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Abstract. A new channel for marketing has emerged in the age of mobile applications. All conventional company prac-

tises have been rendered obsolete by mobile applications, which have also opened up incredible new business oppor-

tunities. A mobile app combines technology and marketing knowledge, using the internet as a platform to advertise and 

market goods and services. More and more people are now prepared to transact through mobile applications and are 

linked via them. Additionally, it has an impact on how businesses and organisations run. To accommodate the demands 

and preferences of customers at any given time, businesses have switched from traditional commercial techniques to in-

ternet marketing. The main reasons customers (users) order online are convenience and control. Online ordering is also 

linked to higher income, better capacity management, increased productivity, and improved transactional marketing 

and customer relationship management. This research paper's goal is to discuss how Chennai residents feel about online 

meal ordering and delivery services. The aim goal of the study was to analyse the responses of 118 participants. The 

investigation and analysis of data gathered from all users of existing online meal delivery services are the main foci of 

the research. The goal is to understand the driving forces, their needs, how various qualities of various online portals 

are positioned in their minds, and how satisfied they are overall with online meal delivery services. Methodology: The 

major goal of this study is to determine which online meal delivery services—Pizza Hut, KFC, Domino's, Swiggy, and 

Zomato—are preferred by male and female consumers. In order to gather a sample from the 118 respondents, the re-

searcher employed descriptive research and a convenience sampling technique. The MCDM ARAS methodology was 

used to test both variables and items. Swiggy is ranked first, and Domino's Limits is ranked bottom. the Swiggy is in 

first rank and Dominos Limits are last rank. 
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1. Introduction 

The hospitality industry in India is essential to the service sector because it has become one of the country's most impor-

tant sectors in the twenty-first century. The hospitality sector has long catered to the wants and preferences of people. Cus-

tomer happiness and trust are frequently seen as the most important factors in the hospitality sector, which depends on the 

company's goods and services living up to consumers' expectations. The food market in India was estimated to be worth 

about INR 23 trillion in 2015 by Boston Consulting Group, and it is projected to grow to INR 42 lakh crore by 2020. Tech-

nology has a significant impact on how food services are delivered. Because of their reliance on technology, clients now use 

online food delivery services to personalise food to suit their tastes and have it delivered with only a few clicks on mobile 

devices. Customers benefit from online meal delivery services in terms of convenience, time savings, and effort savings, 

which are good enough reasons to employ these services. Based on what customers are expecting from these services, the 

delivery of meals to clients has expanded, as have the services themselves. Finding restaurants serving desired cuisines is 

made easier by services. The utilities service displays the whole menu, and customers can select items by clicking on them. 

The functionality and customer value systems offered by these app services vary. This research report intends to investigate 

and evaluate consumer perceptions of Chennai-based Zomato, Swiggy, Pizza Hut, KFC, and Domino's users.  

The recent growth of the Internet has made online ordering and purchasing of food services commonplace, particularly 

for owners of Android mobile phones. Customers are increasingly comfortable using internet services. The development of 

technology has had a significant impact on people's lifestyles because it now allows them to buy goods and services online, 

accessible 24/7. These facilities speed up customer service, decrease human error, use less staff, and boost customer happi-

ness. One of the most competitive markets in India is food delivery. With the introduction of smartphone apps and online 

food delivery services, businesses are suddenly awake and aware. Most people today use mobile applications and are pre-

pared to transact business via them. Depending on the tastes and wants of the customer at any given time, even firms have 

switched from employing traditional commercial strategies to internet marketing. The Android app allows users to register on 

apps, select meals from a menu card, and place food orders. To control India's fiercely competitive food delivery market, 

Joma du Bengaluru is in a fierce fight with Bangalore-based Zwiggy. Pizza Hut, KFC, Domino's, Swiggy, and Zomato are 

further significant market participants. Order tracking, one-step registration, secure payment options, GPS-assisted restaurant 

or hotel search, table reservations, and safe payment methods are the main advantages of ordering food through a food app. 

The biggest disadvantage is that orders cannot be modified once they have been sent. The app was cancelled because it needs 

an internet connection to operate. Trending in the online food market are the most popular meals, favourite international cui-

sines, favourite Indian starters, greatest breakfast, lunch, and dinner products, desserts, early and latest orders, pricey and 
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inexpensive orders, and many more. Restaurants can accept online orders through their own website or app, through the web-

sites or apps of other restaurants (such as Pizza Hut, KFC, Domino's, Swiggy, and Zomato), by text messages, or via Face-

book. The main reasons customers (users) order online are convenience and control. Online ordering is also linked to higher 

income, better capacity management, increased productivity, and improved transactional marketing and customer relationship 

management. Restaurants can accept online orders through their own website or app, through the websites or apps of other 

restaurants (such as Pizza Hut, KFC, Domino's, Swiggy, and Zomato), by text messages, or via Facebook. The main reasons 

customers (users) order online are convenience and control. Online ordering is also linked to higher income, better capacity 

management, increased productivity, and improved transactional marketing and customer relationship management. Order 

accuracy is the key component of online ordering. The ease and convenience of ordering followed next. Despite the availabil-

ity of Internet and telephone applications, telephone calls remain the most popular ordering method (53.7 percent). However, 

people are increasingly ordering food online, with more than 38% of orders coming from a restaurant's website or app.  

