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1. [bookmark: _Toc214526641]Introduction 
Deliveroo is one of the top meal delivery services in the UK. It connects customers, restaurants, and riders through a multi-sided marketplace approach. Due to its digital-first approach, data-driven logistics system ("Frank"), and extensive use of app-based delivery services, Deliveroo which was founded in London in 2013 has expanded quickly (Smith, 2021). Although its activities now extend to several foreign regions, Deliveroo's core market and key source of income is still the United Kingdom (Johnson, 2023). Using a smooth digital interface to provide quick, easy, and customised meal delivery services is the company's main selling point.

With online-to-offline (O2O) business models emerging as the primary forms of consumption, the organisation is deeply ingrained in the broader ecosystem of the UK's digital economy. In an increasingly crowded market, Deliveroo's business strategy combines data analytics, technology, predictive demand modelling, dynamic rider allocation, and marketplace optimisation to create efficiency and stay competitive (Fletcher and Griffiths, 2022). Due to developments in AI-driven logistics, automation, consumer analytics, and app-based service personalisation, the food delivery industry is becoming increasingly technologically advanced. Deliveroo's competitive advantage lies in its capacity to maintain innovation.

Like Just Eat and Uber Eats, Deliveroo relies on digital business models to operate in a deeply competitive market.  Nonetheless, Deliveroo sets itself apart with its algorithmic dispatch method, high-end "Editions" dark-kitchen concept, and solid alliances with upscale dining establishments (Lloyd, 2022). However, issues with rider management, growing operating expenses, customer retention, and pressure to adopt sustainable business methods continue to be problems.

Two important design and innovation frameworks the Innovation Ambition Matrix and Customer Journey Mapping are used in this report's analysis of Deliveroo. These frameworks make it possible to conduct an organised assessment of Deliveroo's ongoing innovation initiatives, new business prospects, and customer experience characteristics. In order to improve Deliveroo's strategic capabilities, address current customer issues, and fortify its long-term competitive position, the research suggests a new digital transformation program based on this analysis.


[bookmark: _Toc214526642]2. Industry and Consumer Trends Affecting Deliveroo
Over the past ten years, the food delivery market in the UK has experienced significant structural changes. Numerous overarching consumer and industry trends play a crucial role in shaping Deliveroo’s strategic landscape.
[bookmark: _Toc214526643]2.1 The Expansion of On-Demand Digital Consumption
Consumers are increasingly turning to real-time, on-demand digital services to meet their needs.  Consumers today anticipate prompt fulfilment, ease of use, and smooth digital interactions that involve little to no friction (Ofcom, 2022).  The rise of smartphones, mobile applications, and digital wallets has significantly contributed to the swift expansion of app-based delivery platforms (Deloitte, 2023).
Deliveroo’s business model is a direct response to this shift, and its success relies on the ongoing enhancement of speed, accuracy, and the personalisation of digital experiences.

[bookmark: _Toc214526644]2.2 Changing Food Consumption Patterns
 More and more consumers are embracing behaviours centred around home-based consumption, such as ordering takeaway meals, purchasing groceries, utilising ready-to-cook kits, and engaging with subscription-based meal services (Mintel, 2023). Deliveroo has broadened its horizons by forming grocery partnerships, seeking to capitalise on this emerging trend through collaborations with supermarkets and convenience stores.
[bookmark: _Toc214526645]2.3 Increasing Competition
The rise of competition from Uber Eats and Just Eat has led to heightened price pressures and a decrease in the distinctiveness of platforms. These competitors make significant investments in AI logistics, dynamic pricing, and membership-based loyalty programs (Rogers, 2022).  o sustain its market share, Deliveroo must engage in ongoing innovation.
[bookmark: _Toc214526646]2.4 Labour Market Pressures and Gig-Economy Scrutiny
Deliveroo depends on gig-economy riders, a workforce model that is currently facing scrutiny due to concerns regarding compensation, rights, and transparency (Adams and Deakin, 2021). Modifications in labour regulations could lead to increased operational expenses or necessitate the adoption of new strategies for managing the workforce.  Deliveroo needs to focus on innovation that enhances the experience for both customers and riders.
[bookmark: _Toc214526647]2.5 Economic Challenges and the Cost-of-Living Crisis
The rise in inflation and the decrease in real wages have shifted consumer priorities, highlighting the importance of affordability (PwC, 2023). As consumers navigate their financial choices, they might choose to cut back on spending for premium restaurant meals. This shift could lead to a greater interest in discounts, loyalty programs, and more affordable dining options.
[bookmark: _Toc214526648] 2.6 Pressures on Sustainability
There is an increasing call for environmentally responsible consumption, which encompasses the need to minimise packaging waste, enhance delivery routes, and encourage sustainable business practices (WRAP, 2023). Deliveroo is confronted with the need to meet both reputational and regulatory expectations as it seeks to implement innovations focused on sustainability.

