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Online food delivery platforms have experienced rapid growth in recent years, driven by advances in digital technology and changing consumer lifestyles. Platforms such as Uber Eats allow customers to conveniently order food from a wide range of restaurants through mobile applications. Despite this growth, the food delivery industry has become increasingly competitive, making customer retention a key challenge for companies. Service reliability, particularly delivery timeliness and order accuracy, plays a major role in shaping customer satisfaction and loyalty. If delivery services are perceived as unreliable, customers may reduce their use of the platform or switch to alternative providers. This research aims to investigate how perceived delivery reliability influences customer retention in Uber Eats.
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Uber Eats operates in a highly competitive environment where companies such as Deliveroo, DoorDash, and Just Eat compete for market share. In such a market, customer experience and operational reliability are key determinants of success. The platform’s value proposition is built on convenience, speed, and efficiency. Customers expect accurate delivery time estimates, real-time order tracking, and consistent service quality.
However, delivery delays, inaccurate estimated arrival times, missing items, or poor coordination between restaurants and delivery drivers may negatively affect the customer experience. Since food delivery services are highly time sensitive, customers are particularly sensitive to delays or service disruptions. As a result, delivery reliability plays a crucial role in shaping customer satisfaction and long-term engagement with the platform.
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Customer retention is a vital factor in influencing the long-term profitability of digital platforms. Retaining existing customers is generally more cost-effective than acquiring new ones, as customer acquisition often requires significant marketing investment. If customers perceive delivery services as unreliable, they may reduce their usage of the platform or switch to competing services.
For Uber Eats, poor delivery reliability may result in: Increased customer turnover, Reduced order frequency, Higher marketing costs for customer acquisition and Negative customer reviews and brand reputation damage.
In the food delivery industry, switching costs for customers are very low. Consumers can easily download and use multiple delivery apps, which means they can quickly switch platforms if dissatisfied. This makes customer retention particularly challenging.
Therefore, understanding how delivery reliability influences customer satisfaction and retention is strategically important. By identifying the factors that contribute to customer loyalty, Uber Eats can improve operational efficiency, enhance customer experience, and maintain a competitive advantage.
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Delivery reliability directly affects several aspects of Uber Eats’ business performance.
First, unreliable delivery can reduce customer trust in the platform. If customers consistently experience delays or inaccurate delivery estimates, they may lose confidence in the service.
Second, customer dissatisfaction may reduce repeat purchase behaviour. Since food delivery platforms rely on frequent usage, even small reductions in order frequency can significantly affect revenue.
Third, operational inefficiencies can increase logistical costs. Delays may occur due to inefficient driver allocation, poor restaurant coordination, or inaccurate delivery time predictions.
Finally, customer experience plays a critical role in brand perception. Negative experiences often lead to negative reviews and social media feedback, which can influence potential new customers.
Given these challenges, it is important to examine the relationship between delivery reliability and customer retention to support better decision-making and operational improvement.
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The aim of this study is to examine the impact of perceived delivery reliability on customer retention in Uber Eats.
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To achieve this aim, the study will pursue the following objectives:
1. To assess customers’ perceptions of delivery reliability when using Uber Eats.
2. To evaluate the level of customer satisfaction with Uber Eats delivery services.
3. To examine the relationship between delivery reliability and customer retention.
4. To investigate whether delivery delays increase customers’ intention to switch to competing platforms.
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Main research question:
How does perceived delivery reliability influence customer retention on Uber Eats?
Supporting research questions:
How do customers evaluate delivery time accuracy and reliability?
Does delivery reliability significantly affect customer satisfaction?
Does dissatisfaction with delivery reliability increase switching intention?
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[bookmark: _Toc331912957][bookmark: _Toc224501623][bookmark: _Toc224501681][bookmark: _Toc224501993]Uber Eats rely heavily on service efficiency, digital technology, and operational reliability to maintain customer satisfaction and retention. This literature review critically examines recent research related to service quality in digital platforms, delivery reliability in food delivery services, and customer retention behaviour. The section identifies key theoretical insights and highlights gaps in current research that justify the need for this study.
