on bike paths. Even if QC has declined, concerns about unsafe riding behaviour and bike path congestion
remain. [ think policymakers should engage more actively with the delivery sector as a whole, not just
regulating individual companies like QC. By developing shared behavioural agreements with the
broader delivery sector and exploring spatial or regulatory solutions, we can protect and improve traffic

safety.

6.5.5 Collaborative communication for QC businesses and municipalities

QC businesses should prioritise transparent communication and consistent compliance with their own
published operational standards regarding safety and nuisance prevention. While many QC companies
already have internal guidelines, these are often invisible to the public. By organising neighbourhood
meetings, partnering with local authorities, and clearly communicating their operational standards, QC
companies can foster trust and, improve public understanding, and reduce resistance. Such transparency
may reduce negative attitudes by clearly demonstrating that businesses are aware of, and responsive to,

residents’ concerns.

Furthermore, considering the possible influence of media coverage on public attitudes revealed by this
thesis, policymakers, QC businesses, and other stakeholders should collaborate proactively in strategic
communication efforts. Clear and consistent public messaging, through organised information sessions,
transparent online communication, or structured media engagements, could minimise misinformation
and more effectively manage community perceptions of QC and similar services. Ultimately, navigating
the complex impacts of QC requires collaboration, transparency, and continuous learning, from all actors

involved.
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Appendix A. Interview guide for semi-structured expert interviews

Topics Vraag/opmerking Doel vraag
Introductie

Korte introductie

Onderzoeksdoel

Onderzoek gericht op de -
bewonersperspectieven over flitsbezorging

in drie wijken in Den Haag (Morgenstond —
Geuzen- en Statenkwartier -
Zeeheldenkwartier);

- Doel: achterhalen wat voor factoren een
bepaald perspectief of bepaalde mening van
een bewoner beinvloeden;

- Specifiek of er mogelijke verschillen in
perspectieven tussen de wijken zijn en of
deze verschillen verklaard kunnen worden
d.m.v. persoonlijke of meer contextuele
wijkafhankelijke ~ kenmerken (bijv. de
morfologie van de wijk);

- Bewonersperspectieven middels survey.
Maar eerst in gesprek met een aantal
(logistiek) experts en beleidsadviseurs uit
verschillende steden.

Doel van het - Tot op heden weinig academische kennis -
interview over flitsbezorging;

- Bepaalde verwachtingen (bijv. wordt er
geluidsoverlast ervaren, dan negatiever
beeld dan wanneer men ervaren overlast
leidt tot negatiever beeld);

- Interview dient ter bevestiging, aanpassing
en uitbreiding van die verwachtingen;

- Ter aanscherping operationalisering van
concepten (aspecten die invloed zijn op
acceptatie <—> weerstand) + uitbreiding
kennis voor survey design

- Surveyresultaten bespreken in focusgroep
uitdieping van en reflectie op de drie wijken.

Anonimiteit (naam, -  Functie bij gemeente -

functie, organisatie,

x)

Gaat u akkoord met

opname?

Start interview

Connectie met - Hoe heeft u in uw dagelikse - Relatie respondent met

flitsbezorging werkzaamheden te maken met flitsbezorging
flitsbezorging?
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So

Gemeentelijke
besluiten t.a.v.
flitsbezorgdiensten

Huidig
maatschappelijk
sentiment m.b.t.

flitsbezorging

Inventarisatie van
potentiéle factoren
die van invioed
kunnen zijn op
acceptatie of

weerstand

Invioed van media,
persoonlijke
kenmerken en
contextuele
kenmerken

Overkoepelende
maatschappelijke
trends
mindset,
duurzaambheid,

(on-demand

gemakseconomie)

Toekomstperspectief
flitsbezorging

Is flitsbezorging volgens u een gewenste
ontwikkeling? En waarom wel/ niet?

Hoe kijkt u naar de genomen besluiten van
Nederlandse gemeenten t.a.v.
flitsbezorgdiensten?

Hoe kijkt u naar de genomen besluiten van
Nederlandse gemeenten t.a.v.
flitsbezorgdiensten?

Wat is de kijk van de gemeente op
flitsbezorgingsdiensten?

Bent u op de hoogte van beleid andere
gemeenten? En is er sprake van afstemming
met buurgemeenten?

Is het beeld dat de maatschappij heeft over
deze diensten, in uw ogen veranderd ten
opzichte van de tijd waarin de diensten
opkwamen in Nederland?

Wie zijn precies de gebruikers?

Wat levert het de maatschappij op?

Wat levert het individuen op?

Wat kost het de maatschappij?
Wat zijn de nadelen voor het individu?

In hoeverre denkt u dat de media en
kritische persaandacht invloed heeft op hoe
mensen kijken naar deze diensten?

In hoeverre denkt u dat de mening van
mensen over deze diensten beinvloed wordt
door persoonlijke kenmerken (denk aan
leeftijd, inkomen)?

In hoeverre denkt u dat de mening van
mensen over deze diensten beinvloed wordt
door puur contextuele kenmerken van de
wijk zelf (morfologie, omgevingsgeluid)?

In hoeverre spelen overkoepelende sociale
trends als gemakseconomie en on-demand
economie een rol in de snelle opkomst van
dit type diensten?

Is flitsbezorging vanuit
duurzaamheidsoogpunt een goede
aanvulling op de stedelijke logistiek?

Hoe ziet u de toekomst van flitsbezorging? Is
het iets dat langzamerhand uitdooft? Of ziet
u het als een ontwikkeling die blijft, en zich
uitbreidt naar andere branches binnen de

detailhandel (woonwinkels, bouwmarkten

Mening respondent

flitsbezorging

Gemeentelijk perspectief
jegens flitsbezorging

Gemeentelijk perspectief
jegens flitsbezorging

Maatschappelijk
perspectief jegens
flitsbezorging -

gebruikersperspectief

Factoren die houding
kunnen beinvloeden
(persoonlijk viak)

Factoren die houding

kunnen beinvloeden

Media als
invlioed op houding

mogelijke

Inventarisatie invloed van
persoonlijke factoren op
houding (nodig voor
theorievorming over
aspecten van invloed)

Ruimtelijk-contextueel

vlak (nodig voor
wijkkeuze)
Belang van

overkoepelende
maatschappelijke trends
Duurzaamheid een
mogelijk thema — hoe
zwaar weegt dit mee

Toekomstbeeld
flitsbezorging volgens

respondent
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Aanvullingen

Afsluiting

Wat ga ik precies met
de verzamelde data
doen

bijvoorbeeld)? Hoe staat u daar dan
tegenover?

Wilt u zelf nog iets toevoegen?

Interviews transcriberen en analyseren;

Op basis van de interviewresultaten, kan ik
mijn belangrijkste concepten
operationaliseren. Hiermee kan ik een
uitputtende lijst maken van stellingen die ik
in de survey opneem.
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Appendix B. Questionnaire: “Flitsbezorging, een zegen of een vloek?”
Inleiding

Beste deelnemer, bewoner van het Geuzen- en Statenkwartier, Morgenstond, of het Zeeheldenkwartier in Den
Haag,

Hartelijk dank voor uw interesse in het onderzoek "Flitsbezorging, een zegen of een vlioek?”. Flitsbezorging is een
vorm van boodschappenbezorging. Ik doe dit onderzoek ter afronding van mijn Masteropleiding Spatial Planning
aan de Radboud Universiteit Nijmegen.

Voordat u aan het onderzoek begint, is het belangrijk dat u weet hoe het onderzoek zal verlopen. Lees daarom
alstublieft de onderstaande tekst goed door. Heeft u hier vragen over? Ik sta u graag te woord via het volgende
e-mailadres: manouk.vandewiel@ru.nl

Onderzoek naar de houding van bewoners over flitshezorging

Ik wil graag meer inzicht krijgen in hoe de bewoners van het Geuzen- en Statenkwartier, Morgenstond en het
Zeeheldenkwartier aankijken tegen flitsbezorging en in hoeverre er verschillen zijn tussen de drie wijken. Uw
deelname stel ik dan ook enorm op prijs, omdat dit mij helpt om een zo goed mogelijk beeld te krijgen van de
houding van zoveel mogelijk bewoners.

