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Abstract 

This study examines consumer buying behaviour towards Zepto's online grocery services and the factors influencing 

customer preferences. It focuses on convenience, delivery speed, pricing, product availability, payment options, and 

service quality. The research is based on both primary and secondary data collected through questionnaires and 

published sources. Statistical tools were used to analyze the collected data and interpret the findings. 

The study reveals that convenience and time-saving are the major reasons for choosing Zepto. Customers highly value 

fast delivery, attractive discounts, secure payments, and a user-friendly mobile application. Young consumers, 

especially students and working professionals, are the primary users of the platform. 

Although issues such as delivery delays and product unavailability exist, overall customer satisfaction remains high. 

Promotional offers and loyalty benefits encourage repeat purchases and customer retention. 

The findings indicate that Zepto has established a strong position in the quick-commerce market. The study concludes 

that continuous improvements in service quality, inventory management, customer support, and network expansion 

will further strengthen customer satisfaction and the company's competitive advantage. 

The findings of the study indicate that convenience and time-saving benefits are the most significant factors 

influencing consumers to use Zepto. Customers appreciate the platform's quick delivery service, user- friendly mobile 

application, attractive discounts, secure payment methods, and wide range of products. The study further reveals that 

younger consumers, particularly students and working professionals, are the most active users of online grocery 

delivery services. Customer satisfaction is found to be positively associated with delivery speed, product quality, and 

service reliability. 

The research also highlights certain challenges faced by consumers, including occasional product unavailability, 

delivery delays during peak hours, and limited service coverage in some locations. Despite these challenges, the 

majority of respondents expressed satisfaction with Zepto and indicated their willingness to continue using the 

platform in the future. The availability of promotional offers, loyalty benefits, and personalized recommendations 

further contributes to repeat purchases and customer retention. 

The study concludes that Zepto has successfully positioned itself as a leading quick commerce platform by addressing 

the evolving needs of modern consumers. The growing demand for convenience, speed, and digital shopping 

experiences is expected to further strengthen the company's market presence. To maintain a competitive advantage, 

Zepto should focus on expanding its service network, improving inventory management, enhancing customer support, 

and introducing innovative features that improve the overall shopping experience. 
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In the digital era, social media has revolutionized the marketing landscape by providing businesses with innovative 

ways to communicate with customers and promote their products and services. The increasing popularity of social 

networking platforms has encouraged organizations of all sizes to integrate social media into their marketing strategies. 

Platforms such as Facebook, Instagram, YouTube, LinkedIn, and X (formerly Twitter) have become effective channels 

for advertising, customer engagement, and brand promotion. 

These platforms enable businesses to interact directly with consumers, gather feedback, and build long-term 

relationships. 

This study aims to examine the impact of social media on marketing and evaluate how it influences consumer 

behaviour, brand awareness, customer engagement, and purchasing decisions. It also explores the effectiveness of 

social media advertising, influencer marketing, online reviews, and digital content in shaping consumer perceptions. 

The research follows a descriptive research design and uses both primary and secondary sources of data. Primary data 

was collected through a structured questionnaire administered to social media users, while secondary data was 

obtained from books, journals, research articles, company reports, and authentic online publications. 

The findings of the study indicate that social media marketing has a positive impact on business performance by 

increasing customer reach, improving brand recognition, and encouraging customer participation. Consumers are 

highly influenced by online reviews, promotional campaigns, influencer endorsements, and interactive content while 

making purchase decisions. The study also highlights that businesses using social media effectively are able to improve 

customer satisfaction, strengthen brand loyalty, and achieve better marketing outcomes. However, issues such as 

misinformation, privacy concerns, and intense competition require continuous attention and effective management. 

The study concludes that social media has become an indispensable component of digital marketing. Organizations 

that adopt innovative social media strategies, create valuable content, and maintain strong customer relationships are 

more likely to achieve sustainable growth and long-term success in today's competitive business environment.  

