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Abstract  

 

 India is one of the quickest developing countries in the world. A Service sector contributes more 

than half of the share in India`s GDP. The recent development of the internet has enlarged the e-

commerce industries in a country like India. Due to technological changes and dual household 

income, customers demanding comfort and convenience. A lifestyle of people and preference has 

changed in the country. Both Parents are working in the family it is difficult to prepare food 

according to family timing. E-commerce development has made online food ordering services 

very easy for a consumer who wants to get food delivered at their home, office or any nearby 

area.  Food Industry has always been a profitable industry not only for manufacturer and 

suppliers but also for the user and distributers. The online food delivery system is the need of the 

current era because of the recent changes in the industry and the increasing use of the internet. In 

the current study, our main focal point was to analyze the perception and attitude of consumers 

towards online food ordering services through mobile apps. In order to understand which factors 

have played a leading role to attract the consumer in the developing country like India towards 

them, we decided to study on consumer perception and attitude on online food ordering. In this 

research paper, we have tried to study factors that influence the consumer to order food online, to 

know the consumer preferences on online food ordering services provider and last one is to find 

out obstacles in online purchasing through mobile apps. To achieve said objectives survey 

methods ahs used and prepared structure questionnaire and non-probability convenience 

sampling method has been adopted for 150 respondents. Data has been collected from various 

parts of Surat city. 
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Introduction 

In today`s scenario, service sectors contribute 54.15% in Indian GDP. Increasing in a digital 

platform, the Service sector is growing rapidly. It is reshaping the service industry as well as the 

Indian economy. With the increased use of technology i.e. mobile phones and tablets, a number 

of people are engaged in the digital industry. This scenario does not exist only in India but all 

across the world. To meet customer expectation and retain them firm has to adopt new and user-

friendly technology. 

Digital technology has just started growing. It will continue to grow at a rapid rate in the food 

industry too. India’s food technology sector has had a trial by fire. With the increasing change in 

fashion and trend in the present scenario, Food has become one of the important elements used to 

define one’s lifestyle and standards. In olden times, food was considered as, only a source of 

energy and living. But now, deciding ‘what to eat’ is a very crucial part of a person’s daily 

routine. Along with the changing needs and wants of people, the food industry has grown 

enormously. Every city has multiple food joints, cafes, and restaurants which offer a variety of 

menu to serve their customers. Cuisines from all over the world are being served at a single 

place. The presentation of food also matters while the quality of food is now a big challenge to 

the food industry with a growing awareness of health and fitness. 

 

An online food delivery service is an online-to-offline (O2O) service. The online food delivery 

service platforms get lots of restaurants together, serving as a go-between connecting restaurants 

and consumers. These partner restaurants display their menus on platforms to appeal to more 

consumers, and consumers can order food online and get them sent to the designated location in 

a short time. 

 

Following are major online service provider available on various digital platform and covering 

major cities and available options. 

 

Name of Service 

Provider 

Available Apps 

on  

Area Cover Online Menu Delivery 

Swiggy Android, iOS, 

Windows Phone 

All major cities in India Yes Yes 

Zomoto Android, iOS, 

Windows Phone 

All major cities in India Yes Yes 

Uber Eats Android, iOS, 

Windows Phone 

All major cities in India Yes Yes 

Foodpanda Android, iOS, All major cities in India Yes Yes 
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Windows Phone 

Domino`s Android, iOS, 

Windows Phone 

All major cities in India Yes Yes 

Pizza Hut Android, iOS, 

Windows Phone 

All major cities in India Yes Yes 

Just Eat Android, iOS, 

Windows Phone 

Top Indian Cities Yes Yes 

Faaso`s Android, iOS, 

Windows Phone 

Top Indian Cities Yes Yes 

Tastykhana Android and iOS All major cities in India Yes Yes 

Food Mingo Android, iOS, 

Windows Phone 

Top Indian Cities Yes Yes 

 

Table 1. Source: Author created with the help of secondary data 

For any industry, there are two major drivers to boost the industry one is the Demand driver and 

another is supplied, driver. 

