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ABSTRACT 

  Development of technology has provided a new pathway for marketing through various mobile 

applications. Present marketing strategies are based on online marketing which satisfy the customer 

demand. Online food delivery is a service in which a store or restaurant delivers food to a customer 

through the restaurant’s website. It is proposed here with simplifies the food ordering process. Online 

food ordering system is software used to easy the customer’s life. This system is designed to have 

various food items in a single area at valuable price. .96% of the respondents who are participated in 

the survey are ordering food through online. Swiggy is the most popular food app which is highly 

preferred by customers as 58% of respondents prefer Swiggy. The most influencing factor is faster 

delivery & the next most influencing factor is discounts and special offers. Online food ordering 
system maintains the service provider to keep a database and enhance the customer experience. The 

study discloses that youngsters are more inclined to online food delivering system. The study 

highlights that users often place orders on monthly and weekend’s basis.The study also reveals that 

Swiggy is the most preferred app among the selected food delivering applications. 

Keywords: Online food ordering, consumer perception, Swiggy, Zomato, Food preferred, Money 

spend, overall satisfaction.  

INTRODUCTION 

Online food delivery is a service in which a store or restaurant delivers food to a customer 

through the restaurant’s website. Many restaurants are witnessing an increase in business, as ordering 

food online becomes more and more popular across the country. An online food menu is created in 

each mobile application. 

Online Food Delivery Apps - The rise of digital technology is reshaping the industries. With 

the increased use of technology, the number of people engaging into the digital sector is rapidly 

increasing. Consumers are started ordering food online through apps or websites, with maximum 

convenience and transparency, expecting the same experience that they would get from the outlet 

itself. To match up with the consumer’s expectations apps are providing increased facilities and 

services to the customers. This scenario exists across the globe. Being up to date with the customer’s 

expectations helps firm retain customers to a greater extent. 

Mobile applications like Zomato, Swiggy, and Uber Eats provide the customers countless 

varieties of dishes from different nearby restaurants and customers can easily place the order.Various 

Online Food Delivery Apps in the Indian market are: Zomato,Swiggy,Uber eats,Food panda.These 

food delivery apps have not only increased the profit share of food chains but also increased the 

demand. These apps offer irresistible offers, discounts which makes it tempting for the consumers to 

order food, even if they weren’t thinking about ordering in. With these delivery apps, people can have 

food at their doorstep without compromising the quality of food and their work schedule. So, 

customers prefer ordering in, instead of the hassle of cooking and waiting at the restaurant for their 

food to arrive. 

These mobile applications provide a tracking system where the customers become more 

acquainted with each progression of delivering. They place the order in the respective restaurant and 

customers can track the order. The payment options include either online or by cash-on- delivery 

(COD) system. These apps also provide a feedback system where the users can provide feedbacks and 

recommendations, rate the food item and mode of delivering. 
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Orders with discounted rates are more desirable for the customers. Besides, it is more 

convenient, reliable, and hassle free. Another attractive feature of online food apps is that it is more 

cost-effective as it offers the users a large varies of expediency and preferences to pick from. Sources 

reveal that there has been a significant increase in restaurants and food businesses since users opt 

more for take-away and home delivery. Most users favour online apps as food-on-click feature makes 

it possible to get food delivered right at their door instantly. This, in a way, has boosted the restaurant 

business widely.Unarguably, the increased reach of internet has benefited the customers in buying 

food online and the perception of online purchasing as well. As a result, e-commerce business is 

flourishing in Tirupur. 

ERA OF ONLINE FOOD DELIVERY: 

The first online food order was a pizza from Pizza Hut in 1994.The online food ordering 

market has increased in the U.S with 40 percent of U.S adults having ordered their food online once. 

The online food ordering market includes foods prepared by restaurants, prepared by independent 

people, and groceries being ordered online and then picked up or delivered. The first online food 

ordering service, Worldwide Waiter (now known as waiter.com), was founded in 1995. The site 

originally serviced only northern California, later expanding to several additional cities in the United 

States. 

