
           
            International Journal of Scientific Research in Engineering and Management (IJSREM) 

                          Volume: 10 Issue: 03 | March - 2026                              SJIF Rating: 8.659                                       ISSN: 2582-3930                                                                                                                                               

 

© 2026, IJSREM      | https://ijsrem.com                                       DOI: 10.55041/IJSREM57632                                     |        Page 1 
 

Customer Satisfaction Towards Food Delivery Applications: A Study of 

Zomato and Swiggy 

 

Ms. Pragya Agrawal¹ Dr. Khusboo Agnihotri² 

 

ABSTRACT 

The rapid development of digital technology and the increasing use of smartphones have significantly transformed the 

food service industry. Online food delivery applications have emerged as convenient platforms that allow customers to 

order food from restaurants and receive it at their preferred location. Among the various food delivery platforms available 

in India, Zomato and Swiggy have become two of the most widely used applications. 

The primary objective of this study is to examine customer satisfaction towards online food delivery services, 

particularly focusing on Zomato and Swiggy. The research analyses the factors that influence customer satisfaction, 

including delivery time, food quality, pricing, application usability, discounts, and customer service. Understanding these 

factors helps identify how these platforms meet customer expectations and where improvements can be made. 

Primary data for the study was collected through a structured questionnaire distributed among users of food delivery 

applications. Secondary data was collected from journals, research articles, and online resources related to the food 

delivery industry. The findings reveal that customers prefer food delivery apps because of their convenience, time-saving 

benefits, and wide range of food choices. However, certain issues such as high delivery charges and occasional delays 

may affect customer satisfaction. 

The study concludes that although Zomato and Swiggy have successfully revolutionized the food delivery market, 

maintaining consistent service quality, efficient delivery systems, and effective customer support is essential for 

improving customer satisfaction and strengthening long-term customer loyalty. 
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1. INTRODUCTION 

 

In recent years, the use of online services has increased rapidly due to technological advancements and improved internet 

connectivity. One of the sectors that has experienced remarkable growth is the online food delivery industry. Food 

delivery applications allow customers to order food from restaurants using mobile applications or websites and receive 

it at their preferred location. 

These platforms have simplified the traditional process of ordering food by providing easy access to restaurant menus, 

prices, reviews, and ratings. Customers can browse through multiple restaurants, select their desired dishes, and place 

orders within a few minutes. Among the various food delivery platforms operating in India, Zomato and Swiggy have 

emerged as two of the most popular and widely used services. 

Customer satisfaction plays a crucial role in determining the success of these platforms. Factors such as delivery speed, 

food quality, pricing, promotional offers, application interface, and customer support significantly influence user 

experience. When customers are satisfied with the service, they are more likely to continue using the platform and 

recommend it to others. 

The online food delivery industry has grown rapidly due to changing consumer lifestyles. Busy work schedules, 

urbanization, and the increasing demand for convenience have encouraged people to rely more on digital platforms for 

ordering food. As a result, food delivery apps have become an essential part of the modern food service ecosystem. 

Technology has played a vital role in improving these services. Features such as real-time order tracking, digital payment 

options, restaurant reviews, and personalized recommendations have enhanced the overall customer experience. These 

technological advancements have made the process of ordering food more efficient and user-friendly. 
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This study focuses on understanding customer satisfaction towards food delivery applications, particularly Zomato and 

Swiggy. By analyzing customer experiences and preferences, the research aims to identify the factors that influence 

satisfaction levels and suggest improvements that can enhance service quality. 

 

 

2. LITERATURE REVIEW 

A literature review provides an overview of previous research studies related to the selected topic. It helps in 

understanding the existing knowledge, identifying research gaps, and building a foundation for the present study. Several 

researchers have examined customer satisfaction, service quality, and consumer behaviour in the online food delivery 

industry. 

Previous studies indicate that customer satisfaction is one of the most important determinants of success for online food 

delivery platforms. Customers generally prefer services that provide convenience, reliability, and quick delivery. 

Research suggests that the ability of a company to meet or exceed customer expectations plays a significant role in 

determining whether customers will continue using the service. 

Many studies highlight that convenience and time-saving benefits are the primary reasons for the popularity of online 

food delivery services. Customers appreciate the ability to order food from multiple restaurants without visiting them 

physically. This is particularly useful for individuals who have busy lifestyles or limited time for cooking. 

Researchers have also emphasized the importance of service quality in influencing customer satisfaction. Factors such 

as timely delivery, food quality, accurate orders, and efficient customer support contribute significantly to positive 

customer experiences. When these factors are maintained consistently, customers tend to develop trust in the platform. 