 

 Demand Drivers 

1. Encouraging Demographics characteristic 

With a population of over 1.25billion, India is indisputably one of the biggest consumer 

markets in the world. Furthermore, 50% of the Indian population falls under the age of 

25, and the rest before the age of 35 years; making the country youngest population in the 

world too. Generally, food demand comes from the age group of 18-40 years. Young 

India's demand for food is one of the most important drivers for demand in the food and 

beverage industry. 

2. Increase in Income and Consumption Levels 

With an increasing number of young Indians being productively employed in lucrative 

industries, sectors like IT services have moved up the living standards. In urban India 

witness a visible change in social life, which further fuels the growth of food restaurants 

in India. Higher disposable income is also a key driver for an increase in demand for 

foods. 

3. Changes in Lifestyle 

With dual-income in family, now in urban India, both parents bring money at home, thus 

it affects in changing the way of life significantly; with changes in routines, lifestyle as 

well as eating habits. The demand for fast food and one with affordable rates is on the 

rise. Increase in a nuclear family, people choose to have food at an outlet or bring 

readymade food at home for saving time. 

4. Rising Number of Working Women 

In the 21st century, there has been an unexpected increase in working women. Working 

women spend their major productive hours at work, therefore there is very little time they 
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get to cook at home. Working women normally spend a notable amount of their 

disposable income on buying food or eating out. This is also a key demand-driver for the 

food industry in India.  

 

 Supply Drivers 

1. Expanding Variety of Cuisines 

With more and more restaurants offering global cuisines, this had a significant impact on 

the overall food industry. North Indian, Chinese, Italian, south Indian and 'healthy food' 

are also popular. The majority of Indians living in urban areas are willing to experiment 

with new cuisines, the additional can frequency of eating out increases. 

2. Growing of Delivery - dedicated Formats 

The initial investment required for a delivery-focused format is much lower as compared 

to starting up a new restaurant or even a fast-food venture. Investments contain rent, 

interior designing, furniture & fixtures and so on. Because of cost benefits, more 

operators are ready to invest their time, energy and money in the formats which dedicated 

to only delivering food at the doorstep. This will help a notable decrease in the costs of 

labor, supplies and rent or investment in real estate. Real estate is the most expensive 

investment among all the investment in restaurants, and with a delivery format, this cost 

can be saved. 

3. Extension to Delivery Services in Existing Restaurants 

Restaurants and fast food outlets are now trying to maximize their sales by offering food 

delivery services. in this way, they all are able to decrease existing fixed costs and also 

keep their business sustainable. Home Delivery is a very important element in the sales 

mix. Big and small restaurants, all are under pressure to get a piece of this cake! 

Moreover, with this format, a large number of customers can be served, as compared to 

the sit-and-dine format. Some times at peak hours, customers will be missed. The 

delivery format helps to build customer loyalty too.  

4. New Trends in the Delivery Sector 

The role of the web-based system and mobile apps for ordering food cannot be damaged 

at this point. With more people using smartphones and tablets, increasing literacy levels 

and easy access to the Internet, the fortunes waiting to be picking from the business of 

home delivery are just a click away! 

 

Literature Review 

Varsha Chavan, et al, (2015) try to focus on Implementing Customizable Online Food Ordering 

System Using Web-Based Application. The use of smart phones and tablets helps to interface 

between customers and restaurants and for customers to view and order their favorite menu and 

with the help of navigation they receive an update and it helped the restaurants also in managing 

orders from customers immediately. The capabilities of wireless communication and smartphone 

technology in satisfying and improving business management and service delivery. Their 
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analysis reveals that their system is convenient, effective and easy to use, which is expected to 

improve the overall restaurant business in future times.  

 

Kumawat Rakesh, et al, (2016) made an attempt on the Online Food Order System. A 

researcher has tried to analyze the Graphical User Interface (GUI) system. Application using 

GUI is working properly and meeting all the requirements of users. Even this system can easily 

plug into another system. They conclude that the system is user-friendly and easily handled by 

the client or users. And can manage the profile of every client or user separately with their order. 

Bill can be generated online so that they can manage their orders according to the cost of food. 