By the late 2000s, major pizza chains had created their own mobile applications and started 

doing 20–30 percent of their business online. With increased Smartphone penetration, and the growth 

of both Uber and the sharing economy, food delivery start-ups started to receive more attention. In 

2010, Snapfinger, who is a multi-restaurant ordering website, had a growth in their mobile food orders 

by 17 percent in one year. By 2015, online ordering began overtaking phone ordering.In 2015, China's 

online food ordering and delivery market grew from 0.15 billion yuan to 44.25 billion yuan.As of 

September 2016, online delivery accounted for about 3 percent of the 61 billion U.S. restaurant 

transactions.With the rise of digital technology, reshaping of the service sector and increased use of 

technology by service providers, consumers are getting accustomed to shopping and ordering online 

through Apps or websites. With these Apps and websites providing maximum convenience and 

transparency, consumers have now come to expect an experience similar to what they would receive 

from the outlet itself. 

Keeping this in mind new and budding Indian start-ups are finding that the secret ingredient to 

the success of their business, Food. There are now several service providers who are fighting to win 

the hearts of consumers. Although technological developments do matter in the context of food 

technology, ultimately it is the customer’s food experience that decides the success or failure of these 

kinds of start-ups. The Indian food delivery market has been valued at 15 billion dollars and is set for 

an exponential growth. The growth of online food ordering delivery platforms like Swiggy, Food 

Panda, Uber Eats, and Zomato are feeding the world online and making profits at the same time. It 

was initially estimated that the Indian Food technology industry would reach $78 billion by 2018, but 

that is only one part of the picture. Despite the wide potential that this sector provides, many new 

players that have jumped in without proper legwork have either been downsized like Zomato or 

completely shut down like Tiny Owl. At present, out of 105 Food tech start-ups in India, only 58 are 

currently operational. 

At the outset the food technology industry in India began with companies like Zomato trying 

to solve the problem of finding a good restaurant through a simple user - friendly platform. This was 

followed by companies like Food Panda trying to address the issue of ordering and booking food 

orders from these restaurants by working as an aggregator. The final stage had companies like Swiggy 

handling the issue of delivery 

GROWTH OF ONLINE FOOD DELIVERY IN INDIA: 

With the tremendous increase in the number of vehicles and the heavy population density 

leading to heavy traffic jams, which is seen in most of the Metropolitan cities such as Delhi, Mumbai, 

Kolkata and Chennai, a growing trend has been seen towards households preferring to use the services 

of online food delivery Apps rather than cooking at home.In a recent survey it was observed that more 

than 80% of food orders not only come out of the top 5 metropolitan cities in India, but specifically 

through online food delivery services. The “dining out” culture is now giving way to the “eating in” 

http://www.jetir.org/
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culture. Global food brands are now strengthening their relationship with food delivery service 

providers like Zomato and Swiggy. Recently, Café Coffee Day, India’s largest homegrown coffee 

shop chain launched a virtual restaurant which will cater to orders only through Uber. At present, 

India’s online food delivery market has been estimated to be valued at $7 billion. A large chunk of the 

market is occupied by Zomato and Swiggy who have a combined share of 80%. 

OBJECTIVE OF THE STUDY 

o The objective of this study is to compare and find out the best online food ordering and delivering 

company between Swiggy and Zomato. 

o To identify the respondent’s awareness and perception towards online food ordering website. 

o To know about consumer’s food ordering behaviours towards Swiggy and Zomato among users 

in Tirupur city. 

o To investigate the major factors that impact customer satisfaction towards Swiggy and Zomato 

and to find the best company who gives maximum level of satisfaction to the customers. 

SCOPE OF THE STUDY 

 Consumers have specific needs and expectations with respect to their food. The study is 

conducted to know the perceptions of customers regarding online food ordering apps among the 

customers of Tirupur city. From this study, we can have a better and clear understanding of the online 

food delivery portals.We will know about the preference of the consumers whether they prefer 

Swiggy or Zomato and will get to know the influencing factors which make the customers to prefer a 

particular app.Also, we will get to know the satisfaction level of the customers in terms of price, 

quality etc. 

REVIEW OF LITERATURE 

    Dr. Mitali Gupta (2019) declares in his research the impact of food delivering Apps on 

restaurants. The study outlines on the benefits as well as positive and negative effects of electronic 

food delivery and various online food delivering applications. The researcher has also focused on 

strategies of food delivering applications with special reference to Zomato and Swiggy. 