De vragenlijst

Dit onderzoek wordt uitgevoerd aan de hand van een online vragenlijst. Deze vragenlijst bestaat voornamelijk
uit stellingen, waarbij u wordt gevraagd om aan te geven in welke mate u het met de stelling eens bent. Er
worden ook meerkeuzevragen gesteld, waarbij u één (of meerdere) antwoorden aan kunt kruisen. Ik ben op zoek
naar uw mening: er is geen goed of fout antwoord. De duur van de enquéte zal variéren tussen de 10 en 15
minuten.

Vrijwilligheid
Uw deelname aan dit onderzoek is vrijwillig. U kunt op elk moment tijdens het onderzoek besluiten te stoppen.

Uw privacy is gewaarborgd
Uw deelname aan het onderzoek is anoniem. De onderzoeksgegevens die worden gebruikt in de masterscriptie
zijn dus niet tot u te herleiden. Uw onderzoeksgegevens worden alleen door mijzelf nader geanalyseerd.

Met vriendelijke groet,
Manouk van de Wiel

Toestemmingsverklaring

Dit onderzoek gaat over de houding van bewoners van de wijken het Geuzen- en Statenkwartier, Morgenstond,
of het Zeeheldenkwartier ten aanzien van flitsbezorging. De deelname aan dit onderzoek is vrijwillig en kost u 10
tot 15 minuten.

Ik vraag uw toestemming voor het gebruik van uw antwoorden. Uw antwoorden behandel ik vertrouwelijk. Uw
deelname is anoniem, er worden geen gegevens gevraagd die naar u persoonlijk terug te herleiden zijn.

Mocht u vragen hebben over dit onderzoek, dan kunt u contact opnemen via: manouk.vandewiel@ru.nl

Als deelnemer aan dit onderzoek:


mailto:manouk.vandewiel@ru.nl
mailto:manouk.vandewiel@ru.nl
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= gaik akkoord met deelname aan het onderzoek;

= geef ik toestemming aan de onderzoeker om de data op anonieme wijze te gebruiken, verwerken en
rapporteren;

=  ben ik op de hoogte van de mogelijkheid om te stoppen met het onderzoek op ieder door mij gewenst
moment.

Vraag 1:

Ik heb bovenstaande informatie gelezen en ik ga ermee akkoord:
o Ja, start het onderzoek > Naar vraag 2
o Nee, ik wil niet deelnemen > Naar einde vragenlijst

Deel 1: Wijkselectie + woonduur

Vraag 2:

In welke wijk woont u?
o Morgenstond > Naar vraag 3
o Geuzen- en statenkwartier > Naar vraag 3
o Zeeheldenkwartier > Naar vraag 3
o Eenandere wijk > Naar einde vragenlijst

Vraag 3:

Hoe lang woont u al in deze wijk?
o Korter dan 3 jaar > Naar vraag 4

Tussen 3 en 6 jaar > Naar vraag 4

o Tussen 6 en 10 jaar > Naar vraag 4
o Tussen 10 en 20 jaar > Naar vraag 4
o Langer dan 20 jaar > Naar vraag 4

Einde vragenlijst
U valt helaas niet binnen de doelgroep van dit onderzoek, of u heeft geen toestemming gegeven voor het gebruik
van de gegevens.

Deel 2: Bezorgdiensten en flitsbezorging specifiek

Het bezorgen van verse maaltijden waaronder pizza, hamburgers en sushi is ook populair. Veel restaurants en
maaltijdbezorgingsplatforms (zoals Thuisbezorgd of UberEats) bieden dit aan. Klanten bestellen online en

afhankelijk van drukte wordt de bestelling vaak al binnen een uur bezorgd.
B ’ —— — :]'l ’é i 2'!'5"

SpareRi
Edpress® |
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Vraag 4:
Heeft u wel eens vers bereide maaltijden (bijvoorbeeld pizza, hamburger, sushi, etc. ) laten bezorgen door
bijvoorbeeld Thuisbezorgd of Uber Eats?

o Ja o Nee

Een specifieke en relatief nieuwe vorm van boodschappenbezorging is flitsbezorging.

Vraag 5.
Kent u één of meer van de volgende flitsbezorgingbedrijven?
Getir, Gorillas, Flink
o Ja > naar korte toelichting o Nee > naar uitgebreidere toelichting

Uitgebreidere toelichting over flitsbezorging

Een flitsbezorger is een online supermarkt met alleen een bezorgdienst, waarbij boodschappen binnen korte tijd
(gemiddeld binnen 10 a 15 minuten) bij de klant worden thuisbezorgd. Ten tijde van de coronacrisis zijn
flitsbezorgers in Nederlandse steden razendsnel opgekomen. De bezorgers maken voornamelijk gebruik van
elektrische fietsen of elektrische scooters. Om de korte bezorgtijd te kunnen garanderen maken flitsbezorgers
gebruik van kleine distributiecentra. Deze centra hebben vaak afgeplakte ramen (ook wel dark stores genoemd).
De dark stores zijn vaak gevestigd in binnensteden, omdat ze daarvandaan zoveel mogelijk klanten kunnen

berelken Voorbeelden van flltsbezorgers zijn Getlr Flink en Gorillas.

> Naar vraag 6

Korte toelichting over flitsbezorging & dark stores
Een flitsbezorger is een online supermarkt met bezorgdienst, waarbij boodschappen binnen een kort tijdsbestek
(gemiddeld binnen 10 a 15 minuten) bij de klant worden thuisbezorgd. Om deze korte bezorgtijd te kunnen
garanderen, maken ze gebruik van kleine distributiecentra (ook wel ‘dark stores’ genoemd) dicht bij de klant.
Voorbeelden van flitsbezorgers zijn Getir, Flink en Gorillas.

> Naar vraag 6

In uw wijk bevindt zich ook een dark store van een flitsbezorgingsdienst

- Als bij vraag 2: Morgenstond > kaart Morgenstond
- Als bij vraag 2: Geuzen- en Statenkwartier > kaart Geuzen- en Statenkwartier
- Als bij vraag 2: Zeeheldenkwartier > kaart Zeeheldenkwartier

Vraag 6.
Als u dit kaartje bekijkt, hoe lang schat u in dat het lopen is vanuit uw woning naar de dichtstbijzijnde dark
store vestiging (aangegeven met een rode locatiespeld)?

o Korter dan 5 minuten lopen

o Binnen 5-10 minuten lopen
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o Langer dan 10 min lopen
o Weet ik niet

Vraag 7.
Heeft u wel eens met wijkgenoten (dit kunnen uw buren zijn, maar ook andere inwoners van uw wijk) gepraat
over flitsbezorging?

o Ja o Nee

Vraag 8.
Heeft u wel eens gebruik gemaakt van flitsbezorging (Gorillas, Flink of Getir)?
o Ja > naar vraag 9 o Nee > naar vraag 16

Deel 3a: Gebruikers

Vraag 9.
Hoe vaak maakt u gemiddeld gebruik van flitsbezorging (Gorillas, Flink of Getir)?
o 1keer per maand of minder o 2-3 keer per week
o  2-4 keer per maand o 4 keer per week of vaker
Vraag 10.

Wat voor type producten bestelt u voornamelijk via Gorillas, Flink of Getir?
(U kunt er meerdere selecteren)

Groenten o Drank
o Brood o Cosmetica
o Zuivelproducten o Huishoudelijke producten
o Vlees en/of vis o Vergeten boodschappen
o Houdbare producten (blikken, rijst, macaroni, enzovoort) o Anders, namelijk ... (invulveld)
o  Snacks
Vraag 11.

Wat zijn uw voornaamste redenen geweest om wel gebruik te maken van flitsbezorging?
(U kunt er meerdere selecteren)

Het uitgebreide assortiment

Interessante aanbiedingen en kortingen

Snelheid van de bezorging

Ik hoefde de deur niet uit (gemak)

Ik wilde niet weg, want ik had visite

Het was de enige mogelijkheid, want de supermarkten waren gesloten

Ik kon het huis niet uit, vanwege ziekte

o O O 0 O O O

Anders, namelijk ... (invulveld)

Vraag 12.
Positieve gevolgen door gebruik flitsbezorging

In hoeverre bent u het eens met de onderstaande stellingen?
Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
“Flitsbezorging ...”

... is handig, omdat ik gemakkelijk online kan bestellen

o .. is handig, omdat ik dan meer tijd heb om andere dingen te doen
o .. hebben een breder assortiment dan supermarkten
o .. is goedkoper dan wanneer ik dezelfde boodschappen doe in de supermarkt
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Vraag 13.

