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ABSTRACT

The purpose of this thesis is to build an online food ordering application named "Swiggy and Zomato". Our
research also includes the “satisfaction of consumers by using online food services”. It will deal with consumer
behaviour &helps to analyse their perceptions & will also help us to understand consumer equilibrium. Through
these platforms, sharing one’s experience with others has become so easy, in the form of reviews, be it regarding
a product brought or any kind of service availed. This conceptual study will give more insight about emerging
innovative technologies in restaurant industry and strategies followed by online food start ups Zomato, Swiggy.
From this research paper we would understand drivers of online food sites. Different services given by
application that makes consumers happy and satisfied .Comfort and Convenience which makes consumer more
inclined towards online food ordering. The research concluded that due to urbanization in Indian landscape,
online food delivery applications are growing with flying colors. Future of online food ordering website is bright.
Facilities, Comfort, User friendliness are the key features of online websites success.

Key words: various stakeholders, including shippers, carriers, and customers, ensuringsmooth coordination and
collaboration.

Introduction:

India's e-commerce market has been rapidly expanding in recent years and continues to do so today. The constant
growth of E-commerce is altering how people think, check,act, and produce a yield. Larger part of organizations in
the limited scale, medium scaleand enormous scope areasown a site to improve their business and they do as such
by utilizing on the web commercials, online Promotional occasions or exercises in this way taking an "advanced
"jump in the business cycles. The comfort needs and solace of the buyers and their purchasing conduct and the
way toward purchasing is the wellspring of the persevering development of E-business. (Ms.A.Manojanaranjani)

Technology is assuming its vital part in reforming the food administration conveyances encounters. Reliance of
technology has driven consumers to adopt doing activities suchas shopping, payment gateways, online ticketing,
internet banking, etc. One of the activities, online food delivery apps is becoming popular day by day in the
Indian market. Indians’ preference towards online food ordering leads to the growth and invention of new apps
for ordering. In online food delivery apps, customers can order food from restaurants directly by visiting their
website using the internet. An increase in food delivery apps provide easy convenience, save time and provide
offers and discount for the customers. These food delivery apps also generate opportunities for the unemployed
around the country. (Ashish Raina, 2019)

In this day and age administration area contributes 64.80% in GDP. The ascent of advanced innovation is
reshaping the businesses. With the expanded utilization of innovation, the quantity of individual’s locks in into
the advanced area is quickly expanding. Indeed, even Consumers are familiar with shopping or in any event,
requesting on the web through applications or sites, with greatest comfort and straightforwardness, anticipating
the same experience that they would get from the power source itself. To coordinate with the buyer's assumptions
applications are givingexpanded offices and administrations to the clients. This situation doesn't exist just in One
country however all over the globe. Being up to date with the clients' assumptions encourages firm hold clients to
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a more noteworthy degree. (Ghadiyali D. N.)

Consumer Perception

Consumer perception is a marketing term that refers to a customer's perception, knowledge, or
consciousness of a brand or its offerings. The customer gathers knowledge about a product and interprets it to
create a meaningful picture of that product. Customer perception is the term for this. A consumer's opinion of a
product isformed when they see advertising, ads, customer reviews, social media comments, andso on. When a
customer sees or learns about a specific product, the whole process of customer perception begins. This cycle
repeats itself until the customer develops an opinion about the product. Anything a business does have an impact
on how customersperceive it. All influences consumer understanding, including the way goods are shownin a retail
store, the colors and shapes in your logo, the ads you make, and the discountsyou offer. (clocktrack)

Factors Influencing Consumer Perception
External factors can affect customer perception, some of which are described below—

. Personal Experience

The personal experience a consumer had when purchasing and using a product has a significant impact on
customer perception. Customers would develop a positive view of the brand if the product, customer service,
price, logo, colour, discounts, and other factorssucceed in making an excellent impression on their minds.
However, if they did not enjoytheir interaction with the brand, they would abandon it.