S. Manju (2019) in her study on Customer Preference and Impact of Online Food Service 

Apps talks about the impact of various food ordering apps in our day-to-day life and what factors have 

contributed to this great deal of food service app usage. 

Dang and Tran (2018), stated that mobile internet plays an important role to create and 

increase the awareness of online applications for food ordering and delivery. It also helped the 

customers to search restaurants, menu items, and comparing their prizes with the competitors. 

Suryadev Singh Rathore, Mahik Chaudhary “Consumer's Perception on Online Food 

Ordering.” (2018): The study found out that recent development of the Internet has augmented the e-

commerce industries in a country like India. E-commerce development has made online food ordering 

services seamless for people who want to get food delivered at their doorstep. In this study, our focus 

was to analyse the perception of consumer towards online food ordering services. In this research 

paper, two objectives were set for study. The first one was to identify the factors which influence the 

consumer to order food online and the other one was to know the consumer preferences on online 

food ordering services provider. 

Jyotishman Das (2018) reveals in his study the various factors that influence the consumers to 

choose online food delivery services. He has analysed about the most preferred online food delivery 

service portal by consumers. He has also shown the factors that hinder consumers to use online food 

delivery services. It is found that each food ordering apps have their own specializations, Zomato for 

better discounts and Swiggy for on time delivery. 

G. See-Kwong (2017) said that technology augmented the rate of the online food ordering and 

delivery in India. The food ordering method also got changed from 'ordering over phone call’ to 

'online food orders' and made home delivery also possible to customers, with the changes in the need 

of the customers. 
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Priyadarshini (2017) states that India has more individuals between the ages of 10 and 24, 

making it the world's biggest youth populace. With increasingly youngsters entering the workforce 

every day, development in the economy, a rising female work power, and expanded portability among 

shoppers, the customarily troublesome Indian market has changed and is needing for a progressively 

assorted menu. 

Ansar Z & Jain S (2016) specified the growth in the ecommerce industry as prime factor for 

the success of online food ordering and delivery services. Research has mentioned that more than 400 

food delivery apps are nurturing in India with a funding of about $120 million from venture capital 

firms and other such investors. Considering the fact that a minimum 3 meals are consumed by each 

individual in a day the food industry is called as a repetitive business industry which attracts the 

interest of investors and entrepreneurs towards this growing business segment. 

Zulkarnainkedah (2015) the main purpose of the research is to find the ‘key success factors’ of 

online food ordering services; if it depends upon the website quality (design) or service quality or 

website trust which leads to loyalty in an online ordering environment. Service quality and loyalty 

reflect that efficient delivery, reliable customer service and food characteristics (e.g., freshness, 

presentation, healthy) are also essentials for operating successful food ordering services. 

Kamran Ahsan et al. (2013) In food ordering and delivery services cloud services are playing 

very vital role in food ordering and delivery services such as customer service, relationship 

management, supply chain management, etc. Due to technological moment food ordering and delivery 

services wants to ensure that ordered food must deliver at right place at right time and to right person. 

Kimes & Laque (2011). Online food Ordering service is a vital part of restaurant business. 

Some food supply chain restaurants like Pizza Hut, Dominos, Mc Donald’s have created mobile apps 

so that customer can place order through mobile apps. Online food ordering service owns most of the 

restaurant data on their websites, while telephone is restricted to the particular hotel or restaurant. 

Using mobile app will provide more convenience to consumer. 

 

RESEARCH METHODOLOGY: 

Research methodology is a way to systematically solve the problem. It may be understood as a 

science of studying how research is done scientifically. The researcher may be defined as “Careful 

critical enquiry of examination in seeking facts or principles in order to as a certain some of them”. 

The research process consists of number of selected steps that are essentially inter-dependent. It 

includes the overall research design, the sampling procedure, data collection method and analysis 

procedure. 