[bookmark: _Toc214526649] 2.7 The Rise of AI and Personalised Data Approaches
The integration of AI, machine learning, and predictive analytics is progressively transforming the food delivery industry. Artificial intelligence plays a crucial role in enhancing forecasting, optimising dispatch processes, providing tailored recommendations, and enabling dynamic pricing strategies (Grant, 2022). Deliveroo currently employs algorithmic systems, yet there exists a valuable opportunity for further expansion into more personalised customisation and nuanced behavioural segmentation.
The interplay of these trends presents a multifaceted environment that necessitates Deliveroo to embrace innovation in areas such as digital infrastructure, customer experience, operational efficiencies, and platform sustainability.

[bookmark: _Toc214526650]3. Part 1: Innovation Analysis
[bookmark: _Toc214526651]3.1 Innovation Ambition Matrix (Core, Adjacent, Transformational Innovations)
The Innovation Ambition Matrix categorises innovation activities according to their strategic focus:
· Key innovations: Make current services better for current clients.
· Adjacent innovations: Expand the current company's reach into new markets or areas.
· Transformational innovations: Develop completely new products or business strategies
[bookmark: _Toc214526652]3.1.1 Key Innovations
Operational efficiency through digital logistics
Deliveroo optimises rider distribution, delivery routes, and order prioritising with their algorithmic dispatch system, "Frank" (Lloyd, 2022). This is a fundamental improvement since it improves the effectiveness of current processes and makes it possible for Deliveroo to deliver more quickly and consistently.
App and platform enhancements
 The user interface has been continuously improved to include:
Real-time tracking of riders
Integrated discounts and promotions
The primary innovation goals of improving user experience and convenience are in line with these improvements.

[bookmark: _Toc214526653]Membership scheme: Deliveroo Plus
With a monthly subscription, Deliveroo Plus provides free delivery as well as special partner discounts.
Customer support automation
Issue resolution is made easier by chatbots and automated help-center technologies, which also speed up response times and lessen the workload for human support employees.
Evaluation: 
Deliveroo's emphasis on enhancing its digital product and streamlining operations is seen in its significant investments in core innovations. 
[bookmark: _Toc214526654]3.1.2 Adjacent Innovations
Expansion into grocery delivery
Deliveroo's collaborations with prominent retailers, such as supermarkets and convenience stores, enable a broader range of offerings beyond just restaurant meals. This leverages current strengths such as rider networks and app infrastructure to address emerging customer needs (Fletcher and Griffiths, 2022).
“Deliveroo Editions” virtual kitchens
Deliveroo’s Editions model offers dedicated kitchen spaces designed exclusively for restaurant partners, focussing on delivery services. This illustrates a form of innovation that is closely related, as it broadens Deliveroo's operations into physical infrastructure and simultaneously increases its value for partners (Rogers, 2022).
Corporate and group ordering
Deliveroo for Business provides group meal solutions, invoicing tools, and cost management features to support employees in ordering food while at work. 
Collaborations with retailers outside the food sector
Deliveroo has engaged in discussions about potential collaborations with pharmacies and convenience stores. These collaborations leverage the current delivery network to access related product markets.
Evaluation:
 Deliveroo's adjacent innovation strategy highlights its role in enhancing revenue diversification and fostering resilience in response to changing consumer eating habits.  