 

Keywords Consumer Buying Behaviour, Zepto, Online Grocery Shopping, Quick Commerce, Customer Satisfaction, 

Convenience, Delivery Speed, Digital Payments, Promotional Offers, Service Quality, Customer Retention, E-

commerce.  

Social media has transformed the way businesses promote their products and services. It enables companies to connect 

directly with customers through platforms like Facebook, Instagram, and YouTube. Businesses use social media to 

increase brand awareness, advertise products, and engage with their target audience. It also helps in collecting 

customer feedback and understanding consumer preferences. Compared to traditional marketing, social media 

marketing is more cost-effective and has a wider reach. Regular interaction with customers builds trust and strengthens 

brand loyalty. Overall, social media has become an essential and powerful tool for modern marketing. 

Introduction 

The rapid growth of digital technology has transformed consumer buying behaviour and increased the demand for 

online grocery services. Quick-commerce platforms like Zepto provide fast, convenient, and reliable delivery of daily 

essentials. Consumers prefer these platforms due to time-saving benefits, competitive pricing, and user-friendly mobile 

applications. Factors such as delivery speed, product availability, secure payments, and service quality influence 

customer satisfaction. 

The widespread use of smartphones and digital payments has further accelerated the growth of online shopping. This 

study examines consumer buying behaviour, preferences, and satisfaction towards Zepto's services. It also identifies the 

factors that encourage customers to choose Zepto over traditional shopping methods. The findings help understand 

customer expectations and the growing role of quick-commerce in the retail industry. Online shopping has become an 

important part of modern consumer lifestyles due to rapid technological advancements and increased internet usage. 

The growth of smartphones and digital payment systems has encouraged consumers to shift from traditional shopping 

to online platforms. Quick-commerce services have further transformed the retail industry by providing fast and 

convenient delivery of groceries and daily essentials. Zepto has emerged as one of the leading quick-commerce 

platforms by offering deliveries within a few minutes. 
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Its focus on speed, convenience, and a user-friendly mobile application has attracted a large number of customers, 

especially students and working professionals. Consumer buying behaviour is influenced by factors such as price, 

convenience, delivery speed, product availability, trust, and service quality. The increasing demand for time-

saving shopping solutions has made online grocery platforms more popular than ever before. 

The COVID-19 pandemic also accelerated the adoption of online shopping services across India. 

Understanding consumer preferences and satisfaction is essential for improving service quality and developing effective 

marketing strategies. This study examines consumer buying behaviour towards Zepto by analyzing customer 

preferences, purchasing patterns, and satisfaction levels. It also explores the factors that motivate consumers to choose 

quick-commerce platforms over traditional retail stores. The research is based on both primary and secondary data 

collected from Zepto users and published sources. 

The findings of the study will help businesses understand changing consumer expectations and improve customer 

experience. Overall, the study highlights the growing importance of quick-commerce services in the digital economy 

and their impact on modern consumer buying behaviour. This research also provides useful insights for marketers, 

researchers, and businesses operating in the online retail sector. 

The rise of digital technology has significantly changed the way consumers interact with businesses and purchase 

products. Consumers today expect faster delivery, better product quality, and seamless online shopping experiences. 

Quick-commerce platforms like Zepto have successfully addressed these expectations by offering instant delivery and 

convenient services. 

The availability of attractive discounts, secure payment options, and real-time order tracking has further increased 

customer confidence. Businesses are continuously adopting innovative technologies to improve customer satisfaction 

and gain a competitive advantage. Consumer feedback and online reviews also play a crucial role in influencing 

purchase decisions and brand loyalty. 

As competition in the quick-commerce industry increases, companies must focus on providing consistent service 

quality and personalized customer experiences. Understanding consumer behaviour helps organizations develop 

effective marketing strategies and improve operational efficiency. This study provides valuable insights into the factors 

that influence consumers' decisions while using Zepto's services. 

The findings will contribute to a better understanding of the growing quick-commerce market and support future 

research in consumer behaviour and digital marketing. 

 

Review of Literature 

Several researchers have studied Impact of Social Media on Marketing. 1. Consumer Buying Behaviour Studies 

explain that consumer buying behaviour is influenced by psychological, social, personal, and economic factors. 