 In this survey the design used is descriptive in nature. The information is collected from the 

individuals and analyzed with the help of different statistical tools, pertaining to various factors that 

influence customers to order food online. Moreover, Cross table Analysis has been done for 

processing the data and information is derived to meet the objectives of the study. Since the 

populations of consumers are large in number, I was unable to collect information from all individuals 

due to limitation of time. So, part of the population is taken for analysing and generating the findings, 

which may be applicable for total market in convenient sampling techniques. 

The sample size is a term used in the market research for defining the number of subjects 

included in the sample size. By sample size, we can understand a group of subjects that are selected 

from the general population and are considered a representative of the real population for the specific 

study. A sample of 125 respondents has been taken for the study. Percentage Analysis & Chi-Square 

Analysis are the statistical tools used in the study. 
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PERCENTAGE ANALYSIS 

 Percentage analysis is applied to create a contingency table from frequency distribution and 

represent a collected data for better understanding. It deals with the number of respondents to 

particular questions percentage arrived from a total population selected for the study. 
Demographic Profile 

S.no Variables Classes Percentage 

1. Age 

Below 20  

21- 30 

31-40 

Above  40 

30.0 

58.0 

11.0 

02.0 

2. Gender 
Male 

Female 

44.0 

56.0 

3. Qualification 

Schooling  

Bachelor Degree  

Master Graduate 

Others 

13.0 

67.0 

11.0 

09.0 

4. Marital Status 
Married 

Unmarried 

29.0 

71.0 

5. Occupation 

Students 

Employee 

Home maker 

Others 

51.0 

29.0 

15.0 

05.0 

6. Monthly Income 

Up to 20000 

20001-40000 

40001-60000 

Above 60000 

35.0 

52.0 

12.0 

01.0 

The above table reveals that 58% of the respondents are in the age group of 21-30, & shows 

that 56% of the respondents are male. It reveals that the majority of the respondents 67% of the 

respondents are from Bachelor and 71% of the respondents are unmarried. The 51% of 

respondents are students & 52% of them are getting salary of 20001-40000. 
 

Factors About Online Food Ordering Apps 

S.no Variables Classes Percentage 

1. 
Reference of food 

ordering apps 

Television 

Social Media 

Newspaper 

Friends and Family 

10.0 

69.0 

01.0 

20.0 

2. 
Frequency of food 

order 

Daily 

Weekly 

Fortnight 

Monthly 

02.0 

23.0 

22.0 

52.0 

3. Meal ordered the most 

Breakfast 

Lunch 

Supper 

Dinner 

05.0 

28.0 

14.0 

54.0 

S.no Variables Classes Percentage 

4. Food preferred 

Vegetarian 

Non-Vegetarian 

Snacks 

Beverages 

22 

71 

3 

4 

5. 
Preference of ordering 

food online through 

Over the Mobile App 

Through the Browser 

Phone Calls 

Others 

78 

7 

14 

1 
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6. 

Money spends on 

ordering 

 

Below 500 

501 – 800 

801 – 1000 

Above 1000 

34 

54 

10 

3 

7. 
Reason for preferring 

food delivering apps 

Faster Delivery 

Time Saving 

Money Saving 

All the Above 

26 

33 

15 

26 

8. 
Span of food ordering 

online 

6 Months 

1 Year 

2 Year 

More Than 2 Year 

29 

22 

42 

7 

9. 

Number of persons for 

which food 

is ordered 

1 

2 to 4 

5 to 7 

More than 7 

9 

67 

20 

4 

10. Mode of payment 

COD 

Paytm 

Debit/Credit Card 

Others 

49 

22 

26 

3 

11. Worthiness of money 
Yes 

No 

70 

30 

12. Overall Satisfaction 

Highly Satisfied 
Satisfied 

Dissatisfied 

Highly Dissatisfied 

26 
70 

3 

2 

  From the above, it reveals 69% of the respondents get to know about food ordering apps 

from social media.52% of the respondent’s often order food online  once in a month. It is inferred that 

from the above, 54% respondents prefer to order dinner and 71% respondents prefer to order Non 

vegetarian food. Prefer to order food online over the mobile app by 78% of the respondents and 54% 

of the respondents spend 501 – 800. Reason for preferring online food delivery by 33% of the 

respondents is time saving & convenient choose time saving.It also infer 42% of the respondents 

ordering food nearly 2 years and 67% of the respondents order food for 2 to 4 people, 50% 

respondents use COD (cash on delivery mode) for payment and 70% respondents are overall satisfied 

with the online food order.  