Heeft u ook negatieve aspecten ervaren door het gebruik van flitsbezorging, en zo ja welke precies? (U kunt er
meerdere selecteren)

Ik kom minder buiten het huis

Ik heb nu minder sociale contacten

Ik ben nu duurder uit met boodschappen

Ik doe makkelijker een impulsaankoop (=ik bestel gemakkelijker en vaker)

Ik kan niet meer zonder flitsbezorging

Anders, namelijk... (invulveld)

o O O O O O

Ik heb geen negatieve aspecten ervaren

Vraag 14.
Hoe waarschijnlijk is het dat u flitsbezorging in de toekomst zal blijven gebruiken?
o Zeer waarschijnlijk — waarschijnlijk — neutraal — onwaarschijnlijk — zeer onwaarschijnlijk

Vraag 15.

Zou u het anderen aanraden om bij Gorillas, Getir of Flink te bestellen?
o Ja > Naar vraag 18
o Nee > Naar vraag 18
o Weet ik niet > Naar vraag 18

Deel 3b: Niet-gebruikers

Vraag 16.

Wat zijn uw voornaamste redenen geweest om géén gebruik te maken van flitsbezorging (= Gorillas, Flink of
Getir)?

(U kunt er meerdere selecteren)

Ik was niet bekend met het bestaan van flitsbezorgers

Ik vind de producten die de flitsbezorgdiensten aanbieden te duur

Ik doe nooit online aankopen

Ik doe mijn boodschappen liever zelf in een fysieke supermarkt

Ik heb nooit de behoefte of noodzaak gehad, omdat er een supermarkt viakbij zit

Vanwege het beperkte assortiment

O O O O O O

Anders, namelijk ...

Vraag 17.
Hoe waarschijnlijk is het dat u Gorillas, Getir en Flink in de toekomst zal gaan gebruiken?
o Zeer onwaarschijnlijk — onwaarschijnlijk — weet ik niet — waarschijnlijk — zeer waarschijnlijk

Deel 4: Kennis en informatie over flitsbezorging

Vraag 18.

In hoeverre bent u het eens met de onderstaande stelling?

Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
o Ik heb voldoende kennis over de negatieve en positieve effecten van flitsbezorging

Vraag 19.
Heeft u nieuwsberichten gevolgd over flitsbezorging in uw stad?
o Ja > naar vraag 20
o Nee > naar overzicht krantenartikelen en vraag 22
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Vraag 20.
Hoe zou u de toon van deze nieuwsberichten omschrijven?
o Zeer negatief — enigszins negatief — neutraal — enigszins positief — zeer positief

Vraag 21.
Wat zijn de voornaamste informatiebronnen die u heeft gebruikt over flitsbezorging?
U kunt er meerdere selecteren
o Social media (zoals Facebook, Twitter, Instagram, etc.)
TV-journaal
Nieuwsapp
LinkedIn
Landelijke kranten (zoals de Volkskrant, het AD, Trouw, etc.)
Buurt- en/of wijkkranten

O O O ©

o Anders, namelijk ... (invulveld)

Hieronder volgt een kort overzicht van krantenartikelen. Leest u deze alstublieft door voordat u de volgende
vraag beantwoordt.

@ west ke
Den Haag weert flitsbezor- Nu besteld, 10 minuten later in huis; klant

. g . koopt bij flitsbezorger Gorillas behalve
gers uit kaelgeb|eden boodschappen ook tijd

uni 2 :24 « 2 minute Zin hebben in een eetrijpe banaan en die thuisbezorgd
krijgen voor je met je ogen kunt knipperen - dat is wat
nieuwe flitsbezorgbedrijven beloven. En daar blijkt veel
Vraag naar. ‘Mensen kopen bij ons naast boodschappen

DEN HAAG - Nieuwe flitshezorgdiensten mogen zich niet langer vestigen
in winkelgebieden in Den Haag. De gemeente past hiervoor haar
b i aan. Het

F wil de flitshezorgers ook tijd.’
verplaatsen naar | de | zoals door de wegen en TrOUW o
bedrijfslocaties. De maatregel moet overlast in de binnenstad DUURZAAMHEID&ECONOMIE Anna de Haas 15 apri 202123
verminderen. T~
Genertotisbezogd Het Parool
deVolkskrant s .
| e o N Mljl’l tieners bes[e“en Ze]fs UtinAmsterdam  Nederland ~ Wereld ~ Kunst&Media  Columns|
5 eben banaail l:gj de ,
. .
Grote steden zinnen o 1tsbezorger. s dat ergs sbe > )
p NOS Nieuws + Maandag 16 augustus 2021, 16:00 ( Flltb LZ()rger‘s kom‘n
maatregelen tegen overlast ) . . d d
ﬂitsbezorgers Boodschappen binnen 10 minuten bezorgd: een mCt gC l'agSC() CVOoor
zorg voor de een, een zegen voor de ander b b d d b
De gemeente Amsterdam wil de toenemende overlast etere an met e ll“rt
door zogenoemde dark storesvan
”l'\1"‘{“'g‘{'ﬁ*"}’(llll\'e“ een halt toe roepen. Fen van de | Fiitsbezorgers beconcurreren elkaar om de Nederlandse markt te veroveren.  [Vier grote flitsbezorgers samen een gedr
winkels wordt binnenkort gesloten. Ook in Den Haagen |y, peiofte? Binnen 10 minuten staan je bestelde boodschappen voor de deur.|O 1met gemeenten en
Rotterdam zijn er klachten over overlast. In beide steden) R svocekonmien: Elink
broedt het stadsbestuur op maatregelen om meer grip |Z€ Zijn populair onder met name jonge doelgroepen, investeerders pompen er |1THVOT ! €N yooromenn. rink,
é llas ey de afsp dertekend.
te krijgen op de vestigingslocaties van flitsbezorgers. — |miljarden in. Maar er zijn ook zorgen om wat de nieuwe hordes fietsers en sorilas en Zapp hel de afspraken ondertekend.
Maarten Albers 15 cecerber 2021, 15:05 magazijnen doen met de verkeersveiligheid en openbare ruimte in steden waar Het Parool 1

ruimte al schaars is.

Vraag 22.
Hoe denkt u nu over flitsbezorging, na het lezen van deze krantenkoppen?
o Zeer negatief — enigszins negatief — neutraal — enigszins positief — zeer positief

Deel 5: Diverse uitspraken over flitsbezorging

Vraag 23.
Het nut van flitsbezorging

In hoeverre bent u het eens met de onderstaande stellingen?

Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
Ik vind flitsbezorging op zichzelf een goede ontwikkeling

Ik vind flitsbezorging een nuttige uitvinding

Ik begrijp waarom mensen positief zijn over flitsbezorging

Ik begrijp waarom mensen negatief zijn over flitsbezorging

O O O O ©

Ik zou het goed vinden als een (nieuwe) dark store zich vestigt in mijn wijk

10
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o Ik zou het goed vinden als een (nieuwe) dark store zich vestigt in mijn straat

Vraag 24.
Associaties met flitsbezorging

In hoeverre bent u het eens met de onderstaande stellingen?

Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
Flitsbezorging is voor verwende mensen

Flitsbezorging is puur bedoeld voor jongvolwassenen die alcohol en snacks bestellen

Ik vind mensen die bij flitsbezorgers bestellen gewoon lui

O O O ©

Voor iedereen die fysiek naar een supermarkt zou kunnen reizen is flitsbezorging overbodig

Deel 6: Woonbeleving

Een straat kan verschillende functies hebben. Twee uiterste functies zijn doorstroomkwaliteit en
verblijfskwaliteit.

Doorstroomkwaliteit
Zogenaamde doorstroomstraten zijn gericht op het snel door laten
stromen van het verkeer.

Verblijfskwaliteit

Verblijfsgebieden zijn juist gericht op het creéren van een
aangename omgeving waar mensen langer willen blijven. Dit kan
door de gebieden bijvoorbeeld ontoegankelijk/onaantrekkelijk te

maken voor autoverkeer. In een verblijfsgebied heeft verkeer dus
een ondergeschikte positie.

Vraag 25.
Hoe zou deze verdeling er wat betreft u idealiter uitzien voor een straat in uw wijk?
o Schaalverdeling met 2 uitersten (50-50; 40-60; 30-70 etc.)

Vraag 26.

Buurtkenmerken

In hoeverre bent u het eens met de onderstaande stellingen?

Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens

o Het is prettig wonen in mijn wijk
o De straten in mijn wijk hebben een levendig karakter (er is reuring op straat)
o De straten in mijn wijk zijn breed genoeg om al het verkeer dat er rijdt aan te kunnen
o Fysieke supermarkten horen in een wijk
Vraag 27.

Sociale samenhang
In hoeverre bent u het eens met de onderstaande stellingen?
Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens

o Ik heb goed contact met de mensen die in mijn wijk wonen
o Ik voel me betrokken bij wat er in mijn wijk gebeurt
o Ik ben betrokken bij buurtorganisaties en verenigingen

Deel 7: Gevolgen van flitsbezorging

11
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Vraag 28.
Ervaart u wel eens overlast door flitsbezorging?
Voorbeelden van overlast kunnen zijn: het verkeersgedrag van flitsbezorgers per e-bike, geparkeerde fietsen op
het trottoir, bevoorrading van dark stores door vrachtwagens, enzovoort.
o Ja o Nee o Misschien o Weet ik niet

Vraag 29.
Mogelijke vormen van ervaren overlast

Hoe vaak ervaart u de volgende verschillende vormen van overlast?
Geef een antwoord op schaal van 1 tot 5, waarbij 1 = nooit en 5 = altijd
Indien u bij de vorige vraag 'nee' heeft ingevuld, kunt u bij deze stellingen 'nooit' aangeven.

“lk ervaar overlast in mijn wijk door ...”
.. de uitstraling van de dark store (0.a. vanwege afgeplakte ramen)

o .. het gedrag van flitsbezorgers in het verkeer
o .. het gedrag van hangende flitsbezorgers rondom de dark store(s)
o .. flitsbezorgingsfietsen die stoepen blokkeren
o ... hachtelijke bevoorrading van de dark store(s)
o .. vrachtwagens die de straten blokkeren tijdens de bevoorrading van de dark store(s)
o .. afval dat de stoep blokkeert voor de dark store(s)
Vraag 30.
Ervaart u nog andere vormen van overlast die niet genoemd zijn?
o Ja > naar vraag 31
o Nee > naar vraag 32
Vraag 31.

Welke andere vormen van overlast ervaart u precies en hoe vaak ervaart u hier overlast van?
o Anders, namelijk ... (invulveld)
o Zelden —regelmatig — vaak — altijd

Vraag 32.
Impact flitsbezorging op de leefomgeving

In hoeverre bent u het eens met de onderstaande stellingen?
Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
“Flitsbezorging ...”

o .. gaatten koste van mijn leefomgeving
o .. leidt tot minder sociale interactie tussen mensen
o .. leidt tot meer impulsieve aankopen
o .. leidt tot ‘verrommeling’ van de openbare ruimte (verloedering, toename van storende elementen en
dergelijke)
o ...is wenselijk voor mijn wijk
Vraag 33.

Impact flitsbezorging op verkeer(sveiligheid)

In hoeverre bent u het eens met de onderstaande stellingen?

Geef antwoord op schaal van 1 tot 5, waarbij 1 = helemaal niet mee eens en 5 = helemaal mee eens
o Flitsbezorgers houden zich aan de verkeersregels in mijn wijk

12
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o O O O

Sinds de komst van flitsbezorgers voel ik mij onveiliger in het verkeer

De komst van flitsbezorging heeft geleid tot meer vrachtverkeer in mijn wijk
Sinds de komst van flitsbezorging, ervaar ik meer drukte op de fietspaden in mijn wijk
De komst van flitsbezorgers heeft geleid tot meer verkeersongelukken in mijn wijk

Deel 8: Demografische kenmerken

Vraag 34.
Wat is uw geslacht?
o Man o Vrouw o Anders

Vraag 35.
Wat is uw leeftijd?

Jonger dan 18 jaar o 55-64 jaar
o 18-24jaar O 65-74 jaar
o 25-34jaar o 75-84 jaar
o 35-44 jaar o 85 jaar of ouder
o 45-54 jaar
Vraag 36.

Wat is uw hoogst voltooide opleidingsniveau?
Basisonderwijs

Praktijkonderwijs

Voorbereidend middelbaar beroepsonderwijs (vmbo)
Hoger algemeen voortgezet onderwijs (havo)
Voorbereidend wetenschappelijk onderwijs (vwo)
Middelbaar beroepsonderwijs (mbo)

Hoger beroepsonderwijs (hbo)

o O 0O O O o O

Wetenschappelijk onderwijs (wo)

o lk zeg dat liever niet

Deel 9: Afsluitende vraag gebruik

Vraag 37.

Als afsluitende vraag zou ik u opnieuw de volgende vraag voorleggen:

Hoe waarschijnlijk is het dat u in de (nabije) toekomst gebruik blijft/gaat maken van flitsbezorging?

O Zeer onwaarschijnlijk — onwaarschijnlijk — weet ik niet — waarschijnlijk — zeer waarschijnlijk
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Appendix C. Flyer for spreading the survey

RESPONDENTEN
GEZOCHT!

Flitsbezorging: een zegen of
een vloek?

i L. 2

Voor mijn masterscriptie Ni§
ben ik benieuwd naar uw
mening over flitsbezorging.

Helpt u mij met afstuderen?
Vul dan mijn enquéte in via
de QR-code of URL.

Do you want to express your
opinion on flash delivery and help
me with academic research?

Scan the QR-code or use the URL.

URL: http://bit.ly/3ZKTPBF DEN HAAG

Heeft u vragen? Mail dan naar: BEWONERS VAN DE

: WIJKEN: MORGENSTOND, '
manouk.vandewiel@ru.nl HET GEUZEN- EN

Radboud Universiteit s% STATENKWARTIER EN HET
gau,,w} ZEEHELDENKWARTIER
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Appendix D. Focus group item presentation + notes

Flitsbezorging in
Den Haag

Morgenstond, het Zeeheldenkwartier en het
Geuzen- en Statenkwartier

Radbood Untrersiteit

Expertsessie

* Doel: reflectie op enquéteresultaten en discussie over beleid

* Audio-opname
* Anonieme verwerking

* Afspraken

EXPERTSESSIE DINSDAG 19-9-2023 10:30-12:00 GEMEENTE DEN HAAG . \/ragen?
MANOU VAN DE WIEL — MASTER STUDENT SPATIAL PLANNING — RADBOUD
1 2
Planning van de sessie Kernpunten

+ Beeld van de enquéteresultaten:
* Kernpunten
* Beschrijvende statistieken
* Kanttekeningen onderzoek
= Associaties met flitsbezorging
+ Discussiepunten:
* Overlastgevende factoren
+ NIMBY-effect
*  Wijkverschillen
+ Toekomst van flitsbezorging

* Negatieve associaties met flitsbezorging overheersen

* 54% ervaart overlast; verkeerservaring met flitsbezorging is
daarin de grootste ergernis

Dark stores geven relatief minder overlast
* NIMBY-effect is aanwezig

* Erzijn duidelijke wijkverschillen: Zeeheldenkwartier ervaart
meeste overlast; Morgenstond ervaart het meeste nut

Beschrijvende statistieken
* 92% van de respondenten kent flitsbezorgingsbedrijven
* 31% heeft wel eens over flitsbezorging gepraat met wijkgenoten
* 56% heeft nieuwsberichten gevolgd over flitsbezorging in Den Haag

Geslacht Leettijd

W

w

Kanttekeningen bij de enquéte

* Kleine steekproef (93 respondenten in totaal)

* Merendeel geeft aan niet-gebruiker te zijn van de dienst
*  51% heeft een WO opleidingsniveau T T TR e
* Morgenstond ondervertegenwoordigd

Eerder gebruik van Moogst atgs e g~y
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Negatieve associaties overheersen

* “Volledig tegen dit soort gemakzuchtige behoeftebevrediging.”

* “De mentaliteit vind ik lui. Het veroorzaakt bovendien nieuwe
verkeersbewegingen in de wijk”

+  “Slecht voor het milieu”

+ “Ikvind het een vreselijk fenomeen”

1o b e 4 b e g et o

SR <

Ervaart u wel eens overlast door
fitsbezorging?

Oorzaken van overlast

*  54%van alle surveyrespondenten zegt overlast te

ervaren door flitsbezorging —— \

= Voor de groep die overlast ervaart, is de meest
overlast gevende factor het gedrag van flitsbezorgers -
in het verkeer -

* Daamna flitsb ingsfi die stoepen blokk

en Rbesergert i et varbeer e s0r nErEataen dhe 5 orpen Monbaren”

P

s e s bkt s Popeinety Vo At

mI

m—

Meeste overlast in het verkeer

* 41% van alle respondenten voelt * Reactie?

zich onveiliger in het verkeer «  Hoe zou beleid hierop

* Toenemende drukte op fietspaden moeten reageren?