. Advertising

Customers see goods for the first time through commercials, and this is one ofthe most important factors
influencing consumer experience. A company's

advertisements andpromotions will aid in the creation of a favorable consumerview.
. Influencers

People are more likely to purchase items after they have been tried and checkedby someone else. Influencers are
people who have purchased and sampled the product first. When people hear about a great product that an
influence has checked out, they are more likely to buy it and try it out because the endorsement comes from
someone they know and trust.

. Customer Review

Before purchasing a product, many people read consumer reviews. This demonstrates the importance of customer
feedback in determining customer understanding. When customers see a product with a low number of stars, it
means the product has received poor customer feedback. It leaves a negative impact on the mind of the customer.
. Social Media

Social networking has emerged as the most powerful tool for managing consumer perception. Users form a
picture of a product when they receive consistent communication about it on social media. Social media may be
used to share content, photographs, videos, and other media that contribute to the company's desired image.
(clocktrack)
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Consumer satisfaction

Customer satisfaction refers to how pleased (or dissatisfied) consumers are with a company's goods, services, or
overall experience. Customer satisfaction refers to a customer's perception of your business and what you have to
give in terms of quality, value, and aspirations. This information will say a lot about how consumers feel about
your brand and how they will connect with it in the future. (indeed, 2021)

Customer retention and customer satisfaction are inextricably related. Customer retention drives revenue and
ensures a company's long-term viability. Customer satisfaction scores are one of the best measures of how a
business will perform in the

future. While metrics like profits and shares show valuable details on how well a company is doing at a particular
time, customer satisfaction scores are one of the best indicators of how well a company will perform in the
future. (indeed, 2021)

Consumer satisfaction survey

A customer satisfaction survey is a tool that businesses use to determine how satisfiedtheir customers are with
their product or service. This is a crucial step in assisting the customers in achieving success. They're particularly
useful for finding dissatisfied customers as well as those who love your brand so much that they might become
brand advocates. The value of getting

customer reviews is inextricably linked to this overview of your customers' perspectives. (Salemme, 2021)

Purpose of consumer satisfaction survey

Successful company owners and managers soon learn that retaining clients is less expensive thanacquiring new
ones. If such marketing practices scare customers away,the company will invest time and resources on ads and
other attempts to attract new customers. These business owners understand that flaws in product production or
distribution contribute to dissatisfied customers,so they gather feedback through onlinesurveys. This survey helps
them in understanding the customer preference and expectations which further helps them in modifying the
products and services as per customers need and helps them in formulating strategies which help them attract
customers and win the edge over the competition. (indeed, 2021)

Objective of consumer satisfaction

Every good customer survey programmed must have a specific set of goals that, once accomplished, will lead to
improved results. The following are the most basic goals that any consumer surveying programmed can achieve:

. Understanding the customers' preferences and specifications.

. Identifying how well the company and its rivals are meeting these demands andgoals.

. Based on your results, build service and/or product standards.

. Examining patterns over time so that prompt action can be taken.

. Establishing targets and expectations to assess how well you've accomplishedyourobjectives.
(NBRI)
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Factors affecting consumer satisfaction

Customer satisfaction refers to a customer's overall opinion of a supplier and the goodsand services they receive.
The following are some of the major factors that can influence customer satisfaction: (Management Study Guide)

. The supplier's capability by department.

. Aspects of products and services that is technical, engineering, or re-engineering.

. The type and quality of the supplier's response.

. The willingness of the supplier to meet deadlines and how quickly they arereached.

. The supplier provides customer support.

. Management of complaints.

. The product's price, quality, cost, and productivity.

. Personal characteristics of the supplier, such as etiquette and friendliness.

. The willingness of the supplier to handle the entire consumer life cycle.