 

Alagoz and Hekimoglu (2012), try to analyze customer attitude in the online food ordering 

system. Research reveals that online business is rapidly growing worldwide; the food industry is 

also showing notable growth. In this research, they have used the Technology Acceptance Model 

(TAM) as a ground to study the acceptance of online food ordering system. Their data analysis 

reveals that the attitude towards online food ordering may vary according to the easiness and 

usefulness of online food ordering process and also vary according to their innovativeness 

against information technology, their trust in online retailers and various external influences. 

 

Sethu and Saini (2016),  tried to focus on Customer Perception and Satisfaction on Ordering 

Food via Internet, and the objectives of the research were to investigate the student`s perception, 

behavior, and satisfaction of online food ordering as well as delivery services. The study based 

on a non-probability convenience sampling technique with a sample size of 212 students. Their 

study reveals that the online food purchasing app helps the students in the organization their time 

in a better way. It has a major influence on friends and family. It is also found that easy access to 

the internet, as well as easy availability of their desired food at any time, are the main reasons for 

using the services. 

 

Sheryl E. Kimes (2011), try to find out customer perception of electronic food ordering. The 

study found that perceived control and perceived convenience allied with online food ordering 

services were important for both users and non-users. Non-users need more personal interaction 

and also they had higher technology nervousness to use the services. Users of online service are 

younger than non-user. 

 

Jyotishman Das (2018) made an attempt to find out consumer perception towards ‘onlinefood 

ordering and delivery services'. For the research 153 samples were collected with a non-

probability convenience sampling method. The study reveals that the majority of consumers have 

gained a positive opinion about Zomato in comparison to other service providers. It is mainly 

because of better discounts and on-time delivery. The study further reveals that Zomato has been 

in the first position in the online food delivery service provider and with the help of minor 

improvement; it will sustain its top position in the forthcoming future. 
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Rathore and Chaudhary (2018) focus on Consumer's Perception of Online Food Ordering. The 

study reveals that the consumer's perception of online food ordering varies from individual to 

individual, individual opinion, availability of proper internet connectivity. The study further 

reveals that most adolescents are close to online food ordering. The price of online foods, 

discounts, and special offers have the most influencing factor in online food ordering and 

delivering. Other influencing factors are convenience and on-time delivery. The study found that 

teenagers often prefer to order on a weekly basis, and they order the snacks followed by dinner. 

The study reveals that respondents are well aware of the online food ordering and some of them 

are using too. This indicates the rising popularity of online food ordering within adolescents. 

Renovation in the trends of food ordering is taking place because of the changing lifestyle of the 

consumers and expansion in online activity in India. 

 

Objectives of the study 

1. To find out the factors affecting the attitude of customers regarding food delivery service 

apps. 

2. To find out the most preferred online food delivery service App by consumers. 

3. To know what are the factors that obstruct consumers to use online food delivery 

services.  

 

Hypothesis 

Ho: There is no considerable relationship between factors affecting usage and food apps. 

H1: There is a considerable relationship between factors affecting usage and food apps. 

Ho: There is no most popular app for food delivery among samples. 

H1: There is the most popular app for food delivery among samples.  

H0: There is no obstacle for the consumer to use food delivery apps.  

H1: There is an obstacle for a consumer to use food delivery apps.  

 

Research Methodology 

A descriptive research design has been adopted for the study purpose. Both Primary and 

secondary data have been collected. Primary data collected with the help of a structured close-

ended questionnaire that covers all the objectives of the research. Secondary data includes 

information about various apps, online food industry position, various available technology for 

both webs- based as well as mobile apps, etc from the various portals from journals, magazines, 

periodicals, and websites. For the research, the survey method has been adopted and for the same 

purpose 150 respondents have selected and non probability convenience sampling method has 

been adopted. A sample unit was all the users of fast food mobile apps in Surat city. For the data 

analysis, various statistical tools have been used. 
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Limitation of the study 

The study has cover only Surat city only and therefore the results cannot be generalized to other 

areas. The study has covered only mobile apps organized food delivering service but an 

unorganized sector like dabbawala has not covered in present service.  

