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Abstract: Online food delivering system is the process where various restaurants and food outlets deliver their foods and drinks 
according to the demand of the customer and give the maximum customer satisfaction and quality service. Although, there are 
various factors that depends on demand and supply and what goes in the customer’s mind. What motivates the customers, what 
benefits they will be having by ordering food online and what are the issues they face while adoption online food and ordering it. 
This paper will provide information of such factors. It is discussed what are the biggest reasons for same, how people achieve the 
benefits. How and where people face the issues and how can we solve it. In times of outbreak of Covid-19, technology helped in 
different ways. One of them was to deliver food to people in those tough times when people were sick, could not go out of their 
houses and protecting themselves and others as well. Hassle-free online payment made the things easier and still doing the same. 
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I. INTRODUCTION 
In recent years, people tend to use of online food delivery services more often as compared to when the concept of it was introduced 
in the market. Online meal ordering is basically a practice many small and big restaurants or cafes adapted to provide food from 
their kitchen to the homes or offices so people can enjoy their favourite food wherever they are. A consumer can select their desired 
restaurant, cuisine style, delivery option, pick-up option, and payment method. Cash or a card (debit or credit) can be used to make 
the payment, and a portion of the money is given back to the online food business. 
With people's schedules become busier, the ability of online meal delivery apps to let users order food online and have it delivered 
quickly is a huge benefit. so many companies.  
Thanks to the internet, every person who wishes to start the business or restaurant and wants more and more people to reach can 
take help of online food delivery service and earn from it. 
In 2020, when the pandemic hit and due to lockdown, the restaurants had no choice but to stop the dine in service for the customers, 
Online food delivery service saved their business from shutting down and going on loss. People who lost their jobs due to covid-19 
breakout found the employment by delivering food to people and earning basic salary as the demand of food ordering went up. 
Approximately 67 percent of locals, when the COVID-19 outbreak hit India, people used online delivery services to order food. 
Mostly people got attracted to the fact that they can order food from anywhere without going out and risking their health. Even the 
delivery got contactless as restaurants implemented a policy of online payment only and no cash delivery and instructed the 
employees to leave the package on the door and ring the bell or call the customer to inform that they had delivered the food at 
location which gave the customers confidence they did not had in first place to go out of their shell and order food online. Before 
knowing, it became casual thing for people to order food. 
 

II. ONLINE FOOD DELIVERY SYSTEM 
People who are working or lives outside their hometown have more tendency to order food online in comparison to the people who 
can cook their meal without any problem. On their way to work, people who missed breakfast order in. Additionally, 
the ease of ordering groceries through a computer browser or mobile app has undoubtedly reduced the popularity of the reputable 
"Kirana" businesses. No one thought that the idea of ordering food online will be so beneficial in the first place when people get 
home after a long day or do not have groceries. With single click, people can get the food they have been craving for whole day and 
some restaurants or fast-food chain gives the service 24 hours in case of late-night cravings. Sure, there are many malls who have 
food courts but mostly people refer to be in their comfort zone in their houses and have the meal.  
Firms with sharp mind and who follows and understand the trend and goes with it have the potential to survive longer than the ones 
who sticks with the same thing and are rigid in the market when it is not easy to get replaced in the first place. 
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A. Consumers and the Motivation for Adopting Online Food Ordering 
The factors which motivate people to get food online rather than dine-in restaurants are as follows: 
1) Availability of Huge Selection of Foods: You will be ecstatic to find out many different options in food when you open a food 

as many times it happens you discover multiple dishes that was not on your sight while checking the menu card of any café or 
restaurant. Online food websites and apps provides all kind of food such as Pasta, Biryani, Pizza, Paneer, noodles, etc.  Huge 
variety of food helps when people have house/ office party and everyone has difference tastes and opinions so rather than being 
restricted to limited food items, people can order whatever they want to eat and enjoy the get-together. 

2) Simplicity and Convenience: Because of convenience or laziness, people would rather order food online than to go to a 
restaurant. To place an order, just select your preferred dish by scrolling through the app. Services with no hassles are not only 
practical but also reassuring. 

3) Better Customer Satisfaction: For maximum satisfaction to customer, online food providers ensures that there is a healthy space 
between the both customer and the delivery person so they can interact if one is facing any problem with the order or finding 
the location. When an order is placed, customer gets notification that provides the name, phone number and live location of the 
delivery person and how far he is from the location needed to reach so there will be transparency. If needed, you can call the 
delivery person and arrange for hassle-free delivery of the food. People choose online meal delivery over going to restaurants as 
a result of these virtual guest experience efforts by food apps. For the purpose of increasing customer satisfaction, some 
applications additionally provide unique services like a meal plan for one person or delivery with no extra charges. 