The Indian e-commerce market has been expanding quite quickly in recent years and up to now. The way people think, 

seek, act, and produce is changing as a result of e-unrelenting commerce's expansion. The majority of consumers use modern 

technology when they purchase, and many of them are liberal thinkers who favour quick and easy purchasing while taking 

other factors into account. The majority of small, medium, and large businesses have websites to advertise their brands, and 

they "digitalize" their business cycles by leveraging online marketing and promotional activities. Consumer convenience, 

demands, tastes, and buying behaviours and processes are what fuel the ongoing expansion of e-commerce. One of the most 

common online activities is food shopping, yet the motivations behind consumers' e-purchasing are still a mystery. The cur-

rent study aims to record customers' online shopping behaviour, examine consumers' preferences and views of online shop-

ping, and weigh pros and negatives. This study will provide company managers with a wealth of information that they may 

use to restructure the retail market for food and other associated goods with a working class focus. 

2. Material and Methods 

Deepinder Goyal and Pankaj Chaddah founded Zomato in 2008 in India. It is a restaurant search and discovery tool that 

offers clients restaurant locations, menus, pictures of the food, and reviews from past patrons. Initially, the services were 

launched under the name Foodiebay, but in November 2010, Zomato was chosen as the company's brand name. Zomato has 

achieved great success and is currently available in 24 different nations. The founders of the meal delivery service Swiggy 

are Bangalore natives Nandan Reddy, Rahul Jaimini, and Sriharsha Majety. The business was founded in 2014 and is run by 

Bundl Technologies Private Limited. It is valued at $1.3 billion, and it has received about $465.5 million in capital overall. In 

the middle of the 1960s, KFC opened locations in Canada, the United Kingdom, Mexico, and Jamaica, becoming one of the 

first fast food companies to go global. KFC had a mixed record domestically during the 1970s and 1980s due to a succession 

of corporate ownership changes made by individuals with little to no prior knowledge of the restaurant industry. Early in the 

1970s, the chain quickly grew in China, which is currently the company's biggest market. Sanders' 11 herbs and spices are 

used to season pressure-fried chicken pieces, which are the company's initial product. The recipe's ingredients are a crucial 

trade secret. Domino's Pizza, which contends that consumers eat pizza in order to taste the real thing, is the main rival of Piz-

za Hut. In light of this viewpoint, Domino's has tried regional cuisines in the past, such as Chettinad Chicken, but thought 

that they could not sustain themselves over the long term due to their novelty value. Pizzas like the cheese explosion or the 

three cheese (only manufactured for India) that are exotic but still have global appeal are Domino's response to innovation. 

Pizza Hut prefers to concentrate solely on pizzas, in contrast to Domino's Pizza. It serves a variety of drinks, pasta, and 

snacks.  Its plan to transition from a quick service restaurant (QSR) to a casual dining establishment includes this. The con-

cept includes a few locations introducing wine and beer. Additionally, this tactic sets them apart from Domino's, a rival 

whose primary competitive advantage is home delivery (Kicha, 2011). One of the most popular MCDM techniques in deci-

sion theory is ARAS, which is also one of the easiest ways to compare options based on predetermined criteria. Each piece of 

information is one dimensional. Or ARAS is only effective when in a unit. Among the MCDM techniques, ARAS by itself 

cannot be applied to multidimensional issues. All quantities have various units when a quantity is multidimensional. There 

are various ways to solve a one-dimensional problem outside using ARAS. However, the ARAS approach was created using 

a unique technique with the intention of handling multidimensional problems. Only numerical data are compatible with the 

weighted scoring system. Consequently, before determining the final score, each substitution Each evaluation criteria should 

be used as a benchmark. Aside from user satisfaction and optimization requirements, no additional criteria for component 

selection will be directly evaluated. As a result, all options that are pertinent to each assessment criterion take into account 

the user needs of the software components are assessed first. If all units are the same in one-dimensional scenarios, ARAS 

can be used with ease. The complexity of this strategy becomes clear when used to solve multidimensional MCTM problems. 

To get around this issue, the ARAS was created. The key difference between it and ARAS is that the model uses multiplica-

tion rather than addition. ARAS can be used to resolve both one- and multidimensional MCDM issues. This is a benefit of 

the strategy since relative values can be used in place of actual values. It has examined the issue of improving the perfor-

mance of the new system by analysing the decision-making issues arising from the evaluation and selection of market seg-

ments in accordance with preset criteria. The weighted sum model (ARAS) approach is one of the decision support system 

methods that can be used to simplify this. The application of the weighted sum sampling method is a fairly straightforward 

process that only requires a few steps to produce results for section evaluation and exam results. Using a decision support 

system method, such as the weighted sum model (ARAS) method, can make this simpler. Weighted sum sampling applica-

tion is a fairly straightforward process with only a few steps that can provide section evaluation and exam outcome results.   
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3. Results and Discussions 