Understanding customer needs helps businesses improve satisfaction and build long-term loyalty. 

2. Impact of E-Commerce and Quick-Commerce 

Research shows that convenience, fast delivery, competitive pricing, and easy-to-use mobile applications have 

significantly changed consumer purchasing behaviour. These factors encourage customers to prefer platforms like 

Zepto. 

 

3. Customer Satisfaction Towards Zepto 

Most studies found that customers are satisfied with Zepto's delivery speed, product quality, and service reliability. 

However, improvements are needed in pricing transparency and product availability. 

4. Consumer Preferences and Buying Trends 

Young consumers, especially students and working professionals, prefer Zepto because of its instant delivery, 

discounts, and wide product range. Convenience and time-saving are the main reasons for repeated purchases. 
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5. Comparative Studies of Online Shopping Platforms 

Comparative studies indicate that Zepto stands out for its ultra-fast delivery and convenience, while other e-commerce 

platforms focus more on product variety and pricing. This highlights Zepto's strong position in the quick-commerce 

market. 

4. Social Media Advertising 

Studies indicate that social media advertising enables businesses to reach a wider audience at a lower cost than 

traditional marketing. Features such as targeted advertisements, sponsored posts, and influencer marketing help 

increase brand awareness and improve customer engagement. 

5. Brand Awareness and Customer Engagement 

Research shows that social media platforms such as Facebook, Instagram, LinkedIn, and YouTube play a significant 

role in building brand awareness. Regular interaction with customers through posts, comments, and live sessions 

strengthens customer relationships and increases brand loyalty. 

6. Consumer Purchase Decision 

Several studies found that online reviews, ratings, recommendations, and user-generated content significantly influence 

consumer purchase decisions. Positive feedback on social media improves trust in a brand, while negative reviews can 

affect customer perception and buying behaviour. 

7. Future Scope of Social Media Marketing 

Researchers suggest that the future of social media marketing lies in Artificial Intelligence (AI), personalized 

advertising, influencer collaborations, and data analytics. Businesses that effectively adopt these technologies can 

enhance customer experience, improve marketing performance, and gain a competitive advantage in the digital 

marketplace. 

Research Gap 

Although several studies have examined consumer buying behaviour in online shopping, limited research focuses 

specifically on quick-commerce platforms like Zepto. Existing studies mainly emphasize urban consumers and general 

e-commerce trends. There is less information on consumer behaviour in tier-2 and rural areas. Research on the long-

term sustainability of quick-commerce is also limited. The psychological factors influencing impulse buying through 

instant delivery services require further study. More research is needed on changing customer expectations and loyalty. 

Addressing these gaps will provide a better understanding of consumer behaviour. This study aims to contribute by 

analyzing customer preferences and satisfaction towards Zepto. 

Although several studies have examined the role of social media in marketing, there are still important gaps in the 

existing literature. Most previous research has focused on social media platforms individually rather than comparing 

their overall impact on marketing performance. Limited studies have explored how social media influences consumer 

purchasing behaviour across different age groups and regions. 

There is also a lack of research on the effectiveness of emerging trends such as influencer marketing, artificial 

intelligence, and personalized advertising. Many studies have concentrated on large organizations, while the impact of 

social media marketing on small and medium-sized businesses remains underexplored. 

In addition, consumer preferences and social media trends change rapidly, making it necessary to conduct updated 

research. Therefore, this study aims to bridge these gaps by examining the overall impact of social media on marketing, 

customer engagement, brand awareness, and consumer buying behaviour in the current digital environment. 

Despite the rapid growth of social media marketing, limited research has examined the comparative effectiveness of 

different social media platforms such as Facebook, Instagram, LinkedIn, YouTube, and X (formerly Twitter). Each 

platform has unique features and attracts different user groups, but there is insufficient evidence regarding which 

platform delivers the best marketing outcomes for various industries. 