[bookmark: _Toc214526655]3.1.3 Transformational Innovations
Automation and robotics
Deliveroo has engaged in trials of autonomous delivery using robots in select markets. This presents an opportunity to lower expenses and enhance the efficiency of delivery (Grant, 2022). While still in its early stages, robotics holds the promise of a significant transformative change.
AI-driven hyper-personalisation
Recent studies indicate that Deliveroo is delving further into AI-driven personalisation, moving beyond traditional recommendation systems (Johnson, 2023). Examples encompass the personalisation of dynamic menus and the implementation of predictive promotions.
Data monetisation and insights
Deliveroo has the potential to utilise operational and consumer data to generate valuable insights for its restaurant partners. 
Transformations driven by sustainability
Creating low-carbon delivery models, implementing reusable packaging systems, and embracing circular logistics has the potential to significantly transform the business model.
Evaluation: 
Deliveroo's efforts in transformational innovation are not as advanced when compared to its core and adjacent innovations. Although initiatives like robotics trials demonstrate promise. 

[bookmark: _Toc214526656]3.2 Customer Journey Mapping (Current State)
The customer journey map showcases the comprehensive experience that Deliveroo offers from start to finish. This process uncovers customer insights, behaviours, challenges, and potential avenues for digital innovation throughout each stage.
[bookmark: _Toc214526657]Stage 1: Awareness
· Engages with digital advertising, social media content, influencer campaigns, app store visibility, or recommendations from friends and family.
 Challenges:
· There is a lack of distinctiveness compared to competitors.
· Digital advertising that occurs repeatedly.
· Consumers might view high prices in relation to the cost of cooking at home or dining in a restaurant.
 Possibilities:
· Advertising that is more precisely tailored to contextual elements like the time of day or individual dietary preferences.
· Augmented reality previews of food or insights into current popularity trends.

[bookmark: _Toc214526658]Stage 2: Consideration
· Explores various dining options, evaluates delivery charges, examines menus, reviews feedback, and considers projected delivery durations.
 Challenges:
· The abundance of options can often result in decision fatigue.
· Concerns regarding the quality of food and the reliability of arrival times.
 Possibilities:
· Improved algorithms for decision support.
· Customised dietary approaches and nutritional considerations.
· Tools for dynamic comparison that showcase the most valuable options available.

[bookmark: _Toc214526659]Stage 3: Purchase
 Actions taken by customers:
· The user adds items to their basket, selects delivery instructions, completes the payment process, and applies any promotional codes available.
 Challenges:
· Unforeseen increases in pricing, such as service fees and small-order fees.
· Experiencing disappointment with promotion codes that have expired or are invalid.
· The information regarding changes in delivery times is somewhat lacking in clarity.
 Possibilities:
· A detailed analysis of current pricing accompanied by reasoning for decision-making.
· Validation of proactive promotion.
[bookmark: _Toc214526660]Stage 4: Fulfilment and Delivery

· Monitors the rider's location in real time, provides notifications, and processes orders.
 Challenges:
· There may be instances of delays or inaccuracies in the estimated arrival times.
· Challenges in effectively communicating with riders.
· Concerns regarding packaging and the temperature of food.
 Possibilities:
· Monitoring predicted arrival times.
· Secure messaging that is fully integrated.
· Innovative packaging solutions that enhance functionality and user experience.