. Functions and operations those are compatible and easy to use. (Management

StudyGuide)

. Introduction to the Industry
Online food ordering system

An online food ordering system is software that enables restaurants to accept and manage orders placed via the
internet. The majority of online ordering systems have two key components. The first is a website or Smartphone
app that allows hungry customers to browse the menu and place an online order. The second feature is an

admin management system that allows restaurants to accept and handle orders. (Cloudwaitress, 2019)

Online food delivery system in India

In 2020, the Indian online food delivery market will be worth $4.35 billion. Individualscan order and receive food
products at their doorstep using online food deliveryservices. It entails going tothe website or app, choosing
from a wide range of cuisines,and paying using various methods. The user is informed about the expected time
for food preparation and delivery via the website/application. These characteristics, combined with
characteristics such as convenience, speed, and precision of delivery, are driving up demand for these services in
India. (imarc)

The industry is currently experiencing growth as a result of increased access to high- speed internet and increased
Smartphone sales. This, combined with India’s increasingworking population and rising income level, is fueling
the growth of the online food delivery industry. While the majority of the players are concentrated in the
country’s metropolitan areas, with Bangalore, Delhi, and Mumbai representing the three largest markets, vendors
are now focusing

on smaller cities with high growth potential. In addition, the growing popularity of on-the-go food products and
fast home delivery models that include convenience, ready- to-eat (RTE), and less expensive food delivery

© 2024, [JSREM | www.ijsrem.com DOI: 10.55041/IJSREM34201 | Page 4



http://www.ijsrem.com/

G%&’ ‘33%
nal

1z IISREM
%@3 gnternational Journal of Scientific Research in Engineering and Management (IJSREM)
A Volume: 08 Issue: 06 | June - 2024 SJIF Rating: 8.448 ISSN: 2582-3930

options is diving up demand for online food delivery services in the country. Furthermore, as a result of the
increasing numberof cases of COVID-19, some of the major players, such as zomato, swiggy and uber eats, have
implemented contactless delivery services. These programmers ensure that the food does not come into contact
with bare hands until reaching the consumer, and that it is distributed safely with appropriate social distancing
steps. (imarc)

Review of literature

National Reviews

H.S. Sethu and Bhavya Saini (2016) investigated the preference satisfaction and perceptionof students towards
online food delivery apps, their goal was to find out how students felt about online food ordering and delivery
services, as well as how they behaved and how satisfied they were. According to their findings, online meal
ordering services assist studentswith better time management. It is also discovered that the convenience of having
their desired meal available at any time and having convenient access to the internet are the primary reasons for
using the service. (Das, 2018)

According to Ansar Z. and Jain S. (2016), the ecommerce industry's growth is a key factor inthe success of
online meal ordering and delivery services. According to research, over 400 food delivery apps are thriving in
India, thanks to $120 million in funding from venture capital firms and other investors. Given that each person
consumes at least three meals per day, thefood industry is referred to as a repetitive business sector, which draws
the attention of investors and entrepreneurs.

In his research, Jyotishman Das reveals the different factors that impact customers' decisionsto use online food
delivery services. He investigated the most popular online food delivery service portal among customers. He has
also shown the barriers that consumers face when using online food delivery services. Each food ordering app
has its own specialisations, suchas Zomato's bestdiscounts and Swiggy's on-time delivery. (Poulose, 2019)

In her studies, Dr. Mitali Gupta (2019), discusses the influence of food delivery apps on restaurants. The study
discusses the advantages, as well as the positive and negative impacts of electronic food delivery and various
online food delivery apps. The writer has also concentrated on food delivery app strategies, with a particular
emphasis on Zomato and Swiggy. (Poulose, 2019)

According to Megha Gera (2018), the aim of their study on "Operations research in food delivery" was to see
how operations research could be applied in the food industry. And they've looked at how the studies would
assist both restaurants and food delivery services at the same time. They also stated that operations research can
be used by businesses to assess how to choose

between various food deliveries companies in order to reduce costs and increase profit margins. (Poulose, 2019)

Suryadev Singh Rathore (2018) discovered that in order to provide their customers with a complete satisfaction
experience, online food ordering companies must pay attention to thequality of information, mobile application
and website design, security and privacy for payment systems. It also finds that the system values merchandise
price, ease of payment, special offers, and discounts. (Poulose, 2019)

Sheryl E. Kimes (2011) found that both users and non-users valued perceived control and convenience
associated with online food ordering services. Non-users want more personal interaction and have a greater level
of technology anxiety when it comes to using the services. (Das, 2018)