Service quality has long been recognised as a critical factor influencing customer satisfaction and behavioural intention. According to Alalwan (2020), digital service platforms must deliver reliable and efficient services to meet customer expectations. The study emphasises that mobile application usability, responsiveness, and reliability are key determinants of customer adoption of food delivery applications. Customers tend to evaluate the entire service experience rather than simply the product delivered. Therefore, factors such as order accuracy, ease of use, and communication from the platform contribute to perceived service quality. However, Alalwan’s research focuses mainly on the adoption of mobile food delivery applications, rather than examining how operational issues such as delivery delays affect long-term customer retention. As a result, the study provides valuable insight into initial user behaviour but offers limited understanding of ongoing customer loyalty.
In contrast, Ray, Dhir and Bala (2021) focus more specifically on operational performance within food delivery services. Their research highlights that delivery timeliness and order accuracy significantly influence customer satisfaction. Since food delivery services are highly time-sensitive, customers place strong importance on accurate delivery estimates and timely order arrival. The study demonstrates that delays in delivery can reduce perceived service quality and negatively influence customer experience. Furthermore, the authors emphasise the importance of coordination between restaurants, delivery partners, and platform algorithms in ensuring reliable service performance. However, while the study provides strong evidence linking delivery reliability to customer satisfaction, it primarily focuses on short-term service evaluation rather than long-term behavioural outcomes, such as whether dissatisfied customers switch platforms.
Similarly, Hwang and Kim (2022) explore the relationship between service quality, trust, and customer loyalty in online food delivery platforms. Their findings suggest that consistent service performance contributes to the development of customer trust, which subsequently increases loyalty and repeat purchase behaviour. This research strengthens the argument that reliable service delivery plays an important role in customer retention. However, the authors analyse service quality broadly and do not specifically isolate delivery reliability as an independent factor influencing customer retention. As a result, the direct relationship between delivery reliability and long-term platform loyalty remains insufficiently explored.
Overall, the reviewed literature demonstrates that service quality and reliability are important factors influencing customer satisfaction and loyalty in digital platforms. However, the existing studies address different aspects of the customer experience. Alalwan (2020) focuses on technology adoption, Ray et al. (2021) emphasises operational delivery performance, and Hwang and Kim (2022) examine customer loyalty through trust and service quality. Despite these contributions, limited research has specifically examined how perceived delivery reliability influences customer retention in food delivery platforms such as Uber Eats. Therefore, this study aims to address this gap by analysing the relationship between delivery reliability and customer retention within the online food delivery industry.
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Although recent studies recognise the importance of service quality and delivery performance in online food delivery platforms, there is limited research examining the direct relationship between perceived delivery reliability and customer retention.
Many existing studies focus on general service satisfaction or technology adoption rather than operational reliability in time-sensitive services. Furthermore, relatively few studies investigate how delivery reliability influences customers’ intention to continue using a specific platform such as Uber Eats.
This research aims to address this gap by examining how customers’ perceptions of delivery reliability affect their intention to continue using Uber Eats. By focusing specifically on delivery performance, this study contributes to a better understanding of customer retention in the digital food delivery industry.
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This study will adopt a quantitative research approach using secondary data. Quantitative research is appropriate because the research aims to examine relationships between delivery reliability, customer satisfaction, and customer retention in the food delivery industry. Secondary data allows the researcher to analyse existing datasets, reports, and studies to identify patterns and insights related to customer behaviour.
Using secondary data is advantageous because it provides access to large datasets and previously published research, allowing for broader analysis of industry trends without the time and cost associated with primary data collection.
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The research will follow a secondary research design, where existing information and data related to food delivery platforms are analysed. The study will focus on examining previously published data on customer satisfaction, service reliability, and customer retention in online food delivery services.