Most previous studies have focused on large organizations and multinational companies. There is comparatively less 
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research on how small and medium-sized enterprises (SMEs) use social media marketing to improve brand awareness, 

customer engagement, and business growth. Understanding the challenges and opportunities faced by SMEs requires 

further investigation. 

Another important research gap is the limited availability of studies on emerging technologies such as Artificial 

Intelligence (AI), chatbots, augmented reality (AR), virtual reality (VR), and predictive analytics in social media 

marketing. These technologies are rapidly changing digital marketing practices, yet their influence on consumer 

behaviour and marketing performance is not fully understood. 

Consumer preferences and online behaviour continue to evolve because of technological advancements and changing 

digital trends. Many earlier studies were conducted before the widespread adoption of short-form video content, 

influencer collaborations, and AI-driven marketing. Therefore, updated research is necessary to understand current 

consumer expectations and marketing effectiveness. 

There is also a need for more research on ethical issues in social media marketing, including data privacy, 

misinformation, fake reviews, influencer transparency, and consumer trust. Addressing these issues will help businesses 

develop responsible marketing strategies while maintaining long-term customer relationships and sustainable business 

growth. 

Objectives of the Study 

1. To analyze the consumer buying behaviour towards Zepto's online grocery services. 

2. To identify the key factors influencing consumers' purchasing decisions. 

3. To evaluate customer satisfaction and preferences while using Zepto. 

4. To examine the impact of delivery speed, pricing, and promotional offers on buyingbehaviour. 

5. To suggest measures for improving service quality and enhancing customerexperience. 

6. To study the role of social media platforms in increasing brand awareness and brandrecognition. 

7. To examine the influence of social media marketing on consumer buying behaviourand purchase decisions. 

8. To analyze the effectiveness of social media advertising in improving customerengagement and business growth. 

9. To identify the impact of online reviews, influencer marketing, and user-generatedcontent on customer trust and 

brand loyalty. 

10. To provide suggestions for improving social media marketing strategies to achievebetter customer 

satisfaction and competitive advantage. 

 

Research Questions / Hypotheses 

Research Questions: 

1. How does social media marketing influence consumer buying behaviour? 

2. What is the impact of social media marketing on brand awareness and customerengagement? 

3. How do social media advertisements and influencer promotions affect customers'purchase decisions? 

4. How does social media marketing influence customer satisfaction and brand loyalty? 

5. What role do online reviews and user-generated content play in influencingconsumer purchase decisions? 

6. How effective are different social media platforms in promoting products andincreasing business growth? 

Hypothesis: H1: There is a significant relationship between social media marketing and consumer buying behaviour. 

H2: Social media marketing has a significant impact on brand awareness and customer 

engagement. 

H3: Social media marketing has a significant positive impact on customer satisfaction and brand loyalty. 

H4: Online reviews and user-generated content significantly influence consumers' purchase decisions. 
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H5: Different social media platforms have a significant effect on business growth and marketing performance. 

Methodology 

The study uses a descriptive research design. Both primary and secondary data were used. The study adopts a 

descriptive research design to examine the impact of social media on marketing. This design helps in 

understanding consumer opinions, attitudes, and buying behaviour through systematic data collection and analysis. 

Both primary and secondary data were used to ensure accurate and reliable findings. Primary Data: 

Primary data was collected through a structured questionnaire distributed among social media users and consumers. 

The questionnaire included close-ended and multiple-choice questions related to social media usage, purchasing 

behaviour, brand awareness, customer engagement, and online advertisements. The responses were collected through 

online and ofline survey methods to obtain first-hand information from the respondents. 

Secondary Data: 

Secondary data was collected from research journals, books, company websites, annual reports, magazines, 

newspapers, published research papers, government publications, and reliable online sources related to 

social media marketing and digital marketing. These sources helped in understanding theoretical concepts, previous 

research findings, and recent marketing trends. 