 
FIG-1: Cycle of ordering food online 

 
4) Hassle-Free Payment Options: The objective of these apps is to provide consumers with a simple experience so they provide 

the service for them to pay online through their bank cards, UPI, wallets and even cash on delivery. In order to promote online 
payments, several food apps also provide additional offers. Although, some restaurant owners find the online payment risky 
because sometimes the payment don’t go through but the customer shows the proof of their money getting deducted so they 
have to wait and meanwhile they can’t stop the food too so the consumer don’t get upset and review bad. 

5) Discounts, Offers and Rewards: Deals and coupons provided by online food apps are real eye-catcher for the people who love 
food and more when it is inexpensive. When you frequently eat out, then these discounts or coupons would greatly increase 
your savings. When ordering food online, using premium memberships with additional services will lead in even bigger 
discounts. In order to help their customers, save even more money, online meal delivery firms also publicize special deals like 
50% off, free delivery, and buy one get one free on holidays, the IPL, the World Cup of Cricket, etc. 

 
B.  Biggest Issues of Adopting Online food delivering System 
1) Shifting Consumer Choices: The main aim of any restaurant or food service provider is to increase its market share and 

customers but incurring the minimum loss. To Gain profit in the market, food delivery providers have increased the things in 
their menu with low prices and good discounts despite knowing that the competition is increasing. As a result, brand loyalty has 
just become only word and nothing that has meaning. Food delivery companies are trying to reduce their customer churn rate 
with the help of various marketing strategies. 
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2) Changing In Prices Rapidly: Pricing of the food can get affected by various reasons such as weather, location, fluctuation in 
prices due to inflation, Demand of the food and festive season as well. This makes consumer think twice while ordering food 
due to hike in prices. Food deliver services should focus on fixing the price or increasing it by little and little so the common 
man does not have to think a lot before ordering a common food.  

3) Fulfilling: If a food delivery business cannot keep up with the expectations of customer, then it’s a waste attempt to stay in a 
market. Major factor that drives the sales and profit of the customer is making them feel satisfied about the price, quality of 
food, courtesy. The basic expectation that customer keeps is to maintain a healthy and safe contact from the point of ordering to 
the point of getting the food but maintaining the coordination in this scenario is a big challenge. 

4) Threat of Bigger Players: Well-established companies who already have reputation in the market takes up all the space and 
leaves very little room for other to do business and they suffer with high loss or sometimes shut down their business. Acquiring 
a new client is already a big challenge and when a company gets one, they already have threat of losing them to the bigger 
player because of the image they have built already in their mind. 

 
FIG:2 Conceptual model framework showing online food delivery administration user’s perceived benefits and risks 

 
III. FACTORS BOOSTING INDIA'S INCREASE IN ONLINE FOOD DELIVERY SERVICES 

A. Demand Factors 
1) Age: When someone talks about the country with large population or more specifically, people who loves to eat fast food then 

in any case India will be on top of above all the countries. India is the country who has youngest populations in a world since 
half of its consumers are under 25, and the remainder are under 35. The age group of 18 to 40 represents a significant share of 
the fast-food demand. Additionally, it is anticipated that by 2025, it will be 550 million white collar workers in India. One of 
the major factors is that the people of young age are increasing the demand of pre-made food so they order it online in case they 
are living in hostels or working late in the offices or having party. 

2) Increasing Income and Consumption: Their lifestyle and disposable income have increased due to the growing number of 
teenage Indians being profitably hired in profitable businesses like the banking and IT sectors. The World Bank says that since 
2006, there has been an incredible 50% growth in per capita income. The social climate in urban India has changed noticeably, 
which has driven growth of fast-food outlets there. Another major factor influencing India's consumption level is higher income 
of the individual. 

3) Positive Lifestyle Change: Due to more income at home, dual income for both partners, and hectic work schedules, consumers 
tend to order more online and get habit of doing that every once in a while. Food that is both inexpensive and fresh is becoming 
more and more in demand. People need food delivered to their doorsteps due to a lack of time and a wish to spend quality time 
with loved ones. 
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B. Supply Factors 
1) Low Investment: As compared to opening a restaurant, an online food delivery service requires far less capital. Setting up a 

restaurant involves significant costs, such as rent, interior design, furniture, and so forth. Most service providers are willing to 
dedicate their time and money to the format used to deliver food to customers' doorsteps due to this cost. Labour costs as well 
as expenses for ambiance and high-quality real estate have significantly decreased. 