= Ergernis in verkeer

“Sinds de homst van ftsbe rorgers, voel & mij
onveiliger in het verkeer”

*Sinds de komst van flitsbezorging, ervaar ik meer
drukte op de fietspaden in mijn wijk"

S——

“IN ervaar overlast door de Wistraing van de dark
store(s) in mijn wijk”

Minder overlastgevende
factoren

* Van de mensen die overlast

ervaren zegt:

* 53% nooit overlast te ervaren van -
de uitstraling van dark store(s) in -~ -

hun wijk = HE o
* 70% nooit overlast te ervaren van e

nachtelijke bevoorrading van dark

store(s) in hun wijk

“Ih arvasr overtast door de nachteijhe
bevoorrading van de dark stores in min weih”

+ Verrassend?
* Mogelijke verklaringen?

i

fr
il
il
=

ittt )

NIMBY-effect

* 27% vindt flitsbezorging op zichzelf een goede ontwikkeling
* 47% begrijpt dat mensen positief zijn over flitsbezorging

* 21% zou het goed vinden als een nieuwe dark store zich vestigt
in hun wij

* Slechts 7% zou het goed vinden als een nieuwe dark store zich
vestigt in hun straat

* NIMBY effect duidelijk aanwezig (verschil wijk vs. straat)
* Herkenbaar?

11

- P 1

Wijkverschillen 1: overlast

* Het Zeeheldenkwartier ervaart de
meeste overlast van flitsbezorging in
totaal, in vergelijking met de andere
wijken

In het Geuzen- en Statenkwartier
ervaart men de minste
verkeersoverlast van flitsbezorging, in
vergelijking met de andere wijken

* Verrassend?

* Mogelijke verklaringen?

12
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Wijkverschillen 2: ervaren nut

Morgenstond ervaart
het meeste nut van
flitsbezorging in
vergelijking met de
andere twee wijken

[T p——

&

Wijkverschillen 3: stromen en verblijven

* De respondenten uit Morgenstond hechten meer belang aan de
doorstroomfunctie dan aan de verblijfsfunctie een straat

Gemiddelde idesle verhouding tussen de daorstroom. en verblifhtunctie

van straten in de wijken, volgens de bewaners van de wijken

14

Wijkverschillen 4: waardering van de wijk Belang van wijkcontext
Respondenten uit Gemiddelde waardering van de wijk, volgens d de wijken + Nu geen verschillend beleid per wijk ¢ TR
Morgenstond geven ; ¥ wat betreft flitsbezorging : / Ry
een lagere gemiddelde - < o ® = el
waardering voor hun % ° g ’ /. & . >
wijk dan respondenten ' o = o PRRPEL, /‘.\‘»_-
25 £ 15 , % X
uit de andere wijken s i * In hoeverre zou beleid aangepast 2 g Y, d
H - moeten worden aan de desbetreffende o\
H wijk? - :f y
. * Mogelijkheden voor beleid? ¥ {22 :
\ g N
15 16

Toekomst flitsbezorging

* Afname aantal aanbieders en fusies

* Heeft het concept flitsbezorging nog wel toekomst in deze vorm?
Monopolie?
Toekomstige diensten met dezelfde disruptieve effecten: dronebezorging,
autonome taxi aan huis?

* Kan de acceptatie op termijn toenemen, en in welke mate?

Welke lessen zijn er te trekken uit het huidige beleid/ervaringen met
flitsbezorging?

17

Bedankt!

* Nabranders?

* Dataverwerking

* Toesturen scriptieresultaten

* Vragen?

18

Notes written by assistant-moderator during the session:

Zit er een onderscheid tussen flitsbezorgers of maaltijdbezorgers?

- Inde enquéte is geprobeerd duidelijk te maken dat het om flitsbezorgers gaat, maar het kan zijn
dat mensen ook andere bezorgers in het hoofd hebben wanneer ze de vragenlijst invulden.

Meeste overlast in het verkeer

- Steeds meer doelgroepen maken gebruik van de fietspaden.
- Toenemende drukte op fietspaden wordt wel zo ervaren door snelheidsverschillen.
- Nog niet iets wat we vertalen in beleid, wel fietspad breder maken.

17
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- Je zit vaak tussen bestaande gebouwen dus je ruimte is beperkt. Hoe dichter naar de stad hoe
drukker het wordt.
- Bezorgers worden afgerekend op snelheid, hoe snel ze dingen afleveren.

Minder overlast gevende factoren

- Eigenlijk alleen directe omgeving die er last van heeft. Maakt het lastig of dit een representatieve
uitkomst is van de omwonenden van de dark store.

- Als je in een straat woont waar andere winkels ook 's nachts bevoorraad worden, is dat anders.

- Afhankelijk van waar ze zitten.

NIMBY effect

- Misschien wel een relatie met het opleidingsniveau dat het heeft ingevuld.

- Hoger opleidingsniveau werken meer, verdienen meer en maken hier misschien meer gebruik
van.

- Mogelijk resultaten gekleurd door de respondenten van je onderzoek.

- Leeftijd speelt mogelijk ook nog mee.
- Hangt misschien ook samen met je gezinssamenstelling --> als je kinderen hebt die op straat
spelen misschien negatiever erover dan als je veel werkt en niet veel op de stoep loopt.

Wijkverschillen 1: overlast
Wijkverschillen 2: ervaren nut

- Weinig respondenten vanuit Morgenstond, dus misschien een vertekend beeld
Wijkverschillen 3: stromen en verblijven

- Morgenstond ligt meer aan de rand van de stad, dus hoger autogebruik. Meer behoefte aan
doorstroomgebied

- In Morgenstond meer binnentuinen, dus mogelijk ga je dan daar spelen en niet op straat.
Wijkverschillen 4: waardering van de wijk

- Belang van de wijkcontext
- Bedoeling meer wijkgericht te doen.

18
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Appendix E: Detailed explanation of methodology SPSS SQ 2-4

Methodology for SQ 2
SQ 2 explored how variables belonging to perceived individual and societal costs and benefits shape

attitudes. For this sub-question, correlation analysis was employed for the continuous variables (e.g.,
measured on Likert cales) to assess the strength and direction of these relationships. Additionally,
multiple regression analyses were utilised to determine the extent to which the different indicators of
these concepts predict attitudes towards QC. For SQ 3, concerning the role of external factors at both
personal and communal levels, first direct influence was analysed between these factors and attitudes
towards QC. After that, I analysed the possible moderating effect of the personal/communal level factors

on the relationship between perceived costs and attitudes towards QC.

Lastly, to address SQ 4 — exploring how (indicators belonging to the) spatial and policy context shape(s)
residents’ attitudes towards QC, I needed to compare attitudes across the different cases. I approached
this in the following manner. The analysis was split into three groups, the districts, to compare attitudes
across the different cases. T-tests and ANNOVA were employed to compare attitudes across the
different cases. Throughout the analysis, expectations underlying were carefully checked to ensure
validity and reliability.

Creation of composite attitude towards QC

Before we turn to the findings of the analyses, it is important to clarify how this general attitude towards
QC is operationalised in this study. Although no explicit question was asked in the survey about attitude,
I asked two survey questions at the beginning of the survey (one for users and one for non-users) and
one question at the end (all respondents) that measured participants’ willingness to (start or continue)
using QC. All questions were asked on a Likert scale from 1-5 (least to most likely). These questions
where deemed appropriate, as intention to use a service is often indicative of a positive attitude towards
it. The following steps were undertaken to process and combine these survey questions/variables into

one composite measure, representing participants' general attitude towards QC [algemeen houdingQC]:

1. Handling Missing Values for [bereidheidgebruik end]:
Missing values in the variable measuring willingness to continue/start using QC at the end of
the survey [bereidheidgebruik end] were replaced by the mean of valid responses, resulting in
a new variable [houdingQC end]. This ensured that all participants with partial data could be
included in subsequent analyses.