The Below table inferred that, 61% of the respondents choose Swiggy for their easy accessibility. 
58% of the respondents choose Swiggy Company are good in quality. , 61% of the respondents choose 

Swiggy, for their packaging quality. 63% respondents says Swiggy provides more offers and 

promotions and 59% of respondents says Swiggy has company tie-ups the most. 
 

 

 

Comparative Factors On Swiggy And Zomato 

FACTORS 
PERCENTAGE  

OF SWIGGY 

PERCENTAGE  

OF ZOMATO 

PERCENTAGE  

OF OTHERS 

Easy accessibility website 61 34 5 

Service quality of 

company 
58 37 5 

Packaging quality of 

company 
61 34 5 

Offers and promotions of 

companies 
63 32 5 

Company tie-ups the most 59 34 6 
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CHI-SQUARE: 

A chi-squared test is basically a data analysis on the basis of observations of a random set 

of variables. Usually, it’s a comparison of two statistical data sets. It is also represented as χ2 test. 

This test was introduced by Karl Pearson in 1900 for categorical data analysis and distribution. So, 

it was mentioned as Pearson’s chi-squared test. With the assumption of the null hypothesis as true, 

this test is used to estimate how likely the observations that are made would be. A hypothesis is a 

consideration, that a given condition or statement might be true, which we can test afterwards. 

Chi-squared tests are usually created from a sum of squared falsities or errors else via the sample 

variance. 

A chi-squared test is basically a data analysis on the basis of observations of a random set of 

variables. In order to find the relationship between various factors and level of job satisfaction, chi-

square test was used and the result of the test is shown below. The chi-squared test is done to check if 

there is any difference between the observed value and expected value. The formula for chi-square can 

be written as: Chi-square analysis = (O – E) ^2/E 

 
Chi-square for Gender - Food Preferred & Money Spend on Ordering 

 
EXPECTED FREQUENCY BETWEEN GENDER & FACTORS FOOD 

PREFERRED THE MOST & MONEY SPEND ON ORDERING 

GEND

ER 

 
FOOD PREFERRED THE 

MOST 
MONEY SPEND ON ORDERING 

Vegetar

ian 

Non-

Vegetari

an 

Supper 
Beverag

es 
Total 

Below 

500 

501 – 

800 

801 – 

1000 

Above 

1000 
Total 

Male 12.096 39.872 1.792 2.24 56 18.816 30.016 5.376 1.792 56 

Female 14.904 49.128 2.208 2.76 69 23.184 36.984 6.624 2.208 69 

Total 27 89 4 5 125 42 67 12 4 125 

    
P= 0.223 

DF = 1 
   

P = 0.673 

DF = 3 

  

It is inferred from Chi-square test that, the Pearson Chi-square value is 0.223 & 0.673 it is more 

than the significance level 0.05, so null hypothesis is accepted. Therefore, it is concluded that there is 

no significant relationship between Gender and both factor Food preferred the most, Money spends on 

ordering. 

 
Chi-square for Gender – Service Quality of Company & Overall Satisfaction 

EXPECTED FREQUENCY BETWEEN GENDER & FACTORS SERVICE QUALITY OF 

COMPANY & OVERALL SATISFACTION 

Gender 

SERVICE QUALITY OF 

COMPANY 
OVERALL SATISFACTION 

Swiggy Zomato Others Total 
Highly 

Satisfied 
Satisfied 

Dissatisfie

d 

Highly 

Dissatisfie

d 

Total 

Male 32.704 20.608 2.688 56 14.336 38.976 1.792 0.896 56 

Female 40.296 25.392 3.312 69 17.664 48.024 2.208 1.104 69 

Total 73 46 6 125 32 87 4 2 125 
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P =0.772 

DF = 2 
   

P=0.711 

DF=3 

 

It is inferred from Chi-square test that, the Pearson Chi-square value is 0.772 & 0.711, it is 

more than the significance level 0.05, so null hypothesis is accepted. Therefore, it is concluded that 

there is no significant relationship between Gender and Service quality of company & the overall 

satisfied towards the online food ordering. 
 