Sample Size: 

The study was conducted using a sample size of 100 respondents who regularly use Zepto and other online grocery 

services. The respondents were selected using the convenience sampling method. The study used the Convenience 

Sampling Method, where respondents were selected based on their availability and willingness to participate. This 

method was chosen because it is simple, cost-effective, and suitable for 

collecting responses within a limited time. who actively use social media platforms such as Facebook, Instagram, 

YouTube, LinkedIn, and X (Twitter). The selected respondents belonged to different age groups, educational 

backgrounds, occupations, and income levels to obtain diverse opinions. 

Tools for Analysis: 

The collected data was analyzed using percentage analysis, frequency distribution, tables, charts, and graphical 

representations to interpret the findings. A structured questionnaire was used as the main data collection tool. The 

questionnaire was designed to collect information regarding social media usage, purchase decisions, customer 

satisfaction, brand awareness, and the effectiveness of digital marketing activities. The study focuses on understanding 

how social media platforms influence consumer buying behaviour, brand awareness, customer engagement, and digital 

marketing strategies. It also identifies the benefits and challenges faced by businesses while using social media for 

marketing purposes. 

Results and Discussion 

The analysis of customer responses revealed the following: 1. Most customers appreciate Zepto for its quick delivery, 

convenience, and user-friendly mobile application. Positive reviews indicate a high level of overall customer 

satisfaction. 

2. Customers are generally satisfied with the fast delivery service, especially for urgentgrocery needs. However, some 

reviews mention delays during peak hours. 

3. The majority of customers are satisfied with the quality of products received. A fewreviews highlight issues 

related to product availability and occasional stock shortages. 

4. Customers respond positively to discounts, cashback, and promotional offers, whichencourage repeat purchases. 

Competitive pricing also increases customer loyalty. 

5. Customer reviews suggest improving delivery consistency, expanding productavailability, and strengthening 

customer support. Addressing these areas can further enhance customer satisfaction and brand loyalty. 

6. Social media platforms have significantly increased brand awareness by enablingbusinesses to reach a wider 
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audience through targeted marketing campaigns. 

7. Most respondents stated that online reviews, ratings, and customer feedback onsocial media influence their 

purchasing decisions before buying a product or service. 

8. Influencer marketing has become an effective promotional strategy, as consumerstend to trust recommendations 

from influencers they follow on social media. 

9. Regular interaction through comments, messages, and live sessions has improvedcustomer engagement and 

strengthened relationships between businesses and consumers. 

10. Personalized advertisements based on users' interests and browsing historyencourage higher customer 

engagement and improve conversion rates. 

11. Businesses using social media marketing have experienced increased websitetraffic, improved lead 

generation, and higher sales compared to relying only on traditional marketing methods. 

12. Consumers prefer brands that maintain an active social media presence andprovide quick responses 

to customer queries and complaints. 

13. Visual content such as images, short videos, reels, and live streaming attracts morecustomer attention 

and generates higher engagement than text-based advertisements. 

14. Data analytics and performance tracking tools help businesses measure theeffectiveness of social media 

campaigns and make better marketing decisions. 

15. The study indicates that social media marketing has become an essentialcomponent of digital marketing 

by improving customer satisfaction, increasing brand loyalty, and providing businesses with a sustainable 

competitive advantage. 

The study concludes that Zepto has positively influenced consumer buying behaviour through its fast delivery, 

convenience, and quality service. Continuous improvements in product availability, pricing, and customer support will 

further enhance customer satisfaction and strengthen its position in the quick- 

commerce market. 

The study concludes that social media marketing plays a vital role in influencing consumer behaviour, enhancing brand 

awareness, improving customer engagement, and increasing business performance. 

Organizations that effectively utilize social media platforms, influencer marketing, and digital advertising can build 

stronger customer relationships and achieve long-term growth in the competitive digital marketplace. 

Findings 

1. Most consumers prefer Zepto due to its fast and convenient grocery deliveryservices. 

2. Delivery speed and attractive discounts are the key factors influencing purchasingdecisions. 

3. The majority of respondents are satisfied with Zepto's overall service quality andmobile application. 

4. Product availability and secure payment options positively influence customersatisfaction. 

5. Young consumers, especially students and working professionals, are the primaryusers of Zepto. 

6. Improving product availability and customer support can further increase customerloyalty and satisfaction. 

7. Social media platforms have become one of the most effective channels forpromoting products and services to a 

large audience. 