[bookmark: _Toc214526661]Stage 5: Post-Purchase
· Engages in leaving reviews, reaching out for customer support, and exploring loyalty rewards.
Challenges:
· Automated support can sometimes come across as lacking a personal touch.
· Resolving disputes regarding refunds or missing items can often take time.
 Possibilities:
· Personalised customer service enhanced by AI assistance.
· Transparent resolution timelines.
· A dashboard for loyalty insights that highlights savings and rewards.

[bookmark: _Toc214526662]Part 2: Proposed Digital Transformation Initiative
[bookmark: _Toc214526663]Introduction to the Proposed Digital Transformation Initiative
Part 1 Customer Journey Mapping research showed that Deliveroo provides a smooth digital experience from awareness to consideration, purchase, fulfilment, and post-purchase.  However, customisation, predictive fulfilment, pricing transparency, and customer assistance remain issues. Deliveroo must innovate beyond operations to stay competitive in the face of increased competition, shifting consumer expectations, economic challenges, and the rise of advanced AI-driven digital commerce.
This effort uses AI, behavioural analytics, and real-time logistics optimisation to solve consumer problems and improve Deliveroo's operations. The APPF program uses design thinking to understand user issues, promote continuous development, and improve the customer experience holistically. This section describes the initiative, shows its effects on a modified customer journey map, and discusses organisational benefits and performance metrics.

[bookmark: _Toc214526664] 4.1 Conceptual Overview:  Advanced Personalisation and Predictive Fulfilment (APPF)
 The APPF program seeks to develop an AI-powered solution for consumer engagement and logistics intelligence. This strategy delivers significant digital advances in three areas:
· Experience customisation can reduce customer decision-making and boost emotional happiness with individualised recommendations.
· Logistical forecasts and automated notifications improve real-time delivery precision.
· Pricing transparency and trust-building mechanisms provide clients with additional information about fees and pricing patterns.
Next-generation platforms should provide users with reassurance through information, ensure personal relevance, and maintain predictability at every stage of interaction, according to the APPF. Grant (2022) reports that prominent digital delivery platforms are improving by automating consumers' interpretative and anticipatory duties. By using a machine-led advice framework, APPF reduces customers' cognitive load by assessing options, anticipating delays, comparing pricing, and managing expectations.
Deliveroo's robust data infrastructure, especially the “Frank” dispatch algorithm, is used to expand its focus from logistics optimisation to a more comprehensive intelligence model that integrates customer behaviour insights and improves delivery forecasting.
[image: ]
Fig. Diagram of APPF Digital Transformation Initiative for Deliveroo. Source: Own ownership

[bookmark: _Toc214526665]4.2 Key Components of APPF
APPF consists of several integrated modules, each enhancing a specific part of Deliveroo’s platform experience.
[bookmark: _Toc214526666]4.2.1 AI-Driven Personalised Menu and Restaurant Recommendations
APPF utilises machine learning models to examine past customer behaviour, which includes:
· The frequency of orders
· Food choices
· Allergies or dietary restrictions
This allows for tailored recommendation streams that cater to the unique preferences of each user. Rather than offering identical restaurant listings to every customer, APPF creates personalised menus designed to align with anticipated preferences. 
Studies on digital commerce indicate that hyper-personalisation enhances the likelihood of purchases, lowers the rates at which users leave platforms, and contributes positively to emotional satisfaction (Johnson, 2023). This holds significant strategic importance for Deliveroo, particularly due to the high degree of substitutability among competing platforms.

[bookmark: _Toc214526667]4.2.2. Predictive Delivery Intelligence (PDI)
A significant challenge in today's delivery experiences lies in the inconsistency of estimated arrival times. Customers often perceive delays as failures in service, even when these disruptions are beyond Deliveroo's control. APPF has developed a Predictive Delivery Intelligence engine designed to anticipate delivery timelines using:
· Data on past deliveries
· The availability of riders and their proximity
· Data related to traffic
· Weather conditions
The model generates more dependable estimated arrival times and adapts to situational changes, thereby minimising the discrepancy between the times promised and those actually fulfilled. Enhancing the accuracy of estimated time of arrival fosters greater trust and a sense of operational competence, both of which are closely linked to customer retention in digital marketplaces (Rogers, 2022).