2) New Trend in the Delivery Sector: It is impossible to ignore the role played by the increasing use of smartphones and website-
based systems. Online food delivery services are doing well because to increased internet access and rising literacy rates. 
Numerous major corporations, including Pizza Hut and Dominos, have ties to an online meal delivery service and a smartphone 
app. For instance, Food Panda increased their earnings by two times between 2015 and 2017. 

 
 

IV. LITERATURE SURVEY 
 
S.no Paper's Name Author, Year Main Concept Conclusion 

     
1 Online Food 

Ordering 
Application 

Prof. Rohini 
Gaurav, Sonali 

Jathar, Susan Anita 
Andrew; 2021 

The application is an online 
food ordering tool that 

includes a GPS feature that 
allows the user to choose 

the option to view the 
places in the area. 

The designed meal ordering system is a safe, 
convenient food ordering software. After 

ordering food, the ordering system would assist 
hotels and restaurants grow their customer 

base. 

2 Why Do People Use 
Food Delivery 

Apps? A uses And 
Gratification Theory 

Perspective 

Arghya Ray, 
Amandeep Dhir, 

Pradip Kumar Bala, 
Puneet Kaur; 2019 

The purpose of this study 
was to close the gap by 

creating a tool to measure 
various uses associated 
with usage of Food and 
Drug Administration. 

The proposed study is an exploratory study to 
look at various Food and Drugs 

Administration. As a result, by examining the 
impact of quality control, listing, customer 

expectations and convenience the study 
contribute to growing research on Online Food 

deliveries and Food & Drug Administration 
3 Food Ordering 

Mobile 
Applications- A 

New Wave in Food 
Entrepreneurship 

Dr. Sonali Jadhav; 
2018 

To analyse benefits and 
challenges for customer 
regarding online food 

delivery apps. 

While more restaurants are opening and 
technology is becoming more and more 

important, India still controls most of the global 
delivery business. Investors understand that the 

food industry has a great potential. 
4 How The 

Consumer's Attitude 
and Behavioural 
Intentions Are 

Influenced: A case 
Of Online Food 

Delivery 
Applications in India 

Vikas Gupta And 
Shelley Duggal; 

2020 

In order to better 
understand how consumers 
in India use and choose the 

platform of Online food 
delivery, this research 

explore different risk and 
benefit views. 

 It has been seen that customer’s selection 
behaviour which is linked to Online Food & 
Drug Administrations is not only affected by 

risk variable or benefit variable but also 
oversees customer’s general attitude & 

behaviour variances. 

5 Food Delivery 
Services and 

Customer 
Preference: A 
Comparative 

Analysis 

Natarajan 
Chandrasekhar, 
Saloni Gupta & 
Namrata Nanda; 

2019 

To analyse various brands 
like Uber eats, Zomato and 
compare them to find out 
the behaviour customers 
have towards online food 

purchases. 

Online meal delivery services are perceived by 
customers depending on a variety of elements, 
including their past experiences, attitudes, and 

beliefs, as well as sensory features. 



International Journal for Research in Applied Science & Engineering Technology (IJRASET) 
                                                                                           ISSN: 2321-9653; IC Value: 45.98; SJ Impact Factor: 7.538 

                                                                                                                Volume 11 Issue I Jan 2023- Available at www.ijraset.com 
     

802 ©IJRASET: All Rights are Reserved | SJ Impact Factor 7.538 | ISRA Journal Impact Factor 7.894 | 

6 An Analysis of 
Online Food 

Ordering 
Applications in India 

Anupriya Saxena; 
2019 

From this study, we could 
understand the motivations 

behind internet meal 
delivery services from this 
study. The services provide 
by online application gives 

satisfaction and make 
customers delighted. 

This innovative approach can help business to 
expand and provide reliable & efficient 

services to their customers in future the service 
providers can focus on Tier 2 cities because 

they have many young people who are working 
there. 

7 Real Time Multi-
Vendor Homemade 
food service using 

Android Application 

Mansi M P, Rohit P 
C, Supriya B G, 

Swarupa S K; 2021 

To highlight local 
household mess & tiffin 

service so that such 
vendors can sign up for 

employment and delivering 
family housekeeping 

services on the system 

The application is centred around and based on 
the needs of the user. Based on the application, 
it can be said that: This system makes placing 

orders simple; it gives customers the 
information they need to place orders. 