Chi-square for Age – Food preferred & Overall Satisfaction 

 EXPECTED FREQUENCY BETWEEN AGE AND FOOD PREFERRED THE 

MOST & OVERALL SATISFACTION 

 

AGE 

FOOD PREFERRED THE MOST OVERALL SATISFACTION 

Vegetarian 

Non- 

Vegetarian Snacks Beverages Total 

Highly 

Satisfied 
Satisfied Dissatisfied 

Highly 

Dissatisfied Total 

Below 

20 

Years 

8.208 27.056 1.216 1.52 38 9.728 26.448 1.216 0.608 38 

21 - 30 

Years 
15.768 51.976 2.336 2.92 73 18.68 50.808 2.336 1.168 73 

31 - 40 

Years 
2.592 8.544 0.384 0.48 12 3.072 8.352 0.384 0.192 12 

Above 

40 

Years 

0.432 1.424 0.064 0.08 2 0.512 1.392 0.064 0.032 2 

Total 27 89 4 5 25 32 87 4 2 125 

    
P=0.240 

DF =9 
   

P=0.994 

DF = 9 

 

 It is inferred from Chi-square test that, the Pearson Chi-square value is 0.240 & 0.994, it is more 

than the significance level 0.05, so null hypothesis is accepted. Therefore, it is concluded that there is 

no significant relationship between Age and Food preferred the most & Overall satisfaction. 
 

Chi-square for Educational Qualification – Service Quality of Company & Overall Satisfaction 

 
EXPECTED FREQUENCY BETWEEN EDUCATIONAL QUALIFICATION 

AND SERVICE QUALITY OF COMPANY & OVERALL SATISFACTION 

EDUCA

TIONAL 

SERVICE QUALITY OF 

COMPANY 
OVERALL SATISFACTION 

Swiggy Zomato Others 
Total 

Highly 

Satisfied 
Satisfied Dissatisfied 

Highly 

Dissatisfied 
Total 

Schooling 9.344 5.888 0.768 16 4.096 11.13 0.512 0.256 16 

Bachelor 48.472 30.544 3.984 83 21.248 57.76 2.656 1.328 83 

Master 8.176 5.152 0.672 14 3.584 9.744 0.448 0.224 14 

Others 7.008 4.416 0.576 12 3.072 8.352 0.384 0.192 12 
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Total 73 46 6 125 32 87 4 2 125 

   
P =0.1022 

DF = 6 

 

   
P = 0.6796 

DF = 9 

  

It is inferred from Chi-square test that, the Pearson Chi-square value is 0.102 & 0.6796, it is more 

than the significance level 0.05, so null hypothesis is accepted. Therefore, it is concluded that there is 

no significant relationship between Educational Qualification and Service quality of company, Overall 

satisfaction. 
 

Chi-square for Occupation –Meal Preferred & Overall Satisfaction 

 EXPECTED FREQUENCY BETWEEN OCCUPATION AND MEAL 

PREFERRED THE MOST & OVERALL SATISFACTION O
C

C
U

P
A

T
IO

N
 

MEAL PREFERRED THE 

MOST 
OVERALL SATISFACTION 

Break 

Fast 
Lunch Supper Dinner Total 

Highly 

Satisfied 
Satisfied Dissatisfied 

Highly 

Dissatisfied 
Total 

Student 3.072 17.92 8.704 34.304 64 16.384 44.544 2.048 1.024 64 

Employee 1.776 10.36 5.032 19.832 37 9.472 25.752 1.184 0.592 37 

Home 

Maker 
0.816 4.76 2.312 9.112 17 4.352 11.832 0.544 0.272 17 

Other 0.336 1.96 0.952 3.752 7 1.792 4.872 0.224 0.112 7 

TOTAL 6 35 17 67 125 32 87 4 2 125 

   
 P = 0.7958 

DF = 9 
   

P = 0.88174 

DF = 9 

It is inferred from Chi-square test that, the Pearson Chi-square value is 0.795 & 0.881, it is 
more than the significance level 0.05, so null hypothesis is accepted. Therefore, it is concluded that 

there is no significant relationship between Occupation and Meal preferred the most & Overall 