[bookmark: _Toc214526668]4.2.3 Dynamic Pricing Transparency Dashboard
Customers often express concerns about unexpected surcharges, such as small-order fees, surge fees, or service charges. Customers frequently perceive prices to be higher than they expected, which can result in abandoning their shopping baskets and fostering negative feelings.
APPF suggests the creation of a dashboard that clearly explains pricing, which:
· provides a detailed breakdown of fees as they occur
· explains price changes in simple terms
· offers more affordable options automatically
According to Adams and Deakin (2021), transparency mechanisms play a vital role in fostering consumer trust in digital marketplaces, particularly as pricing structures change through algorithms.

[bookmark: _Toc214526669]4.2.4 Proactive Service Interruption Communication
APPF also implements automated pre-emptive notifications that are activated when prediction models suggest a considerable chance of delay or failure. As an illustration:
· If the availability of riders falls short of expectations
· when a restaurant is unable to keep up with its planned schedule
· when traffic congestion increases
· when extreme weather conditions impact delivery systems
Customers are provided with timely notifications that offer:
· updated precise delivery timelines
· immediate refunds credits
This transformation from reactive service recovery to proactive expectation management is backed by service quality research, which indicates that it is the mismatch of expectations, rather than the delay itself, that primarily leads to dissatisfaction (Fletcher and Griffiths, 2022).
[bookmark: _Toc214526670]4.2.5 Enhanced Loyalty and Rewards Personalisation
Deliveroo Plus and current promotional activities provide standard discounts, yet they do not offer personalised adjustments to meet individual needs. Introducing APPF:
· customised frequency discounts
· anticipated savings overviews
· Dashboards that illustrate the advantages for users in terms of loyalty.
. Research indicates that personalised reward systems within digital loyalty programs can enhance the long-term value of customers and decrease the likelihood of them leaving (Smith, 2021)..

[bookmark: _Toc214526671]4.3 Enhanced Customer Journey Map with APPF Integration
The improved customer journey can be re-evaluated through the same five stages, highlighting the positive changes brought about by the initiative.
[bookmark: _Toc214526672]4.3.1 Enhanced Awareness
· AI-driven advertising assesses relevance according to temporal factors, geographic location, dietary preferences, and previous preference groupings.
· The probability of conversion increases due to the distinctiveness of the messaging rather than its generic nature.
[bookmark: _Toc214526673]4.3.2  Consideration (Enhanced)
 During the deliberation phase, APPF exerts the most significant influence customers previously encountered information saturation and decision fatigue. Utilising the AI-generated recommendation matrix:
· Irrelevant alternatives have been eliminated.
· The highest-rated restaurants are those most likely to fulfil the preferences of the specific user.
This aligns with research demonstrating that effectively structured decision architecture enhances pleasure by minimising cognitive load (Grant, 2022).

[bookmark: _Toc214526674] 4.3.3 Purchase (Enhanced)
 During the acquisition phase, APPF unveils multiple additional functionalities:
· Instantaneous verification of promotional codes
· Alerts if choices are expected to encounter prolonged preparation durations
The decision is rendered more informed and sensible, hence enhancing the likelihood of purchase completion and diminishing basket abandonment.

 4.3.4  Fulfilment (Enhanced)
Fulfilment is enhanced in accuracy, communication, and efficiency with Predictive Delivery Intelligence. Significant enhancements comprise:
· automatic problem resolution mechanism
Enhanced communication and responsibility lead to improved customer experience, even throughout disruptions.