According to Varsha Chavan (2015), Customers can view, order, and navigate using a smart device-based
interface, which has aided restaurants in quickly managing customer orders. Wireless communication and smart
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phone technology's skills in meeting and expanding company management and service delivery. Their findings,
this system is convenient, efficient, and simpleto use, and it is expected to increase the overall restaurant industry
in the future. (Das, 2018)

Zulkarnain kedah (2015) the study's primary goal is to identify the "essential success factors"of online food
ordering services, such as whether website quality (design), service quality, or website confidence are factors that
influence loyalty in an online ordering environment. Service quality and loyalty reflect the fact that effective food
ordering services

require efficient delivery, dependable customer service, and food characteristics (e.g. freshness, presentation, and
health). (Poulose, 2019)

Ms. Neha Gupta and Dr.Deepali Bhatnagar (2017), they have concentrated on students and their behaviour
towards online shopping, as it is found that students use online portal more often than others. By the way of
survey, they have found the respondents preference on theportal, usage of money per purchase. Factor analysis
results reveal that Experimental Uniqueness,Customer Service and Convenience tend to be the three significant
dimensions as to whycustomers prefer internet shopping. The results of factor analysis show that Experimental

Uniqueness, Customer Service, and Convenience are the three most important dimensions for why consumers
prefer online shopping. (Poulose, 2019)

International Review

(Lara Sowinski., 2012). When restaurants work together well, food delivery services are available. Around the
same time, the customer's location plays an important role in food distribution because if the customer's location
is far away from the restaurant, the food delivery service provider is put under more strain. (SHIVAJI, 2020)

According to Sumathy, The online food adjure app system can be useful for hotels and restaurants to expand the
scope of their business by allowing people to place orders online. The purpose of this research was to determine
the consumer's level of awareness and satisfaction, as well as the factors that impact consumers' decision to
purchase food from a food adjure through the internet. The majority of respondents disagree that internet
websites charge exorbitant delivery fees. Almost every user feels secure when making a payment online. The
success of the food adjure app is largely due to the service it provides. (Rajalakshmy, 2019)

Chris (2011) some businesses assume that if a restaurant is promoted quickly, customers can book tables
immediately. However, in today's market, some restaurants are unable to attractcustomers due to high penetration,
especially in urban areas where customers are more cautious and people do not have enough time to visit
restaurants. Restaurant owners form partnerships with food ordering and delivery systems to provide food to
customers in this situation. Restaurants profit from increased exposure as a result of food delivery services.
(SHIVAJI, 2020)

According to Hong Lan (2016), the online food delivery market is still in its infancy; there are some evident
flaws, as evidenced by consumer complaints. We cannot rely solely on the self-discipline of online food delivery
restaurants or the oversight and management of online food delivery platforms to solve these issues. (Das, 2018)
Juan C. Correaa (2017). In the city, Due to the dense traffic in cities, online food delivery services depend on
urban transportation. These platforms make use of user-generated content to encourage users to share and
consume content together. The effect of traffic conditions, which is

one of the main performance indicators of online food ordering and delivery services, was assessed by the
researcher (using Google Maps API). Even though early deliveries showed a quality problem association with the
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amount of comments made by customers after receiving orders at door step, the overall research found that traffic
conditions had no practical effects on transaction volume and delivery time fulfilment. (SHIVAJI, 2020)

Serhat Murat Alagoz & Haluk Hekimoglu (2012) said that Digital services are services that can be delivered
through an information infrastructure such as the internet The main focus of the paper will be on the different
applications that are available for distribution by third parties or by restaurants themselves for various purposes
such as delivery, pointing system,in-house app ordering, and so on. The paper's main goal is to determine the
relationship between facilities and purchasing behaviour. According to the report, services are intangible goods
that cannot be transferred in terms of possession or ownership, and they cannot be sold. Instead, they come into
existence when they are consumed or purchased. Accounting, banking, laundry, consulting, education, and so on
are only a few examples. (Bhat, 2019)