 

Data analysis and Interpretation 

It is essential to understand the customer behavior regarding usage of food delivery 

application. For the same purpose socioeconomic characteristics of the customers were 

studied. They are the significant variable as they decide the consumption pattern and 

behavior of customers regarding the food apps. Normally, it is assumed that age, income, 

gender, and education of the customer varies impact the usage pattern of a mobile 

application. The following Table 2 represents the Demographic profile of the selected 

respondents. 

Table 2: Demographic profile 

  

Category  Number  Percentage 

Gender     

Male  97 65% 

Female  53 35% 

TOTAL  150 100% 

Age     

Below - 25yrs  127 85% 

25-30 yrs  10 7% 

30-35 yrs  9 6% 

35 and above  4 3% 

TOTAL  150 100% 

Profession     

Unemployed  2 1% 

Student  103 69% 

Working  31 21% 

Self-employed 14 9% 

TOTAL  150 100% 

Annual Income     

Below 2,50,000 85 57% 

2,50,000 to 5,00,000 31 21% 

5,00,000 to 10,00,000 15 10% 

Above 10,00,000 19 13% 

TOTAL  150 100% 
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Consumption in a month     

Less than 1000  82 55% 

1000-1750  28 19% 

1750-2500  18 12% 

2500-4000  14 9% 

More than 4000  8 5% 

TOTAL  150 100% 

Source: Researchers’ Calculation 

Ho: There is no considerable relationship between factors affecting usage and food apps.  

Graph 1, Factors affecting usage of Food Apps. 

  

Source: Researchers’ Calculation 

It is very important to understand which factors are more affecting to the customer while 

choosing fast food delivery application. There are various factors affecting customers regarding 

the usage of food delivery mobile apps like cost-efficient, easy and convenient, 24X7 

availability, and easy mode of payment method, more choice of available restaurant, speed of 

delivery, available discount and charges regarding delivery of foods. Form the graph 1 reflects 

that among the various brand available in market Swiggy is more efficient on various parameters 

like cost effective as providing good discount, easy to use and convenience to consumers, wide 

availability of restaurant on the app, and lower delivery charges are advantages to it as compared 

to other mobile apps. Zomato and Uber eats are very near to Swiggy among the respondents. 

Ho: There is no most popular app for food delivery among respondents. 
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From the above factors, respondents will prefer different food delivery application. Graph 2 

represents the usage of different food delivery application among the selected respondents. As 

per the collected data Swiggy, Zomato and Uber eats are most preferable mobile app respectively 

by customers. 

Graph 2, Usage of Food Apps. 

 

Source: Researchers’ Calculation 

H0: There is no obstacle for the consumer to use food delivery apps.  

Graph 3, Obstacle Faced by Users 

 

Source: Researchers’ Calculation 
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Fast food delivery application is based on technology. Pros & cons of technology and some other 

challenges are affecting while placing the order on apps. Graph 3 represents obstacles for a 

consumer to use food delivery apps. It is found from the research that discontinues discount is 

one of major obstacles for online food delivery. Service follow up is not up-to the expectation of 

customers, quantity of food and delivery time is also a major obstacle for online food delivery 

business. Consumers are also afraid of the online payment on food delivery apps.  

Conclusion 

Due to globalization and urbanization, there is a change in the socio-economic characteristics of 

the consumer. Both working in a family, women are not getting sufficient time to cook food at 

home. Because of technological changes the world is on the figure tips. Food delivery service is 

the fastest growing business in the current scenario in India. A combination of technology and 

food delivery service helps to reduce the problem of working women and provides comfort to 

them at home as well as office premises. It also helps in avoiding waiting at outside of restaurant 

because of long queue. The present study reveals that Food delivery apps are easy and 

convenient to use, the most economical, wide availability of preferred restaurants, and Speedy 

delivery is the most affected factors for the food delivery apps. Swiggy, Zomato and Uber eats 

are the most preferable apps for making an online food delivery. Discount is the most attraction 

for the consumers and due to a handsome discount is attracting the young generation for the food 

delivery apps. Another important reason to use food delivery application is comfort and taste as 

they have to wait outside restaurant in pick hours. 
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