The ranking is the process of arranging information from smallest to greatest and vice versa. Consumer preferences are 

taken into account when ranking them. Explain how the respondents' preferences for Zomato, Swiggy, Pizza Hut, KFC, and 

Domino's ranked the various food ordering apps in this table to determine the maximum frequency of the mean value of the 

rank analysis. 
TABLE 1. Online Food Ordering 

 

  Female Male Per not say 

Zomato 6 9 7 

Swiggy 17 11 6 

Pizza Hut  10 10 2 

KFC 16 9 4 

Dominos 10 7 1 

  

Table 3 is given for the data set. This is for hundreds of values that the supplier works with, all supplier Dominos values 

are the lowest and Swiggy values are the highest. Therefore, as per not say values are very low and Female is very high, as 

seen in Figure 1.  

 

 
  

Figure 1 graph of 'Online Food Ordering 

 

Figure 1 shows the customer preference selection of Pizza Hut, KFC, Domino's, Swiggy and Zomato Figure 1 shows the customer's 

preference selection of Pizza Hut, KFC, Domino's, Swiggy and Zomato, data set taken. 

 

TABLE 2. maximum value 

 
  Female Male Per not say 

Max 17 11 7 

Zomato 6 9 7 

Swiggy 17 11 6 

Pizza Hut  10 10 2 

KFC 16 9 4 

Dominos 10 7 1 

 

Table 4 shows the data set's greatest value. Zomato for the most value per not say, Swiggy for the highest value for fe-

male, and Swiggy for the highest value for male. 

 
TABLE 3.  Normalized for data set 

 

  Female Male Per not say 

Max 0.223684 0.192982 0.259259 

Zomato 0.078947 0.157895 0.259259 

Swiggy 0.223684 0.192982 0.222222 

Pizza Hut  0.131579 0.175439 0.074074 

KFC 0.210526 0.157895 0.148148 

Dominos 0.131579 0.122807 0.037037 

 

Table 3 Data for analysis are transformed into normalized data. In which all values are less than 1. This makes the analy-

sis easier. 
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FIGURE 2.  normalized data  

 

Figure 2 shows the normalized customer preference selection of Pizza Hut, KFC, Domino's, Swiggy and Zomato data set.  

 
Table 4 Weighted Normalized Matrix 

 

  Female Male Per not say 

Max 0.223684 0.192982 0.259259 

Zomato 0.078947 0.157895 0.259259 

Swiggy 0.223684 0.192982 0.222222 

Pizza Hut  0.131579 0.175439 0.074074 

KFC 0.210526 0.157895 0.148148 

Dominos 0.131579 0.122807 0.037037 

 

Weighted Normalized Matrix is obtained in Table 4. With this we can get sum of value. A weight age value of 0.25 is 

taken for all the data to get the weighted normalized matrix. 

 

 

 
FIGURE 3. Weighted Normalized Matrix 

 

Figure 3 shows the weighted normalized matrix, and the swiggy to say this graph has all the values in close proximity. 

 
Table 5 Si and Ki value 

 
  Si Ki 

Max 0.168981 1 

Zomato 0.124025 0.733958 

Swiggy 0.159722 0.945205 

Pizza 

Hut  0.095273 0.563807 

KFC 0.129142 0.764239 

Dominos 0.072856 0.431146 
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From table 7 sum of value is obtained and Ki value is obtained. Ki value is obtained by dividing Si Max value. This can 

be seen in Figure 4. 

 

 
 

FIGURE 4. graph for Si and Ki value 

 

TABLE 6. ranking 

 

Zomato 3 

Swiggy 1 

Pizza Hut  4 

KFC 2 

Dominos 5 

 

Table 8 reveals that Swiggy is in first place, followed by KFC in second, Zomato in third, Pizza Hut in fourth, and Domi-

no's Limits in last place. 

 

 
Figure 5 ranking  

 

Figure 5 is showing Swiggy is in 1st rank, KFC is in 2nd rank, Zomato is in 3rd rank, Pizza Hut is in 4th rank and Domi-

nos Limits are the last rank. 

4. Conclusion 

Since individuals don't have enough time to order meals anymore due to a fast-paced lifestyle, online food ordering apps 

are gaining popularity in India. Online food ordering has become more popular among customers and business owners alike 

in the digital age, when the internet has become a valuable resource. One of the most common online activities is food shop-

ping, yet the motivations behind consumers' e-purchasing are still a mystery. The current study aims to record customers' 

online shopping behaviour, examine consumers' preferences and views of online shopping, and weigh pros and negatives. 

Consumers have access to online meal ordering. Customers can enjoy a unique experience that can make buying meals online 

more trendy, pleasurable, and simple as they use it. The aforementioned study amply illustrates the variety of alternatives that 

online food ordering presents when acquiring any good or service. Ordering meals online through Swiggy was prioritised by 
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both customers, whereas enjoying food and other activities had lower rankings. The graph makes evident the attitude that 

online shoppers have when making purchases. For ordering meals, Swiggy is preferred by the majority of responders. 
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