Satisfaction. 
Chi-square for Monthly income – Money spends on ordering & Overall Satisfaction 

EXPECTED FREQUENCY BETWEEN MONTHLY INCOME AND MONEY SPENDS 

ON ORDERING & OVERALL SATISFACTION 

MONTHL

Y 

MONEY SPENDS ON 

ORDERING OVERALL SATISFACTION 

Below 

500 

501 – 

800 

801 – 

1000 

Above 

1000 
Total 

Highly 

Satisfied 

Satisfied Dissatisfied Highly 

Dissatisfied Total 

 Up to 

20000 
14.4 

23.04

8 
4.128 1.376 43 11.008 29.928 1.376 0.688 43 

 Rs. 21000 -

40000 
22.1 

35.37

6 
6.336 2.112 66 16.896 45.936 2.112 1.056 66 

Rs.41000 – 

60000 
5.04 8.04 1.44 0.48 15 3.84 10.44 0.48 0.24 15 

Above 

60000 
0.33 0.536 0.096 0.032 1 0.256 0.696 0.032 0.016 1 

TOTAL 42 67 12 4 125 32 87 4 2 125 

   
 P=0.00019 

DF = 9 

 

   
P = 0.6269 

DF = 9 
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It is inferred from Chi-square test that, the Pearson Chi-square value is 0.00019 & 0.626 it is more 
than the significance level 0.05, so null hypothesis is rejected. Therefore, it is concluded that there is a 

significant relationship between Monthly income and Money spends on ordering & overall satisfaction 

FINDINGS  

The study has found that all the respondents are aware about online food ordering and 

delivering apps,69% of the respondents get information about food ordering apps through social 

media.96% of the respondents who are participated in the survey are ordering food through 

online.Swiggy is the most popular food app which is highly preferred by customers as 58% of 

respondents prefer Swiggy.61% of respondents prefer Swiggy for its easy accessibility & Food 

Packaging Style by Swiggy as Excellent.Most people use food online services because it provides 

offers and discount so as to avail such offers, they use it.59% of respondents says that Swiggy has 

more tie-ups with most restaurants. 

 The respondents are not having relation with the factors like ordering food online, food preferred 

the most, money spends on ordering, service quality of company, preference of ordering food, reason 

for preferring online food delivery, company offers and promotion ,service quality of company, 

packaging quality of company, reference of food ordering apps, meal preferred the most, mode of 

payment ,frequency of ordering food, numbers of persons for which food is ordered, company offers 

& promotions and overall satisfaction. 

 

SUGGESTIONS: 

o Food app should improve their payment security so that consumers don’t hesitate while making 

payment online. 

o They should provide more offers as customers are mainly using these apps to avail offers. 

o They should properly categorize the food and reduce their delivery charges.  

o The online food ordering apps have to improve their restaurants sites and menus to satisfy the 

consumer in a better way. 

o The company should focus on giving better quality product as most customers were very brand 

loyal and were generally satisfied with the product. 

o Online food ordering system maintains the service provider to keep a database and enhance the 

customer experience for better their promotions. 

CONCLUSIONS 

On analyzing the consumer perception of online food delivery applications in Tirupur, it can 

be concluded that online food ordering system has its benefits and limitations. Based on the result of 

this research, it understood that main reason of online food delivery application helps customers in the 

easy & convenience as the most influencing factor on online. The most influencing factor is faster 

delivery & the next most influencing factor is discounts and special offers. Online food ordering 

system maintains the service provider to keep a database and enhance the customer experience. It 

gives every detail of the customer's order, thereby providing the best customer service. This tracking 

system is an added advantage for the users.   

The study discloses that youngsters are more inclined to online food delivering system. The 

study highlights that users often place orders on monthly and weekend’s basis. The most preferred 

meal of users is dinner followed by lunch. The study also reveals that Swiggy is the most preferred 

app among the selected food delivering applications. Even though a large portion of people in Tirupur 

uses online food delivery applications, there are still, people who does not use food applications due 

to health and quality concerns. 9 
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