CanakkaleOnsekiz Mart Universitesi and GokgeadaMeslekY tiksekokulu (2017) In Turkey, | discovered that
fast food consumption is restricted to areas near university campuses and major metro areas. There have also
been several problems with customer recognition when ordering viafood delivery service websites, which has
resulted in false orders being placed. Some fast food behemoths have hygiene problems, and due to the large
number of orders delivered, the food is neither fresh nor nutritious. The study was only conducted in Turkey.
Some countries have different food industry laws, and customer perceptions can vary. (SHIVAJI, 2020)
According to Leong Wai Hong (2016), technological advancements have altered the business model in many
industries. A restaurant's competitiveness and profitability will both benefit from efficient processes. The use of
an online food delivery system is thought to help restaurants expand their business over time and to promote
major business transactions online. (Das, 2018)

Kimes&Laqué(2011). Food from the web the ordering service is an essential aspect of the restaurant industry.
Some food supply chain restaurants, such as Pizza Hut, Dominos, and McDonald's, have developed mobile apps
from which customers can place orders. However,the telephone is still the most common method of ordering food.
The majority of restaurantdata on

online food ordering services' websites is owned by the online food ordering service, while telephone access is
limited to the specific hotel or restaurant. Consumers would find it more convenient to use a mobile app.
(SHIVAJI, 2020)

Research Methodology

Company profile

SWIGGY

Swiggy Founded in 2014, Bengaluru headquarteed Swiggy is India’s leading on-demand deliveryplatform with a
tech-first approach to logistics and a solution-first approach to consumer demands. With a presence in 500 cities
across India, partnerships with hundreds of thousands of restaurants, an employee base of over 5,000, a 2 lakh+
strong independent fleet of delivery executives. Built on the back of robust ML technology and fuelled by
terabytes of data processed every day. From starting out as a hyperlocal food delivery service to becoming a
logistics hub of excellence, Swiggy's capabilities result not only in lightning-fast delivery for customers, but also
in a productive and fulfilling experience for its employees. With Swiggy’s New Supply and the recent launches
of Swiggy Instamart, Swiggy Genie, and Health Hub, it is consistently making waves in the market. Legal Name
: Bundl Technologies Private Limited Headquarters : Bangalore, Karnataka, India Business Model : B2C, B2B
Founding Date : 2014 No. of Employees : 1000+ Core
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SWIGGY

Zomato
Launched in 2010, Zomato's technology platform connects customers, restaurant partners and delivery partners,
serving their multiple needs. Customers use Zomato platform to search and discover restaurants, read and write
customer generated reviews and view and upload photos, order food delivery, book a table and make payments
while dining-out at restaurants. On the other hand, Zomato provides restaurant partners with industry-specific
marketing tools which enable them to engage and acquire customers to grow their business while also providing
a reliable and efficient last-mile delivery service. Zomato also operates a one-stop procurement solution,
Hyperpure, which supplies high quality ingredients and kitchen products to restaurant partners.Legal
name:Zomato private,Limited headquarters:Delhi NCR,India business,Model:B2C,B2B,B2B2C Founding
date:Feb 2008 No of Employees : 1000+.

To study the customer satisfaction and perception towards online delivery platforms in special reference to
zomato and swiggy, this research used quantitative technique. The study was conducted with respondents located
mostly in Bhopal. The data was obtained via a questionnaire using a non-probability convenient sampling
technique. Data was gathered through the use of a Google form that was circulated online. Population of this
research consists of all the people above 12 year who use online food delivery apps. The questionnaire contained
a demographic section and a subjective section. A total of 100 people responded to the survey. Partial Least
Square Structural Equation Modeling was investigated using SmartPLS tools. Since the software allows for
extreme flexibility, especially when the model is complex, itwas given careful consideration for this research
project.

Statement of the study

“Growth of Logistics management and evolution of new concepts leading to rise in price”.