Another important aspect discussed in previous studies is the role of pricing and promotional offers. Many food delivery 

platforms attract customers by offering discounts, coupons, and loyalty rewards. These promotional strategies encourage 

customers to place orders more frequently and increase platform usage. 

Several studies have specifically examined the services offered by Zomato and Swiggy. Research suggests that Zomato 

is well known for its extensive restaurant listings, customer reviews, and strong digital presence. Swiggy, on the other 

hand, is often recognized for its efficient logistics network and fast delivery services. 

Comparative studies between these two platforms indicate that customers often choose between them based on factors 

such as delivery speed, pricing, service charges, and user interface. Both companies continuously improve their services 

to maintain a competitive advantage in the growing online food delivery market. 

Although numerous studies have examined the food delivery industry, there is still a need for research focusing on 

customer satisfaction in specific regions and demographic groups. Customer expectations may vary depending on factors 

such as age, lifestyle, and location. Therefore, this study aims to analyse customer satisfaction towards Zomato and 

Swiggy based on responses collected through a questionnaire. 

 

3. STUDY AREA BACKGROUND 

The study area background describes the environment and conditions in which the research has been conducted. 

Understanding the characteristics of the respondents helps in interpreting the results of the study more effectively. 

The research primarily focuses on individuals who frequently use online food delivery applications. These users typically 

belong to urban or semi-urban areas where internet connectivity and smartphone usage are widespread. In such areas, a 

large number of restaurants partner with food delivery platforms, providing customers with numerous food options. 

Urbanization and changing lifestyles have significantly influenced the demand for online food delivery services. Many 

people today have busy work schedules and limited time to cook meals at home. As a result, they prefer ordering food 

through digital platforms that provide quick and convenient services. 
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The availability of smartphones and affordable internet services has also contributed to the growth of online food 

delivery applications. Mobile apps allow customers to browse menus, compare prices, read customer reviews, and place 

orders easily. Features such as live order tracking and digital payments further enhance user convenience. 

In addition, the increasing variety of cuisines and restaurant options available on these platforms has attracted a large 

number of customers. Food delivery applications allow users to explore different types of food without visiting multiple 

restaurants. 

Therefore, studying customer satisfaction within this environment helps in understanding how technological 

advancements and lifestyle changes influence consumer preferences and behaviour in the online food delivery industry. 

 

4. RESEARCH METHODOLOGY 

Research methodology refers to the systematic approach used to conduct the study and collect relevant data. It explains 

how the research problem is investigated and how information is gathered and analysed. 

Research Design 

The study adopts a descriptive research design to examine customer satisfaction towards online food delivery 

applications. This approach helps in understanding customer opinions, experiences, and preferences regarding Zomato 

and Swiggy. 

Data Collection 

Both primary and secondary data were used in the research. 

Primary data was collected through a structured questionnaire distributed among individuals who use food delivery 

applications. The questionnaire included multiple questions related to customer experiences, satisfaction levels, and 

preferences regarding online food delivery services. 

Secondary data was collected from research articles, academic journals, books, and online sources related to customer 

satisfaction and the online food delivery industry. 

Sample Size 

The study was conducted among users of food delivery applications, including students, working professionals, and 

other individuals who frequently order food online. 

Data Analysis 

The responses collected through the questionnaire were analyzed to understand customer opinions and satisfaction 

levels. The analysis focuses on factors such as: 

• Delivery time 

• Food quality 

• Pricing and discounts 

• Application usability 

• Customer service 

Overall user experience 

The findings from the analysis help identify the key factors that influence customer satisfaction towards Zomato and 

Swiggy. 

 

 

 

https://ijsrem.com/


           
            International Journal of Scientific Research in Engineering and Management (IJSREM) 

                          Volume: 10 Issue: 03 | March - 2026                              SJIF Rating: 8.659                                       ISSN: 2582-3930                                                                                                                                               

 

© 2026, IJSREM      | https://ijsrem.com                                       DOI: 10.55041/IJSREM57632                                     |        Page 4 
 

5. DATA ANALYSIS 

Overview 

The data analysis for this study is based on responses collected through a structured questionnaire distributed among 

users of online food delivery applications. A total number of respondents participated in the survey and shared their 

experiences and opinions regarding the use of Zomato and Swiggy. 

The purpose of the analysis is to understand customer satisfaction levels and identify the factors that influence their 

overall experience while using food delivery services. The questionnaire included questions related to usage patterns, 

preferred applications, delivery experience, payment methods, and the impact of discounts and promotional offers. 

The responses indicate that online food delivery services have become an important part of daily life, especially among 

students and young consumers. Most respondents use these applications because they provide convenience, time savings, 

and access to a wide variety of food options. 

