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ABSTRACT
The emergence of the Internet more recently has boosted the e-commerce sectors in nations like India. Online food ordering services
are now simple for customers who want food delivered right to their door thanks to advancements in e-commerce. Although consumers
still go out to eat, they find it quite handy to order food online like Swiggy, Zommoto, Uber eats because it saves them from having to
go to the restaurants in person. In this survey, our primary goal was to examine how customers felt about online food delivery
services. We chose to examine customer view of online food ordering on swiggy in order to better understand the elements that have
drawn customers in developing nations like India to them.
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1. INTRODUCTION

The popularity of online food delivery is at an all-time high, and 30% of restaurant orders are thought to be placed online.
Although consumers continue to eat more meals out, the shift in trend has a significant impact on the food business. One of the
world's most rapidly expanding platforms for ordering and delivering meals is Swiggy. Their workflow is as simple as ordering,
preparing, and delivering. Swiggy, there are no order value restrictions and you may even place a little order. As a result, you are
able to order food for both yourself and your friends. You have no order value restrictions with Swiggy, and you can even place a
little order. You can therefore order food for both yourself and your friends. Swiggy claims to bring food in 40 minutes, while the
actual delivery time is usually 37 minutes. Therefore, food delivery through Swiggy is really quick.

2. OBJECTIVES
*  To Study Factors influencing Customers ordering food online rather than online.
*  To know the customer preferences on online food ordering service.
» To study the influence of online food delivery mobile application among the residence of Coimbatore.

3. BENEFITS OF SWIGGY
3.1 There is no Minimum Order Requirements

With Swiggy, there are no order value restrictions and you may even place a little order. You can therefore order food for
yourself and your friends. When developing the meal delivery app, the Swiggy creators took care to allow users to order from
establishments close to where they were at the time. Drivers and delivery personnel are also available to fulfil orders for each
customer according to their location and timing. Because of its quick service rates and comfort for the consumers, people are
aware of this meal delivery app.

3.2 Rapid Delivery
Swiggy estimates that meal deliveries take an average of 37 minutes but guarantees that they will arrive in 40.
Consequently, Swiggy offers incredibly quick food delivery. The function of delivery actually begins as soon as a person opens
the app, which is something that most people are unaware of. restaurants that can provide food to a consumer within a certain time
frame, or those that are truly serviceable to customers (say, at most 60 minutes). The anticipated time of delivery for a restaurant
order.

3.3 Range of Coverage

Swiggy's coverage of distance is one of its key advantages. Using Swiggy, you may place an order from a restaurant
located a long distance away. This choice also provides the chance to sample numerous restaurants in the area. Nowadays, buying
food online is really simple. Open Swiggy, select a restaurant, build a cart, and then submit an order. Little does one realise that
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from the moment the app is opened until the item is delivered, a lot happens behind the scenes to ensure that the consumer has a
pleasant and hassle-free experience.
Distance and time to travel between two locations are unarguably the two most important things that are heavily used in
Swiggy’s ecosystem. These values are used to:
»  Obtain the distance of nearby restaurants from a customer's location and display a list of the suitable establishments.
* ldentify the times for food delivery.
»  Determine the delivery personnel and assign the best one determines whether two orders are on the same route and group
them.

3.4 Real-time tracking

Swiggy keeps users updated on the status of their orders, so they no longer need to worry about them. To make things
even simpler, consumers may also follow the driver's realtime whereabouts. To improve productivity and give consumers access
to real-time tracking of their orders from order placement through delivery, the live tracking capability has been introduced across
the full fleet of delivery vehicles.

3.5 Wallet

The user can quickly pay for their orders using the wallet option. The user can also take advantage of a variety of
discounts and coupons that are only valid for wallet users, which further improves app engagement. In order to provide a "single-
click checkout experience" on its platform, unicorn food aggregator Swiggy has partnered with ICICI Bank to establish its own
digital wallet, Swiggy Money. Customers will be able to store money in the comprehensive digital wallet and pay for any food
orders placed on Swiggy.

4. CONSUMER'S VIEWS OF SWIGGY'S ONLINE FOOD ORDERING SERVICE

It's a viewpoint that they have developed as a result of each direct and indirect engagement they have had with your business.
Stimulus, and organize, interpret, and provide meaning to it. May be anything related to the product and/or brand, and any of the
elements of the marketing mix. It means how customers feel about your product or brand. It’s an opinion that they have formed
through every interaction they’ve had with your company, both direct and indirect.