As organizations proceed to produce also source things from abroad, regulatory costs rest a best need for those
engaged with universal exchange. Expanded cost because of extension of logistics management at Future supply
chain'. One key factor that ought to be observed all the more intently is logistics coordination’s. which covers all
exercises identifying with the acquisition, transport, transshipment and capacity of merchandise. The requisite for
the examination was to evaluate the adequacy of logistics administration in the Future supply chain. The
association likewise needs applicable information with reference to how it can enhance its administration
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arrangements keeping in mind the end goal to increase future pieceof the pie.

Need for the study

Logistics coordination is a piece of production network administration; it designs, executes and controls the
stream and capacity of merchandise and ventures keeping in mind the end goal to meet client's prerequisites.
Additionally, to join forces with clients and turn out to be more coordinated into the production network process,
the logistics administration has made the subordinate need to find the clients. It is unavoidable and basically the
administration approach likewise has a vital part later on of world. This generalization at that point blurred as
huge, bestin class offices started to grow in more provincial territories on the edges of transportation and
populace centers. The World began starting to see such offices appearing in even less "conventional" territories.
Present day distribution centers now is situated in painstakingly shaped modern stops that is growing so quick in
these exposed spaces-frequently off the beaten path spaces. They centre around key destinations, for example,
executing data advances, organizing compelling administration forms, coordinating administrations and 47
innovations internationally, and conveying complete arrangements that make an incentive to clients also totheir
inventory chains. This essential of joining forces with clients plus turn out to be more incorporated into their
inventory network forms has made the auxiliary need to find near theseclients.

That be present to state the requirement simple access to moving centres also diverse methodsof transference will
not keep on being essential. Be that as it may, the above move in business methodology, alongside the advances
in innovation and upgraded correspondence, has openedthe entryway for Logistics offices to work easily in a
bunch of areas.

Objectives of Study:

Primary objectives
[1 To Comprehend the logistics administration framework at Future supply chain
| To gain knowledge on logistics industry.
Secondary objectives
| To comprehend the efficacy of logistics administration framework
| To know the different perspectives engaged with Logistics administration
1 To know the CRM at Future supply chain
' To perceive about the general administration and association of Future supply chain.

scope of the Study

The study's aim is to find out how consumers feel about online food distribution services andhow satisfied they
are with them. As a result of this paper, the researcher would have a betterunderstanding of online food delivery
services. The researcher will discover consumer preferences, such as whether they prefer Zomato or Swiggy, as
well as the variables that influence a customer's choice of one app over another. The researcher will also learn
about customer satisfaction levels in terms of price, quality, and other factors. As a result, the findings will help
service providers concentrate on these factors in order to close consumer mentality gaps.
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Data representation andanalysis

Overall responses

What is your name ?

23 responses

2
2 (%oo)

1 (4.316(4.316(4.31¢(4.314(4.31¢(4.31c(4.314¢(4.31¢(4.31¢(4.31¢(4.31¢(4.31¢(4.314(4.311(4.314(4.31¢(4.31¢(4.3%

1(4.311(4.314(4.3%

)

1

0
.NRishita reddy Bhupender Reddy

Awale niveditha Hrithik

J. Neeraj K.srujana Sai kanth Vaishno Lukin
K Laxmi M kishore Suresh

Interpretation :
from the above pie chart we got to know that names of the peoplewho gives their responses .

Whatis your age group?

Bresporses

018
{ J2)
024
[ EE°

Interpretations :
from the above pie chart we have concluded that 87% 18-25 agegroup ,8.7% 32-40 are 32-40age group and 4.3%

are 25-32 age group

Gender?

Brespnsss

(173
OFinze
 Prefe ntlosay

© 2024, [JSREM | www.ijsrem.com DOI: 10.55041/IJSREM34201 | Page 10



http://www.ijsrem.com/

27 N3y
IJSREM
; W ot #nternational Journal of Scientific Research in Engineering and Management (IJSREM)
a Volume: 08 Issue: 06 | June - 2024 SJIF Rating: 8.448 ISSN: 2582-3930

Interpretation :
from the above pie chart we got to know that 52.2% female and 47.8%male visit the online services .

Whati your occupation ?