[bookmark: _Toc214526675] 4.3.5.  Post-Purchase (Enhanced)

· customised satisfaction assessments
· loyalty dashboards displaying cash savings and incentives
· timeframe for automated dispute resolution
· customised retention-focused proposals
This concludes the service loop and enhances psychological ownership of the platform.
[bookmark: _Toc214526676]4.4.  Organisational and Strategic Impact of APPF
The APPF program produces significant cross-domain advantages for Deliveroo. These can be assessed across operational, commercial, customer value, strategic, and ecosystem dimensions.
[bookmark: _Toc214526677]4.4.1. Customer Satisfaction and Emotional Value Creation
By tackling many pain points specifically uncertainty, cognitive overload, and perceived pricing ambiguity APPF enhances customers' emotional experience. Studies on digital service delivery indicate that perceived equity, autonomy, and predictability significantly affect satisfaction and enduring platform loyalty (Mintel, 2023). 
[bookmark: _Toc214526678]4.4.2.  Operational Efficiency Gains
The Predictive Delivery Intelligence system reallocates tasks that were previously dependent on manual interventions. For example:
· fewer customer complaints reduce support workload
· enhanced accuracy reduces order cancellations

[bookmark: _Toc214526679]Competitive Differentiation
· increasing transparency
· improving predictive intelligence
· offering superior informational richness

[bookmark: _Toc214526680]4.4.4. Enhanced Revenue Generation
Multiple revenue implications:
· Increased loyalty boosts subscriptions
· Order abandonment decreases with transparency
· Restaurant partners can profit from predictive insights
.
[bookmark: _Toc214526681]4.4.5.  Strengthening Ecosystem Relationships
Benefits for restaurants:
· demand predictability enhanced
· reduced peak-time congestion
· menu insights from customer behaviour
Smoother dispatching and fewer unsuccessful fulfilments boost riders' morale and reduce logistical inefficiency. 

[bookmark: _Toc214526682]4.5.  Measuring the Success of APPF
Success should be monitored using both quantitative and qualitative indicators that are linked to the main goals of the company in order to make sure that the initiative yields quantifiable performance results.
[bookmark: _Toc214526683]4.5.1. Metrics for the Customer

· decrease in unfavourable reviews
· reduced number of complaints per order
[bookmark: _Toc214526684] 4.5.2. Operational Metrics
· quicker average dispatch times
· reduction in orders that are cancelled
[bookmark: _Toc214526685] 4.5.3. Commercial Metrics
· increased frequency of orders per active client
· higher acceptance of Deliveroo Plus subscriptions
· increase in the mean transaction value
[bookmark: _Toc214526686]4.5.4.  Engagement Metrics
· less time spent browsing before making a purchase
· growing use of loyalty platforms
[bookmark: _Toc214526687]4.6 Strategic Value Summary
The main benefit of APPF is that it converts opacity, friction, and uncertainty three major reasons why people are unhappy with digital delivery into predictability, transparency, and personal relevance. It recasts Deliveroo as an intelligent, proactive digital service ecosystem rather than just a logistical middleman. 

[bookmark: _Toc214526688]Conclusion
Deliveroo functions within a dynamic, intensely competitive, and technologically advanced market characterised by escalating customer demands for speed, customisation, and transparency. This analysis, utilising the Innovation Ambition Matrix, determined that Deliveroo possesses robust core and adjacent innovation capabilities, although exhibits constrained transformational innovation. Analysis of the customer journey identified considerable friction during the contemplation, purchase, and fulfilment stages, particularly concerning customisation, estimated time of arrival accuracy, and customer assistance.

 The proposed Adaptive customisation and Predictive Fulfilment (APPF) program incorporates AI-driven customisation, predictive logistics, transparent pricing, and improved communication technologies. This transformation may produce significant advantages, such as enhanced customer happiness, more operational efficiency, stronger competitive differentiation, and improved revenue creation. The initiative connects Deliveroo with nascent market trends and bolsters long-term strategic resilience.

 Deliveroo must persist in innovating beyond operational efficiencies and invest in sophisticated digital solutions that enhance customer interactions, augment marketplace transparency, and provide exceptional tailored experiences. The APPF initiative offers a systematic framework for this transformation.
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