8. Brand awareness has significantly increased through regular social media posts,advertisements, and influencer 

collaborations. 

9. Most consumers consider online reviews, ratings, and customer feedback beforemaking purchasing decisions. 

10. Businesses that actively engage with customers through comments, messages,and live sessions 

experience higher customer satisfaction and loyalty. 
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11. Visual content such as images, videos, reels, and short-form content attracts morecustomer attention 

than traditional advertisements. 

12. Personalized advertisements based on consumer interests and browsing behaviourimprove customer 

engagement and conversion rates. 

13. Social media marketing is more cost-effective than traditional marketing andenables businesses to reach 

targeted audiences efficiently. 

14. Influencer marketing positively affects consumer trust and encourages customersto try new products 

and services. 

15. The use of analytics and performance measurement tools helps businessesevaluate the success of their social 

media marketing campaigns. 

16. Overall, the study indicates that social media marketing plays a crucial role inincreasing brand visibility, 

customer engagement, business growth, and long-term competitive advantage. 

Conclusion 

The study concludes that Zepto has positively influenced consumer buying behaviour by providing fast, convenient, 

and reliable online grocery services. Convenience, delivery speed, product availability, and attractive discounts are the 

major factors influencing customer purchasing decisions. Most respondents are satisfied with Zepto's service quality, 

user-friendly mobile application, and secure payment options. 

Young consumers, especially students and working professionals, are the primary users of the platform. Although 

customers are generally satisfied, improvements in product availability and customer support can further enhance the 

overall shopping experience. Overall, Zepto has established a strong position in the quick-commerce market and has 

significant potential for future growth through continuous innovation and customer-focused services. 

The present study highlights the growing importance of social media as a strategic marketing tool in today's digital era. 

Social media has changed the traditional marketing approach by providing businesses with an interactive platform to 

connect directly with consumers. It enables organizations to increase brand awareness, promote products effectively, 

and build long-term customer relationships. 

The study found that consumers actively use social media platforms to search for product information, compare 

alternatives, read customer reviews, and make informed purchase decisions. Features such as personalized 

advertisements, influencer promotions, engaging content, and online recommendations have a significant impact on 

consumer behaviour. 

The findings also reveal that businesses using social media marketing experience improved customer engagement, 

greater brand recognition, and better marketing performance. Regular interaction with customers through comments, 

messages, and live sessions strengthens customer trust and enhances brand loyalty. In addition, social media provides 

valuable customer feedback that helps organizations improve their products and services. 

However, businesses should also address challenges such as misinformation, privacy concerns, negative reviews, and 

rapidly changing digital trends. Adopting ethical marketing practices, maintaining transparency, and delivering 

valuable content are essential for achieving long-term customer satisfaction. 

The findings indicate that social media marketing positively influences consumer awareness, purchase intentions, and 

customer engagement. Consumers are increasingly relying on social media for product information, customer reviews, 

recommendations, and promotional offers before making buying decisions. Businesses that consistently share valuable 

content and interact with their customers are more successful in building trust and maintaining long-term relationships. 

The study also reveals that social media marketing is more economical and measurable than traditional marketing 

methods. It enables organizations to target specific customer groups, monitor campaign performance, and improve 

marketing effectiveness through real-time analytics. Features such as influencer marketing, video content, live 

streaming, and personalized advertising further enhance customer engagement and business growth. 

Despite these benefits, organizations must address challenges such as data privacy, fake reviews, misleading 
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information, and increasing market competition. Companies should focus on maintaining transparency, protecting 

customer information, and creating meaningful content that meets consumer expectations. 

In conclusion, social media marketing has become an essential factor for business success in the digital economy. 

Organizations that effectively utilize social media platforms, adopt innovative marketing techniques, and continuously 

respond to changing customer needs will achieve sustainable growth, stronger customer loyalty, and a significant 

competitive advantage in the future. 
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