The analysis will involve reviewing academic journal articles, industry reports, market research data, and publicly available statistics relating to Uber Eats and the food delivery industry.
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The research will rely on several types of secondary data sources, including:
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Peer-reviewed studies on food delivery platforms, digital service quality, and customer retention will be used to understand theoretical frameworks and previous findings.
Examples include studies published in journals such as:
· Journal of Retailing and Consumer Services
· International Journal of Information Management
· Sustainability
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Industry reports provide insights into market trends and customer behaviour in the food delivery sector. Sources may include:
· Statista
· Deloitte industry reports
· McKinsey digital platform reports
These sources provide information about customer usage patterns, market growth, and competitive dynamics.
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Publicly available information from Uber Eats and its parent company Uber Technologies will also be analysed. Annual reports, investor presentations, and press releases provide insights into company strategy, operational performance, and customer engagement metrics.
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The collected secondary data will be analysed using thematic and comparative analysis. This involves identifying patterns and trends across different studies and reports.
The analysis will focus on key themes such as:
· Delivery reliability and service performance
· Customer satisfaction with food delivery platforms
· Customer loyalty and switching behaviour.
· Competitive dynamics in the food delivery market
By comparing findings from multiple sources, the study will identify common factors influencing customer retention.
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Since this research relies on secondary data, ethical risks are minimal. However, academic integrity will be maintained by:
· Properly citing all sources using Harvard referencing
· Using reliable and credible academic and industry sources
· Avoiding plagiarism by paraphrasing and analysing information appropriately
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The reliability of the research will be strengthened by using peer-reviewed academic sources and reputable industry reports. Using multiple sources allows for cross-verification of findings and reduces the risk of biased conclusions.
Validity will be ensured by selecting data directly relevant to the research problem, particularly studies that examine service quality, delivery reliability, and customer behaviour in food delivery platforms.
Business Relevance and Practical Implications
The findings of this research could provide valuable insights for Uber Eats by identifying key factors influencing customer retention. If delivery reliability is found to significantly influence customer loyalty, the company may improve operational strategies to enhance service performance. For example, Uber Eats could improve its delivery time prediction algorithms to provide more accurate estimates for customers. Improved coordination between restaurants and delivery drivers could also reduce delays and improve overall service efficiency.
Additionally, Uber Eats may introduce service recovery strategies when delays occur. Offering compensation such as discounts, credits, or free delivery could help maintain customer satisfaction and loyalty.
The research may also support the development of customer retention strategies, including loyalty programmes or targeted promotions for frequent users. From an academic perspective, this study contributes to the understanding of how service reliability influences customer behaviour in digital platform businesses. It highlights the importance of operational performance in shaping customer loyalty in the rapidly growing food delivery industry.
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This research proposal has examined the issue of delivery reliability and its potential impact on customer retention in the online food delivery industry, with particular focus on Uber Eats. The study identified delivery reliability as a significant business problem due to the highly competitive nature of digital food delivery platforms and the low switching costs for consumers. If customers perceive delivery services as unreliable, they may reduce their usage of the platform or switch to competing services, which can negatively affect the company revenue and long-term growth.
The proposal outlined a clear research aim, objectives, and research questions designed to investigate the relationship between delivery reliability and customer retention. A review of recent academic literature demonstrated that service quality, customer satisfaction, and trust are important factors influencing customer loyalty in digital service environments. However, existing studies have not fully explored the specific role of delivery reliability in shaping long-term retention behaviour in food delivery platforms.
To address this gap, the study proposes a secondary data research methodology that analyses academic research, industry reports, and company information related to Uber Eats and the wider food delivery sector. The findings of this research may provide valuable insights for improving operational efficiency and customer experience. Ultimately, understanding the relationship between delivery reliability and customer retention could help Uber Eats strengthen customer loyalty and maintain a competitive position in the evolving digital food delivery market.
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