2. Recoding Non-Users' Responses:
The response scale for non-users’ willingness to start using QC [startgebruikflbtoekomst] was
originally coded from 24 to 28. These values were recoded into a 1-5 scale, to align with other

variables.
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3. Combining Initial Attitudes of Users and Non-Users:
A new variable [gebundeld houdingQC begin] was created by combining users'
[blijvendgebruikflbtoekomst] and non-users' [startgebruikflbtoekomst] initial willingness to
use/continue using QC. This captured the initial attitude of both groups in a single variable.

4. Reliability Analysis:
The internal consistency between initial [gebundeld houdingQC begin] and final
[houdingQC end] was assessed with using Cronbach's Alpha. The reliability analysis yielded a
score of 0.917, indicating a strong internal consistency and justifying the combination of these
variables into a composite measure.

5. Adjusting for Incomplete surveys:
For five participants who did not complete the survey, specific adjustments were made:

a. If only initial attitude [blijvendgebruikflbtoekomst] or [startgebruikflbtoekomst] was
available, this value was directly assigned to [algemeen houdingQC].
b. If both [blijvendgebruikflbtoekomst] and [houdingQC end] were available, their
average was calculated and rounded to the nearest integer.

6. Creating a General Attitude Variable:
The final composite variable [composite attitude QC] was created by averaging
[gebundeld houdingQC begin] and [houdingQC end]. This variable represents participants'
general attitudes towards QC.

7. Final Validation of the General Attitude Variable:
A frequency distribution was computed for [composite_attitude QC] to validate its construction

and ensure the variable reflected the expected range of responses (1-5).

MRA analysis
To complement the separate analyses conducted for each hypothesis, multiple regression analyses

(MRA) were performed to assess the combined effect of the predictors (variables belonging to individual
and societal benefits and costs) on attitudes towards QC. While the separate analyses provided insights
into the individual relationships, the MRA allows for the simultaneous consideration of multiple
predictors, enabling the evaluation of their relative contributions while controlling for other variables
(BRON?). This approach ensures a more comprehensive understanding of how various factors

collectively influence attitudes towards QC.

Variables relevant to hypotheses 1 and 5-13, which had small proportions of missing responses (appr.
3%), were included in the primary regression model. Missing data in these variables were addressed
using mean imputation for variables with normally distributed values and median imputation for
variables with skewed distributions. This to ensure a complete dataset for the MRA without introducing
significant bias. The variables specific to hypotheses 2, 2a, 2b, 3 and 4 (perceived convenience, online

ordering ease, time savings, cost savings, and product availability) were excluded from this MRA. These
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variables were only measured among QC users and thus had a high proportion of missing responses
(86% missing for non-users). Instead, these variables were analysed separately in a dedicated MRA
focusing exclusively on QC users (n = 13) to explore their relationships with attitudes towards QC. This

ensured that missing data did not compromise the validity of the primary regression model.

The primary MRA was conducted with [composite attitude QC] as the dependent variable. Initially, all
variables related to hypotheses 1 and 5-13 were included in the model. To refine the analysis and
improve interpretability, the regression was rerun with only significant predictors from the initial model.
For the separate regression analyses involving QC-user-specific variables, smaller models were created
to evaluate the relationships between the variables related to hypotheses 2, 2a, 2b, 3, and 4 with
[composite_attitude QC]. Given the small sample size, these models were kept simple, with only one

or two predictors included at a time to avoid overfitting.

To ensure the validity of the regression models, collinearity diagnostics were conducted for all
predictors. Variance Inflation Factors (VIF) scores were calculated, with all predictors in the models
having VIF values <5. This indicates that multicollinearity was not an issue and that the predictors were

thus sufficiently independent of one another.

This combination of methods provided a robust approach to examining the predictors of attitudes

towards QC, while accounting for the practical limitations of the dataset.

To examine the relationship between QC-user specific variables and attitudes towards QC, separate
analyses were conducted due to the limited sample size of QC users (n = 13). These variables included
the composite perceived convenience (H2), its sub-components online ordering ease (H2a), and time
savings (H2b), cost savings (H3), and product availability (H4). The goal was to assess their individual

and combined impact on attitudes toward QC.

1. Descriptive and Correlation Analyses:
Initially, descriptive statistics were calculated for all five predictors to explore central tendencies
and distributions. Additionally, Spearman’s rank-order correlations were performed to examine
their relationships with attitudes toward QC. This preliminary analysis provided an overview of
trends and potential relationships within the dataset.

2. Multiple Regression Analyses with Paired Predictors:
To avoid overfitting due to the limited sample size, multiple regression analyses (MRAs) were
conducted by grouping the predictors into pairs. A total of 10 models were tested, each including
two predictors as independent variables and [composite attitude QC] as the dependent variable.
This approach allowed for a more robust assessment of how combinations of variables

influenced attitudes. Among these models, one model, which included cost savings and online
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ordering ease, was found to be statistically significant overall (p = 0.050). However, neither
predictor was individually significant within this model, indicating potential shared variance or
overlapping contributions.

3. Single-Predictor Regression Analyses
To further refine the analysis, regression models were conducted with each predictor
individually. This step helped isolate the effect of each variable on attitudes toward QC. The
results revealed that cost savings was the only variable to produce a significant model. None of

the other predictors demonstrated statistical significance when analysed individually.

Frequency results 029
The results from Q29, which asked respondents about how frequent they experience specific types of

nuisance caused by QC, reveal notable differences based on 90 valid responses. The mean scores for

each nuisance type are summarised in the figure below.

Traffic behaviour of QC couriers received the highest mean score (~3.5 on a scale from 1 = “Never” to
5 = “Always”), indicating that this is perceived as the most frequent or problematic issue among
respondents. Similarly, delivery bikes blocking sidewalks was also frequently reported, with a mean
score of ~3.2. Together, these findings suggest that traffic-related nuisances, including unsafe or

disruptive courier behaviour and blocked sidewalks, are primary concerns for residents.

Other nuisances, such as the appearance of dark stores, garbage blocking sidewalks, nightly supply
activities, and congestion caused by supply trucks, were less frequently reported, with mean scores
ranging from ~2.0 to ~3.0. These results indicate that while these issues are acknowledged, they are

perceived as less problematic compared to traffic-related nuisances.

The variation across nuisance types highlights the need to address specific concerns such as courier
traffic behaviour and sidewalk accessibility, which appear to have the greatest impact on residents’

perceptions of QC among this sample.

Mean comparison of nuisance types

3,50
3,00
2,50
o
8 200
w
| =
@ 1,50
@
=
1,00
0,50
0,00
Dark store Traffic Behaviour QC Delivery bikes Nightly dark Congestion Garbage
appearance behaviour QC courieraround  blocking store due to supply blocking
courier dark store sidewalks supplying trucks sidewalks

Nuisancetypes
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Q31 was an open-ended question and enabled participants to elaborate on their experiences of nuisances

not included in the list in Q29. Although only a small subset of participants answered this question, their

responses revealed several distinct themes, highlighting safety, social and environmental concerns.

Below, I have summed up the most surprising experiences that participants shared.

1.

Two respondents shared experiences of harassment, including gender-based and LGBTQ-
targeted incidents. One respondent mentioned: “Couriers verbally harassing anyone from the
LGBTQ community.” Another respondent mentioned experiencing that women were harassed
when passing by dark stores.

Several participants expressed concern for the health and working conditions of couriers,
particularly younger workers under time pressure. One respondent remarked: “I am concerned
about their health/safety.” Another highlighted the perceived exploitation within the system: “I
don't think it's good that employees are exploited like this.”

A few participants linked dark stores to criminal activity, including “drug traffic organised
around dark stores” and theft in shared spaces near residential areas. These responses point to a
broader perception of dark stores as disruptive to the urban environment.

Concerns about waste and nighttime disturbances were also mentioned, with one respondent

highlighting “disposing trash during the night” as an issue.

The answers from the survey

bezorgers fietsen hard en breed op fietspaden

Dat ze bij mij aanbellen terwijl ik niks heb besteld. Ze lezen dan het adres niet goed.

Drug traffic organized around dark stores where courriers are used to distribute

Fietsen op trottoir

Flitsbezorgers kloppen ongevraagd aan op het raam, terwijl ik niets heb besteld. Hebben vaak
haast.

Gevaarlijk en onbeschoft gedrag bezorgers

Het zijn vaak jonge jongens op de fiets waarvan ik weet dat ze deadlines moeten halen. Ik maak
me zorgen om hun gezondheid/veiligheid.

Ik vind het niet goed dat medewerkers zo uitgebuit worden.