8 Emerging Trends 
Towards Online 

Food Delivery Apps 
in India 

Samuel Anbu 
Selvan, Susan Anita 

Andrew; 2021 

In order to assist online 
meal delivery services in 
creating more effective 

tactics to boost sales and 
broaden their client, the 
past purchases, existing 

situation, and the 
development that is 
possible in future. 

It is safe to assume that online food delivery 
apps are not a passing phase, and they need to 

constantly examine and re-check their 
operations and processes and be alert to 

opportunities in order to keep up with the 
growing demand and competition. 

9 Review On 
Customer Perception 

Towards Online 
Food Delivery 

Services 

Souza Prima 
Frederick, Ganesh 

Bhat; 2021 

The study concentrated on 
figuring out what factor’s 
consumers used to judge 

online food delivery 
services. 

It was discovered through a 
proper review that a 

detailed examination of the 
relationships between 

various 
factors that affect 

consumers' perceptions of 
ordering meals online and 
how these variables relate 

to one another. 

The study carried out through the number of 
works finding the factors that influence how 

consumers consume online food delivery 
services. Number of factors that affect 

customer opinion have been studied, but they 
still need more in-depth study.  

10 A Study on Impact 
of Online Food 

Delivery App on 
Restaurant Business 
Special Reference to 
Zomato & Swiggy 

Dr. Mitali Gupta; 
2019 

To analyse the effect of 
online food delivery 

services foundation such as 
Swiggy, and Zomato on the 

food industry and 
respective business model. 

Firms who are aware who knows the potential 
for growing can enter right away, but only the 

companies who are strongest will survive in the 
industry. Big percentage of Indian web food 
benefit goes to the business that maintains 
offers as well as their brand relevancy in 

consumers mind. 
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This table contains names of the research paper I have taken into consideration and help with before starting to write the literature 
review. By [1] had an insight of what Online-ordering system is and what is a core of it. Similarly, [4] helped me to understand what 
kind of attitude and things influence customer to order online food such as wide range of options, convenience and accuracy that 
matters. [3] Gave an idea of how food delivery services is bringing opportunities & changes in the world of entrepreneurship and 
how entrepreneur can build their own business through it. With all the changes coming to the society it is normal to think that new 
trends will get introduced too so [8] helped to get to know about the latest trend related to the food delivery apps such as custom 
notifications on festivals, Birthdays, or the premium memberships.  
 

V. CONCLUSION 
The changing urban lifestyle of the typical Indian is   quite in favour   of online food   delivery model to emerge at higher profits. 
The shift of high population to metro cities and long traveling hour’s motivators   for   the   convenient, ready-to   eat   and   cheaper 
options of   getting   food   and groceries delivered at the doorstep. Companies that are aware of future trend and opportunities will 
thrive for balance between online and offline models but only the fittest will survive.  The study indicated that the online food 
delivery business model is highly demandable, potential and money efficient. This space is increasing in leaps and bounds because 
of the size of market. Every human needs to eat multiple times and variety in a day. So, it ensures repeat in order and growing 
business. Due to repeat customers, Profit margins are high. Ordering online is nowadays is fashion or a way of life. Ordering online 
is much comfortable and less expensive than dine out. The changing urban lifestyle of the typical Indian is   quite in favour   of 
online food   delivery model to emerge at higher profits. The shift of high population to metro cities and long traveling hour’s 
motivators   for   the   convenient, ready-to   eat   and   cheaper options of   getting   food   and groceries delivered at the doorstep. 
Companies that are aware of future trend and opportunities will thrive for balance between online and offline models but only the 
fittest will survive. 
The study indicated that the online food delivery business model is highly demandable, potential and money efficient. This space is 
increasing in leaps and bounds because of the size of market. Every human needs to eat multiple times and variety in a day. So, it 
ensures repeat in order and growing business. Due to repeat customers, Profit margins are high. Ordering online is nowadays is 
fashion or a way of life. Ordering online is much comfortable and less expensive than dine out Increasing urban lifestyle of Indians 
is extremely beneficial to the expansion and increase in sales of the online food delivery concept. The motivation for the simple, 
economical, and instant options of getting food delivering right to home is the high population density in urban areas and the 
frequent travel durations. Only the most durable companies will survive, but those who are aware of upcoming trends and 
opportunities will succeed in order to maintain a balance between online and offline business models. According to the analysis, the 
business model for online meal delivery is very profitable, popular, and successful. Because of the size of the market, this sector is 
growing quickly. A variety of meals are required by every human being throughout the day. Regular customers contribute to 
significant profit margins. Online ordering is standard, perhaps even a way of life. Compared to eating out, online ordering is far 
more practical and economical. 
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