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Abstract

The industry of food delivery apps has transformed how individuals can easily and efficiently order
meals from a diverse range of restaurants for their enjoyment. These apps are now an essential aspect of
contemporary food culture, meeting the needs of various tastes and busy schedules with their wide
culinary choices and user-friendly interfaces. This industry, which is growing quickly, is constantly
innovating, broadening its scope, and enhancing customer satisfaction. The main objective of this
research is to examine customer contentment with online food delivery platforms, specifically focusing
on Zomato. The rise of the digital economy has led to a surge in popularity of online food delivery
platforms.
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Introduction

Customer satisfaction is a phrase utilized in the field of marketing. This shows how
effectively the company's products and services meet or surpass customer expectations.
Customer satisfaction is when customers either quantify the quantity or determine the
percentage of all customers who indicate that their interaction with a company, product, or
service surpasses predetermined satisfaction objectives. During customer satisfaction
surveys, companies inquire if a product or service fulfills or surpasses expectations. Hence,
success hinges on expectations. If customers have high expectations that are not fulfilled,
they will feel let down and perceive their experience as unfavourable. The term customer
satisfaction is a concept used in marketing. It demonstrates the extent to which a company's
products and services meet or surpass customer expectations. An online ordering system
allows customers to buy food online without visiting a restaurant, in a simple and convenient
manner. A platform that links food establishments and consumers through the web. In this
setup, clients utilize a restaurant's app or website to browse various ingredients, mixes, and
meals, choosing and buying the items they desire.

Review of literature

In the International Journal of Creative Thoughts, Dsouza Prima Frederick & Ganesh Bhat S
assess consumers' attitudes and factors affecting online food delivery. The research utilizes
obtained secondary data to assess the attitudes of consumers. Loyalty plays a key role in the
success of online food delivery businesses. Customers have to make online purchases for
several reasons, including convenience, cost efficiency, and better access to trustworthy
information.

Dr. Chetan Panse, Dr. Sahilesh Rastogi, Ms. Arpita Sharma, and Namgay Dorji have
authored a paper in the Journal of Theoretical and Applied Information Technology that
explores the correlation between customer opinions on ordering food online. This research
consisted of both secondary methodology and primary data collected from online meal
delivery platforms and customers who participated in a survey regarding their
comprehension, views, needs, and preferences for such services. As per the report, there is
expected to be significant growth in the use of food delivery apps in the near future.

Objectives of the study
To examine the social and economic standing of participants.
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To examine the reasons behind buying products. By means
of Zomato

Investigating the expectations and satisfaction of Zomato
users.

To determine the factors that impacted the choice of
Zomato.

Need for the study

Research methods are essential for directing the research
process and determining the designs and tools necessary for
the project. The research approach aids in identifying
customer satisfaction with the product. This temporary
research approach was created to determine the degree of
Customer Satisfaction with Zomato. Examining Zomato's
customer satisfaction can offer important information about
user experiences, preferences, and areas to enhance.
Assisting Zomato in understanding customer priorities can
pinpoint areas of improvement, leading to strategic
decisions that promote customer retention and service
enhancement.

Methodology

Methodology in research is a structured approach to
addressing a problem. It is the study of the proper methods
for conducting research. In essence, the methods that
researchers use to describe, explain, and predict phenomena
are known as research methodology. It is also known as the
exploration of techniques used for acquiring knowledge. Its
goal is to outline the research project's plan.

Hypothesis

e Null Hypothesis (Ho): There is no association between
age and overall level of satisfaction towards Zomato.

e Alternative Hypothesis (H1): There is a association
between age and overall level of satisfaction towards
Zomato.

Table 1: Showing chi-square test for age and overall level of
satisfaction towards Zomato

Chi-square test Value |[dflAsymp. Sig. (2- sided)
Pearson Chi-Square 21.696(a)[12 041
Likelihood Ratio 22.374 |12 .034
Linear-by-Linear Association| 2.773 |1 .096
N of Valid Cases 120

One way ANOVA
To find the difference between the occupation and how
often they use Zomato to order food.

Hypothesis

e Null Hypothesis (Ho): There is no significant
difference between occupation and how often they use
Zomato to order food.

e Alternative Hypothesis (H1): There is a significant
difference between occupation and how often they use
Zomato to order food.

Table 2: Showing one way ANOVA for occupation and how often
they use Zomato to order food

Often use of Zomato| Sumof Squares | df [Mean Square| F |Sig.

Between Groups .899 4 225
Within Groups 46.301 115 403 .558/.693
Total 47.200 119

https://www.allresearchjournal.com

Interpretation

Because the p-value (0.041) is lower than the significance
level (0.05), we reject the null hypothesis. Thus, there is a
correlation between age and overall satisfaction levels with
Zomato.

Because the calculated value (0.693) exceeds the
significance level of 0.05, we can conclude that the null
hypothesis is accepted. Hence, there is no notable distinction
between occupation and frequency of Zomato usage for
food ordering.

Most of the female participants (54%)

The majority of participants choose to order their dinner via
Zomato, accounting for 28%.

40% of respondents occasionally use Zomato.

Most people choose to use Zomato for ordering because it is
quicker, easier, saves time, and is cost-effective according to
most survey participants.

Most of the participants express a high level of satisfaction
with Zomato (34%).

Discussion

Company should make an effort to connect with individuals
in different age demographics. Company must implement
measures to encourage customers to make repeat purchases
regularly. Zomato should prioritize additional promotional
efforts like airing commercials on television. The company
needs to prioritize improving the quality of their product, as
the majority of customers are extremely loyal to the brand
and are generally happy with the product. The company
should strive to outperform other companies and solidify its
position in the market. The food that was requested must
arrive punctually. The most important factor in food
delivery is the quality of the food. Accurately determining
the customer's whereabouts is crucial. Online services
should be accessible not only in urban areas but also in rural
areas.

Conclusion

There is currently a buzz in India surrounding the demand
for food supplies. Several food delivery apps are available
for download in India, allowing users to order food
conveniently on their smartphones from the comfort of their
homes. 4,444 factors were found in the research to impact
customers' decision to select Zomato. After evaluating the
satisfaction of 4,444 Zomato customers, it is evident that the
company needs to prioritize creating a favorable perception
of the product among customers. The expectations of
customers towards Zomato have been surpassed and the
majority of customers are content in every aspect. After
purchasing Zomato, 4,444 customers were more satisfied
than they initially expected. In comparison to other factors,
Zomato's delivery speed was preferred by 4,444 customers.
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