Niet netjes in het appartementencomplexen. Er worden soms spullen gejat, deuren verkeerd
geopend waardoor mogelijk een storing optreedt, etc

Niet van de flitsbezorgers maar meer van het algemene verkeer

Onveilig gebruik van de openbare ruimte

Onveilige fietsers cq geen rekening houden met medebewoners, brutaal

Vuilstorten in de nacht

Courriers harassing women passing by Dark stores

Courriers verbally harassing anyone from the LGTBQ community

Methodology for SQ 3
Before conducting the main analyses for SQ 3, several steps were taken to ensure data quality and

consistency. Missing values for age and level of education were imputed using median imputation to

maintain the sample size and reduce bias. Social cohesion was measured using a composite score based
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on three related variables (contact with neighbours, neighbourhood involvement, and participation in

neighbourhood organisations). This composite measure was reliable.

Additionally, the knowledge of quick commerce consequences variable was recoded to standardise its
response scale. Other key independent variables, such as news consumption, media sentiment, and
length of residence in the neighbourhood, were analysed using descriptive statistics and categorical

transformations.

To facilitate regression analyses, age, education level, and length of residence were recoded into
categorical groups. Age was divided into three groups (young, middle-aged, and old), education into
three levels (low, medium, and high), and length of residence into two categories (short and long-term
residents). Dummy variables were created for each of these categories to enable multiple regression

analysis.

Direct Effects Analysis
To examine the direct influence of personal and communal-level factors on attitudes towards quick

commerce (QC), several statistical tests were performed:

Descriptive Statistics and Correlations

1. Frequencies and descriptive statistics were calculated for all independent and dependent
variables.
2. Spearman's rank correlations were conducted to identify initial relationships between

personal/communal factors and attitudes towards QC.
Multiple Regression Analyses

3. A linear regression model was conducted with attitude towards QC as the dependent variable
and age, education level, length of residence, and social cohesion as independent variables.

4. Dummy-coded variables for age, education, and length of residence were included to examine
how different subgroups relate to attitudes toward QC.

5. A second regression model was tested using an alternative set of dummy variables for

robustness.
Group Comparisons and Crosstab Analyses

6. T-tests were performed to examine differences in attitudes towards QC based on media
consumption behaviour.

7. ANOVA was conducted to assess whether the perceived tone of news reporting on QC
influenced attitudes.

8. Chi-square tests in crosstab analyses were used to explore categorical relationships between

personal/communal-level factors and attitudes towards QC.
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Moderation Analysis
The next step involved testing the moderating role of personal and communal-level factors in the

relationship between perceived costs and attitudes towards QC.
Composite Variable Construction

1. Composite benefits (previously hypothesised as a key explanatory factor) did not prove to be
a reliable measure and was therefore removed from further analyses.

2. A new composite measure, composite costs, was created by averaging seven indicators
(impulsive purchases, social isolation, traffic safety concerns, personal nuisance, traffic
congestion, traffic accidents, and urban disruption). The reliability of this composite was tested

using Cronbach’s Alpha.
Spearman Correlations

3. Relationships between attitudes towards QC, composite costs, and key moderators (age,
education, length of residence, social cohesion, and media consumption) were first explored

through nonparametric correlations.
Moderation Analysis Setup

4. The planned moderation models examine whether the relationship between perceived costs of
QC and attitudes towards QC is moderated by personal or communal-level factors.

5. Moderation effects will be tested using interaction terms between composite costs and each
moderator.

6. Regression models will be adjusted to test the significance of interaction effects.
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Appendix F: Photos of the dark stores in the districts

Figure 18.
Flink dark store in Geuzen- en Statenkwartier

Figure 19.
Getir dark store in Zeeheldenkwartier
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Figure 20.
Getir dark store in Zeeheldenkwartier

Figure 21.
Flink dark store in Morgenstond
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Appendix G. Original citations from the semi-structured expert interviews
5.1.1 Accessibility

# transcript:

Quote in original Dutch

# quote

2:19 “we gaan steeds meer naar een diensteconomie dan een producteconomie toe. Dit is daar
een van de voorbeelden van.”

2:23 “in de kleinere gemeenten speelt het wat minder over het algemeen. Ze hebben gewoon een
behoorlijk hoge dichtheid nodig aan potentiéle klanten wilt uit kunnen. Dus er moeten veel
consumenten binnen 10 minuten fietsen wonen.”

3:9 “(...) ledereen kan heel snel, gewoon wandelend naar een winkel toe (...)."

3:10 “voor doelgroepen die daar gebruik van zouden kunnen maken - bijvoorbeeld mensen die
gewoon slecht ter been zijn of dat soort zaken - die maken volgens mij geen gebruik van
deze service. Die hebben andere services daarvoor (...)."

5:22 “Mensen willen nergens meer op wachten, zelfs niet op boodschappen. Ze zijn gewend
geraakt aan bijna onmiddellijke bezorging. Maar vanuit een beleidsperspectief moeten we
ons afvragen of dit echt een publiek goed is, of slechts een luxe gemak....”

4:13 “Het is gewoon luxe.”

3:9 “(...) het is echt zo'n gemakspropositie die weinig toevoegt. **

7:1 “Het is een hele logische logistieke ontwikkeling. Met QC kunnen steden zich aanpassen

aan de veranderende behoeften van bewoners. Er is vraag naar. Het past bij de
ontwikkeling in de grote steden, waar meer dan de helft van de huishoudens nu éénpersoons
is. Die plannen niet, hebben geen grote keuken.”

5.1.2 Economic viability and market development

# transcript:
# quote

Quote in original Dutch

3:13

3:22

2:13

5:11

7:9

2:27

5:27

7:10

"Er is echt honderden miljoenen geld opgehaald door de Flinks en Gorillas van deze
wereld. dat hebben ze gigantisch snel verbrand met bijna gratis bezorging, kortingsacties en
dat soort zaken. Dus ja, daar krijg je heel snel heel veel markt. Maar ze hebben er natuurlijk
geen cent aan verdiend (...)."

“(...) als je ziet wat voor mensen het over het algemeen zijn. Ja, het zijn vaak niet de
Nederlanders die dat als bijbaantje doen. Maar dat zijn vaak Zuid-Europeanen of uit
bijvoorbeeld Roemenié en die komen dan hier een beetje fietsen. Dus weet je dat is ook niet
per se het type werkgelegenheid die je hierheen wilt hebben. En los van het feit hoe ze
daarmee omgaan; over het algemeen ook niet heel erg netjes en heel laat betalen.””

“in die vechtmarkt (...) daar tellen normale rationele economische overwegingen soms
minder dan marktpositie. (...).”

“(...) Er wordt gewoon geld verbrand door de lagere rentes, miljoenen, ook ten opzichte
van het MKB. (...) Ik weet niet of ze echt een concurrent zijn, maar dat wordt wel zo gezien.
Die komen daar ineens een stad overvallen.”

“Want anders krijg je toch dat we uiteindelijk allemaal eindigen met het blauwe of gele
monopolie. Gewoon een paar grote levensmiddelenwinkels. Want dat is de consequentie van
dat beleid dat een aantal steden nu voert, dus het in wezen wegpesten van de
Alitsbezorgers.”

“(...) SPAR is eigenlijk ook een winkel die dit heel goed zou kunnen. Kleine supermarkten en
als ze daar ook nog twee orderpickers aan toevoegen (...) die zijn al heel erg goed in een
kleine supermarkt effectief en efficiént kostendekkend runnen."”

"Er is een pilot geweest, ik geloof in Amsterdam of in Utrecht met bouwvakkers die ergens
aan het klussen waren. Schroefje vergeten, je moet je werk neerleggen en je moet naar de
bouwgroothandel en je kost € 50 per uur. Dat kost gewoon geld, extra voertuighewegingen.
Die konden bestellen op een online platform en daar werd door een fietskoerier geleverd.”
“(...) Ik denk niet dat het dat het businessmodel sowieso levensbestendig is eigenlijk (...)de
markt zal niet meegroeien, denk ik.”

“(...) één, hooguit twee procent van de foodmarkt zijn. En de rest zullen we online laten
komen.”
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5.1.3 Sustainability

# transcript:

Quote in original Dutch

# quote

3:21 “we zijn heel duurzaam, we doen alles met de fiets enzo, maar wat mij betreft voegt het
alleen maar meer verkeer toe. En dat het dan toevallig schoon is - ja dat moest er ook nog
bijkomen: dat ze dat met vieze diesel zouden doen [haha].”