Bresponses

05t
0 Expiee
§ Bisness Men

[ ']

Interpretation :
from the above pie chart we have concluded the occupation of the online visiters , 69.6% students ,21.7%

employee , 4.5% business man and4.2% are none .

How often do you use online food delivery apps like Swiggy and Zomato?

23 responses

@ Daily
@ Weekly
© Monthly
@ Rarely

Interpretation :
from the above pie chart we have concluded that 34.8% weekly,30.4%monthly,26.1% rarely and 8.7% are daily

online users .

Which online food delivery apps do you use frequently?

23 responses
@ Zomato
® Swiggy
9
30.4% ® Uber Eats
@ Others

Interpretation :
from the above pie chart we have concluded that 69.6% are zomatousers and 30.4% are swiggy users .

© 2024, [JSREM | www.ijsrem.com DOI: 10.55041/I)SREM34201 | Page 11



http://www.ijsrem.com/

29 N3
IJSREM

e-Journal

; #nternational Journal of Scientific Research in Engineering and Management (IJSREM)
a Volume: 08 Issue: 06 | June - 2024 SJIF Rating: 8.448 ISSN: 2582-3930

What factors influence your cholce of an nlin food defvery app?
Dresponses

0 Foud varity and otons

£ ‘ 0 Fast Defery
- y § Prcing and Dscourt
Y 0 User nterfce and experience

Interpretation :

from the above pie chart we know the factors influence your choice of an online food delivery app are 39.1%
pricing&discount

,26.1% fast delivery.21.7% food & options and 13% are user base .

How satisfied are you with the user interface and experience of Swiggy and Zomato apps?
23 responses

@ Very Satisfied
@ Satisfed

@ Neural

@ Dissatisfied

Interpretation :
from the above pie chart how the people are satisfied by the zomato& swiggy app are 60.9% are satisfied ,21.7%
are netural ,17.4% very satisfied

How likely are you to use additional services offered by Swiggy and Zomato, such as grocery

delivery or table booking?
23 responses

@ Very Likely
@ Likely

® Neutral
@ Uniikely

Interpretation :
from the above pie chart 52.2% likely, 30.4% netural , 13% very likely and 14.2% are unlikely to use the
additional services.

How satisfied are you with the quality of food delivered by Swiggy and Zomato apps?

23 responses
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Interpretation :
from the above pie chart how people are satisfied by the swiggy & zomato food delivery are 56.5% satisfied
,21.7% are netural ,21.7% arevery satisfied and 0% are nill

Major Findings

. In this study, people of the age group of 12-above 50 years were included. Among whom,32 are male and
68 are female. Among them most of the respondents belong to age groupof 12-18 and 18-25.

. In this study it can be found that most of the people who order food online are between theage group of 18-
25 i.e. 68% of the total.

. It can be observed that most of the people who order food online are student with 78% andleast of them are
homemaker and service with 7% each out of total responses.

. Most of the people monthly income is Nil with 81% who prefer to order food online.

. 87% of total responses prefer to order food online whereas 13% respondents out of total do not prefer to
order food online.

. Out of total respondents 44.8% people prefer zomato to order food online whereas 5% respondents prefer
swiggy. People who prefer both the apps are 49.4% out of total responses.

. There is a significant impact of different food delivery platforms on consumer perception.

. There is a significant impact of consumer perception on the use of different food delivery platforms in
relation to their satisfaction.

User Preferences and Experience:

One of the key findings of this study was the significant role of user preferences in shaping the competitive
landscape of Zomato and Swiggy. Through surveys and data analysis, it was evidentthat consumers prioritize
factors such as food quality, variety, pricing, and delivery time when choosing between these platforms.
Zomato's extensive restaurant network and curated recommendations appealed to users seeking diverse culinary
experiences, while Swiggy's focus on quick deliveries and discounts resonated with price-conscious customers.

Moreover, the user experience emerged as a critical differentiator between Zomato and Swiggy. The intuitive app
interfaces, seamless ordering process, and responsive customer support systems of both platforms were
instrumental in enhancing user satisfaction and retention.