For better interpretation, the responses are grouped into thematic sections rather than analysing each question separately. 

 

Question wise analysis 

 

Interpretation (Question 1–4) 

The first few questions focused on the demographic profile of respondents, including age group, gender, and occupation. 

The results show that the majority of respondents belong to the 18–22 age group and are primarily students. This 

indicates that young consumers are among the most active users of online food delivery platforms. Students often rely 

on these services because they provide quick access to meals without requiring them to travel to restaurants. 

The results also show that both male and female respondents use food delivery apps regularly, suggesting that these 

platforms appeal to a wide range of consumers. 

 

 

 

Interpretation (Question 5–8) 

These questions focused on usage patterns and preferences related to food delivery applications. 

The responses indicate that many users prefer ordering food occasionally or once a week rather than daily. This suggests 

that food delivery services are mainly used as a convenient alternative rather than a regular substitute for home-cooked 

meals. 

When asked about the preferred platform, respondents mentioned both Zomato and Swiggy, indicating that customers 

often switch between applications depending on available offers, restaurant options, or delivery time. 
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Convenience and easy access to restaurant menus were identified as major reasons for using these platforms. 

 

 

Interpretation (Question 9–11) 

These questions examined delivery experience and service quality. 

Most respondents reported receiving their food within 30–45 minutes, which is considered a satisfactory delivery time. 

Quick delivery plays an important role in shaping the overall customer experience. 

However, some respondents mentioned experiencing occasional delays or minor service issues, which can reduce 

satisfaction levels. Maintaining consistent delivery performance is therefore important for improving customer 

satisfaction. 

The data also indicates that friends and social media play a role in spreading awareness about food delivery applications. 

 

 

Interpretation (Question 12–14) 

These questions analysed payment preferences and factors influencing purchasing decisions. 

The responses show that many customers prefer cash on delivery, although digital payment methods such as UPI and 

online payments are also commonly used. 

Another important finding is that discounts and promotional offers strongly influence customer decisions. Many 

respondents admitted that they are more likely to place orders when attractive offers are available. 

Customers also expressed moderate satisfaction with app features such as order tracking and navigation, suggesting that 

although these features are useful, there is still room for improvement. 
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6. CONCLUSION 

The study examined customer satisfaction towards online food delivery applications, particularly Zomato and Swiggy. 

The results indicate that these platforms have become an important part of modern consumer lifestyles. 

Customers prefer using food delivery apps mainly because they offer convenience, quick access to food, and a wide 

variety of restaurant options. Features such as easy ordering, digital payments, and real-time tracking enhance the overall 

user experience. 

However, certain factors such as delivery delays, high service charges, and occasional order issues can negatively affect 

customer satisfaction. Addressing these issues is essential for maintaining customer trust and loyalty. 

Overall, the study suggests that both Zomato and Swiggy have successfully established themselves as leading food 

delivery platforms in India. Continuous improvement in service quality, delivery efficiency, and customer support will 

further strengthen their position in the market. 

 

7. LIMITATIONS 

Like any research study, this study also has certain limitations. 

* The sample size was limited and mainly included students. 

* The study focused primarily on young consumers who frequently use food delivery apps. 

* The research was based on questionnaire responses, which reflect personal opinions and perceptions. 

* Time constraints limited the scope of the study. 

Future research can include a larger and more diverse sample to gain deeper insights into customer satisfaction in the 

online food delivery industry. 

 

8. FINDINGS 

The study identified several important findings related to customer satisfaction towards food delivery applications. 

* Most respondents belong to the young age group, indicating that students and young consumers are the primary users 

of food delivery apps. 

* Convenience and time savings are the main reasons why customers prefer ordering food online. 

* Both Zomato and Swiggy are widely used, and customers often switch between them depending on discounts and 

restaurant availability. 

* Promotional offers and discounts strongly influence customer purchasing decisions. 

* Delivery speed and service quality play a major role in determining customer satisfaction. 
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* Although customers are generally satisfied, occasional delivery delays and high service charges may reduce 

satisfaction levels. 

 

9. RECOMMENDATIONS 

Based on the findings of the study, the following recommendations can help improve customer satisfaction in online 

food delivery services. 

* Food delivery platforms should focus on reducing delivery time and improving delivery efficiency. 

* Companies should continue offering discounts and promotional offers to attract and retain customers. 

* Improving customer support services can help resolve customer issues more quickly. 

* Applications should be updated regularly to improve user interface and navigation. 

* Strengthening partnerships with restaurants can help ensure better food quality and service consistency. 
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