5:12 “Bij ons als consument wordt een behoefte gecreéerd die we eerst niet hadden en nu
blijkbaar wel hebben.”

7:7 “Supermarkten zijn zo onduurzaam; die nemen zoveel ruimte in in steden die we niet hebben

en er wordt zoveel weggegooid in de keten. Als je in een supermarkt komt (bij mij de
Jumbo), 80% van de winkel, daar ben ik nog nooit geweest. Dat zijn gangpaden waar ik niks
te zoeken heb. Want ik heb alleen maar versproducten nodig (...).”

5.1.4 Policy development and urban planning

# transcript:
# quote

Quote in original Dutch

4:21
5:14

2:1&2:2

3:9

6:3

5:7 & 5:10

6:4

2:4
7:14

5:9

6:9

4:7

6:21

s

“(...) Dat er echt paniek was door de komst van die dark stores en fietskoeriers.’
“Ik was niet echt verrast. Het is een logische en verwachte ontwikkeling. Dit (flitsbezorging
vanuit kleine winkeltjes; nano-stores) gebeurt bijvoorbeeld heel veel in china, al heel lang.”
“de flitsbezorgers (...)vonden (...) dat zij detailhandel zijn en dus op plekken met een
detailhandelsbestemming mogen zitten.”

“Maar er begonnen klachten te komen en dan komt de vraag: mag dit en mijn vervolgvraag
is dan is het planologisch correct? Mogen ze daar zitten? Ja en dan beland je samen in een
discussie.”

“Ik zie er de noodzaak niet van in. Ik zie weinig voordelen. (...) Dus ja het is echt zo'n
gemakspropositie die weinig toevoegt.”

“vanuit persoonlijk oogpunt vind ik het concept heel interessant, echt een soort gat in de
markt. (...) Maar vanuit verkeersveiligheid ook wel een zeker risico waar je in ieder geval
voorzichtig met elkaar mee om moet gaan, met oog op de doelgroep en het concept zelf.”
“Het draagt potentieel wel aan bij een dystopisch beeld (...) dat we dark stores hebben
waardoor wij op onze bank blijven liggen.”

“(...) dark stores, die dragen niet bij aan placemaking en dat prettig verblijf en dus willen
gemeenten dit niet echt aanmoedigen.”

“Aan de ene kant wil je natuurlijk ruimte bieden voor nieuwe concepten en innovatie. Maar
het moet wel veilig blijven en het moet niet overlast creéren voor de wijk en de buurt (...).”
“(...) ons voorbereidingsbesluit was een rem, geen slot om het maar zo te zeggen.”

“(...) dan krijg je hetzelfde als met Airbnb. Je gaat dan al die eerste slagen verliezen als
gemeente, omdat je niet hebt nagedacht over wat er echt achter zit. Wat wil je nou
oplossen? En daarna krijg je die Airbnb niet meer uitgeroeid. He, dat is een strijd die de
gemeente allemaal geweldig verloren hebben door heel snel voor de biihne bijna
populistische maatregelen te nemen.”

“(...) Maar eigenlijk kan je diezelfde vraag stellen bij restaurants. En, wat we ook steeds
meer zien — en dan wordt het een hele moeilijke discussie — is dat lokale winkeliers, zeker
tijdens corona, die leveren ook vanuit hun winkel. Ik bestel een boek bij de lokale
boekhandel en die winkel ervoor is de hub. Met dezelfde regels zou je die ook moeten
sluiten.”

“(...) er wordt verbinding gezocht, in overleg of in een werkgroep waarin we kennis met
elkaar uitwisselen over hoe kunnen we dit nou samen aanpakken, wat werkt wel en wat
werkt niet. We leren daardoor ook veel van elkaar.”

wij zijn heel snel met Getir, Gorillas en Flink in gesprek gegaan hoor, dus we hebben
eigenlijk heel goed contact altijd gehad. Zij werden natuurlijk ook helemaal gek van al die
aandacht die het kreeg. Ze zijn heel omzichtig en heel netjes in de gemeente benaderen.”
“Het is belangrijk dat je met elkaar, met de flitsbezorgers, steeds meer toewerkt naar een
veilige stad.”
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6:2

6:16

“(...) De druk om levertijden te halen, gecombineerd met de toch al bestaande
kwetsbaarheid van deze jonge koeriers, creéert gewoon een verhoogd risico op
onveiligheid.”

“(...) je wil wel dat mensen zich ook veilig voelen, even los van dat het ook veilig is.”

5.1.5 Spatial impact

# transcript:

Quote in original Dutch

# quote

5:2 “Die flitsbezorging en ook pakketkluizen brengen logistieke faciliteiten niet alleen als
verkeerskundig, maar ook als ruimtelijk vraagstuk weer terug die stad in.”

5:25 “(...) of je woont in een stille vinex wijk en er komt ineens een dark store. Nou ik denk dat
dat niet goed gaat.”

3:23 “We zien dat er gewoon steeds meer logistick naar de voordeur gaat. Dat is gewoon een

trend en daar moeten we gewoon rekening mee houden en we moeten we ook zorgen dat dat
netjes en zonder overlast gebeurt.”

5.1.6 Public perception and imagery

# transcript:
# quote

Quote in original Dutch

3:6

6:7

3:17

2:7

3:15

7:21

7:7

3:7

5:30

7:22

5:21

Het is natuurlijk supersnel gegaan: die opkomst, en ook met heel veel kabaal. De reclame
was overal - op social media, op straat. Er reden hier zelfs allemaal trams rond compleet
gestickerd met Flinkreclame, en andere aanbieders. Dus flitsbezorging was ook heel
zichtbaar en overal kwamen plotseling die ontzettend rommelige dark stores op. Dus toen
was het sentiment ook echt heel erg tegen en 'weg ermee!".

“(...) een soort donkere plint waar misschien wat muziek uitkomt, maar waar je verder
helemaal geen zicht op hebt.”

(...) We zagen dat schoolkinderen in de pauzes junkfood gingen bestellen met al die
kortingsbonnen. (...)."

“(...) bezorgers die buiten hangen met een boxje ‘s avonds nog naar muziek luisteren, zelf
over straat roepen. Maar het belangrijkste is, het laden en lossen op onhandige tijden en de
straat daarmee blokkeren.”

“Bij een andere wijk waar wel meer ruimte was, daar was het dat ze dat dat ze allemaal
zaten te wachten in de speeltuin en daar een beetje jointjes zaten te roken. Dus het was niet
zozeer een ruimtelijke ding, maar meer een gedragsding.”

“Als je kijkt naar de echte klachten (...) dan zie je dat van bepaalde flitsbezorgingswinkels,
de klachten maar van één of twee mensen komen. En dan nog wel 100 klachten van één
mens. (...) hier wordt het nu uitvergroot.”

“(...) je ziet steeds meer mensen die begrip hebben voor het feit dat je je dagelijkse sla en
komkommer laat bezorgen. De tijd van alleen maar snacks en frisdrank is echt wel voorbij.”
“(...) Er zijn een aantal dark stores gesloten. Er zijn al een paar van die partijen weg. Ze
zijn ook veel minder agressief in hun uitingen, dus dan is het ook veel minder zichtbaar In
de straat. Er zijn ook gewoon minder fietsers in de straat. En de fietsers die er nu zijn, die
zijn echt ook duidelijk netter aan het fietsen. Dus het hele sentiment rondom de
litsbezorging is daarmee wel ja een stuk beter.”

“(...) We wijzen allemaal naar de pakketbusjes, naar die fietskoeriers en naar die riders.
Die vraag wordt in gang gezet, door ons als consument en die belofte van dan “de
verraders”, de Bol, de Amazon, de Getirs (...). En die dark stores zijn als het ware een
nieuw fenomeen van dezelfde trend.”

“Er wordt een soort vergrootglas gezet op iets dat bij wijze van spreken een non-issue is
(...) Het gekke is dat toen de maaltijdbezorging kwam, hebben we niks gehoord. Want de
maaltijdbezorging is nog steeds factor 20 groter in aantal fietsbewegingen. Daar hebben we
nooit iemand over gehoord (...).”

“Als er in een café of restaurant binnen een uur 50 thuisbezorgers aankomen en vertrekken,
gaan we die dan ook sluiten? Ik denk het niet, dus [QC] wordt een beetje tot zondebok
gemaakt. Terwijl het niet iets heel nieuws is.”
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