However, occasional issues such as order accuracy, delivery delays, and communication gaps highlighted areas
for continuous improvement.
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Competitive Dynamics

The competitive dynamics within the online food delivery market were also a focal point of this research. Zomato
and Swiggy engage in aggressive marketing strategies, promotional campaigns, and partnerships to attract and
retain customers. The rivalry between these platforms has led toinnovations such as contactless delivery, loyalty
programs, and real-time tracking, offering usersenhanced convenience and value.

Furthermore, the emergence of cloud kitchens and virtual restaurants has added a new dimension to the
competition, as Zomato and Swiggy compete not only for customers but also for restaurant partnerships and
market share in the virtual dining space.

Industry Impact and Future Prospects

The impact of Zomato and Swiggy extends beyond consumer preferences to the broader food delivery
ecosystem. These platforms have catalyzed the digital transformation of the restaurant industry, enabling small
eateries to reach a wider audience and optimize their operations. Additionally, the gig economy has flourished
with the rise of delivery partners, who play a pivotalrole in fulfilling orders and ensuring timely deliveries.

Looking ahead, the future prospects for Zomato and Swiggy are promising yet challenging. The industry faces
regulatory scrutiny, operational complexities, and sustainability concerns, necessitating strategic investments in
technology, logistics, and customer engagement.Innovations such as drone delivery, Al-driven recommendations,
and sustainable practices will likely shape the next phase of evolution for these platforms.

Enhanced User Experience: Continuous improvements in app usability, order tracking, and customer support
are essential for maintaining user satisfaction and loyalty.

Partnership Strategies: Collaborations with restaurants, cloud kitchens, and delivery partners canexpand the menu
offerings, improve delivery efficiency, and drive revenue growth.

Technology Adoption: Investments in Al, data analytics, and automation can optimize operations, personalize user
experiences, and streamline supply chain management.

Regulatory Compliance: Proactive engagement with regulatory authorities, compliance with foodsafety standards,
and sustainability initiatives are critical for long-term viability and trust- building.

Suggestions

1. Food apps should boost their payment protection so that customers aren't hesitant to make online
purchases.

2. Consumers mostly use these apps to access deals, so they can have more of them.

3. They should broaden their scope to include local vendors, as customers prefer them.

4. Food should be correctly classified.

5. To attract customers, restaurant owners can increase online ordering by simply adding new

distribution platforms.

6. Though online orders are welcome, quality and quantity services must be preserved.
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7. Because the majority of customers order online using their phones, restaurant owners cansupport them
by effectively responding to phone calls that include humancontact. Customers face several obstacles because the
web is sluggish, so restaurantowners must know how to position orders quickly and efficiently.

8. Restaurants should concentrate on providing the highest quality and selection of food items to their
customers, and more and more customers should be encouraged to order food online, as it is becoming more
preferred by individuals to order online.

9. It is simple to use and saves time, but further development is needed in order to placemore orders.
Limitation of the study

1. For the analysis, a limited sample size of 100 respondents was used.

2. The study was conducted in hyderabad the results may vary due to differences in culture and
eating habits in other parts of the state and region.

3. The researcher was unable to cover all of the food delivery apps accurate data could not be
collected.

4, The customer's perspective can differ depending on the situation.

Conclusion

According to this research conducted, the customer’s perception of online food delivery appsit is concluded that
zomato and swiggy has its strengths and weakness. The primary purpose for which these apps are being used is to
save time.

According to the findings of this report, online food delivery apps are fairly popular among Bhopal residents.
Almost everyone in the survey had heard of online food delivery apps. Customers aged 18 to 25 demanded more
online food, which was often ordered. The perceivedpower and ease of online ordering are major factors in their
use ofit. It has been determined that the majority of people use both apps (zomato and swiggy). This research also
state that all the age group people with different monthly income use these food delivery apps and are satisfied
with the service provided by them. Furthermore, there is a significant impact of different food delivery platforms
on consumer perception. Also, there is a significant impact of consumer perception on the use of different food
delivery platforms in relation to their satisfaction.
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