4.1 Fast food delivery through an app

Customers could order from establishments close to where they were when the Swiggy app was being developed.
Additionally, any customer can get their orders according to their location and time thanks to the drivers and delivery personnel on
hand. As a result, this food delivery app is well-known for its quick turnaround times and client comfort.

4.2 Interactive User Interface

Customers adore Swiggy's user interface! They think it's cool, approachable, and engaging. Users can choose from a list
of restaurants and food items to place their order, according to the Swiggy review. They can also search by location, menu item,
and restaurant! Aside from their profiles, customers may examine their orders, payments, offers, and other features. Do you aware
of any other features that customers favour? Customers who are vegetarians have the "Veg Only" option available. Customers can
use this option and tailor their orders to their needs and preferences.

4.3 An efficient technical team

Swiggy's front-end and back-end engineers worked hard to make it one of the top meal delivery apps available today. The
Swiggy App was made by Kotlin (for Android) and Swift (for iOS) developers. In addition, this food delivery software
successfully integrates other programming languages like Java, Scala, Python, Go, Rust, NodeJS (for the back-end), and ReactJS
(for the front-end)!

4.4 Packaging and Delivery
Swiggy is adamant on upholding its quality and cleanliness in front of the clients. Before delivering food to clients and
purchasers, the programme gives eateries instructions on proper hygiene upkeep.

4.5 Great experience

We freely confess that Swiggy was among the first apps to offer on-demand food delivery. They developed and implemented this
concept and informed the populace of the convenience of receiving hot meals directly from their homes. The experience of this
food delivery service is therefore taken into account in this Swiggy review.

£ 2023 EPRAIJRD | Journal DOIL httpsy//doi.org/10.36713/epra2016 | https:/eprajournals.com/ I 165 |



~
LS

SJIF Impact Factor (2023): 8.574| ISI LF. Value: 1.241| Journal DOI: 10.36713/epra2016 ISSN: 2455-7838(0Online)
EPRA International Journal of Research and Development (IJRD)

Volume: 8 | Issue: 4 | April 2023 - Peer Reviewed Journal

5. DRAWBACKS OF SWIGGY

Here is a list of the constraints Swiggy has to deal with from its clients and the expanding market for food delivery apps!
You should pay close attention to these restrictions. These will assist you in identifying the procedures to avoid using when
creating a food delivery app. Additionally, this area will inform you of any difficulties you might have with customers and
eateries.
5.1 Focuses on the restaurant in relation to the customers

One of the fastest meal delivery applications is Swiggy, as mentioned in the 'Strengths' section. Why do customers
receive such streamlined services? Swiggy links up with the neighbourhood restaurants close to the customer. But if you've ever
entered a restaurant from a different city or region, you might have seen the warning that it's closed there. Swiggy establishes
connections with areas close to its clients. This turns out to be one of the main drawbacks of this food delivery technology.

5.2 Additional & delivery charges

Think about using Swiggy to order a hot dinner from one of your favourite eateries. However, after putting your order to
the cart, you notice additional fees. When customers see the additional taxes and delivery fees, they frequently cancel their food
orders. This practise hurts this food delivery service's business. Customers allegedly left the app or switched to another after
Swiggy added extra fees to their meals, according to the Swiggy review.

6. CONCLUSION

Due to the industry's demand, profit margin, and potential, the majority of startups and entrepreneurs are gravitating
towards the food delivery sector. If you fall into this category, now is the ideal time to start your own meal delivery service. In
order to increase consumer happiness for Swiggy and other online delivery platforms, the research tries to identify crucial
variables. Although Swiggy has offered more price breaks and coupons to users of the service, clients still favour Zomato more,
thus theoretically Swiggy may improve its user interface. The epidemic recently had a significant global impact on the food
business. Following the pandemic, when economies are slowly recovering and the food industry is reactivating its market, it is
crucial for food delivery platforms to comprehend how consumer purchasing habits have altered or been influenced.

This study adds useful information about how consumer behaviour has evolved recently and what additional criteria must
be considered before any decisions in an organisation are made.Major participants in the food delivery industry can use the
information gathered and submitted to the organisation to assist them plan future promotional activities and improve their
services. Nowadays, many would rather purchase food online than stroll into a café or restaurant. According to the analysis, one of
the key factors contributing to customers' happiness with online meal delivery services is the discounts and coupons these
platforms offer. In light of this, it can be said that factors such as performance expectations, payment methods, food item
descriptions, discounts, and offers have a direct impact on overall satisfaction.
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