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ABSTRACT
This dissertation examines the business strategies and operational challenges of Rapido Bike Taxi in India. The primary focus is on user satisfaction. The research showcases the significance of understanding the factors that create operational efficiency and customer experience in the rapidly growing bike taxi industry. Using primary data from a survey of 42 Rapido users and secondary data from relevant literature and industry reports, the study evaluated main factors. These were such as convenience, affordability, safety and service quality. Results showcase that Rapido is having great operational efficiency through technological integration and cost leadership. However, there are challenges such as inconsistent safety practices and regulatory issues that affect user satisfaction. The findings highlight the necessity for enhanced safety measures, driver training and regulatory compliance for improving overall service quality. The study suggested that addressing these challenges can further increase competitive position of Rapido and user satisfaction in transportation market of India.


TABLE OF CONTENTS
Chapter 1: Introduction	7
1.0 Introduction	7
1.1 Research Background	7
1.2 Research Significance	8
1.3 Problem Statement	8
1.4 Research Aim	8
1.5 Research Questions	9
1.6 Research Objectives	9
1.7 Overview of Dissertation Structure	9
1.8 Theoretical Framework	10
Chapter 2: Literature Review	11
2.0 Introduction	11
2.1 Concepts of Operational Efficiency for Bike Taxi	11
2.1.1 Operational Efficiency Enhancement by Fleet Management for Bike Taxi	11
2.1.2 Operational Efficiency Enhancement by Route Optimization for Bike Taxi	11
2.1.3 Operational Efficiency Enhancement by Driver Allocation for Bike Taxi	12
2.1.4 Technology Integration for Bike Taxi Operational Efficiency	12
2.1.5 Cost Efficiency leading to Operational Efficiency for Bike Taxi	12
2.2 Factors Influencing Operational Efficiency of Bike Taxi	12
2.2.1 Technology Integration leading to Bike Taxi Operational Efficiency	12
2.2.2 Regulatory Compliance leading to Bike Taxi Operational Impact	13
2.2.3 Fleet Management leading to Bike Taxi Operational Efficiency	13
2.2.4 Market Conditions leading to Impact Bike Taxi Operational Efficiency	13
2.2.5 Driver Behavior and Performance leading to Bike Taxi Operational Efficiency	13
2.3 Features of Bike Taxi for User Satisfaction	14
2.3.1 Convenience	14
2.3.2 Affordability	14
2.3.3 Safety	14
2.3.4 Service Quality	15
2.3.5 Cutting Waiting Time	15
2.3.6 Cutting Price	16
2.4 Theories Applicable for Enhancing Operational Efficiency	17
2.4.1 Resource-Based View (RBV)	17
2.4.2 Porter’s Generic Strategy Theory	18
2.5 Impact of Regulatory Environment on Bike Taxi Operations	20
2.5.1 Regulatory Challenges	20
2.5.2 Positive Impacts of Regulation	20
2.6 Challenges of Operating Bike Taxi	21
2.6.1 Regulatory Hurdles	21
2.6.2 Safety Concerns	21
2.6.3 Market Competition	21
2.6.4 Logistical Issues	22
2.6.5 Customer Trust and Satisfaction	22
2.7 Suggestions to Enhance Operational Efficiency	22
2.7.1 Regulatory Compliance and Advocacy	22
2.7.2 Safety Enhancements	22
2.7.3 Leveraging Technology for Operational Efficiency	23
2.7.4 Strategic Pricing and Promotions	23
2.7.5 Enhancing Service Quality	23
2.7.6 Building Strong Relationships with Drivers	23
2.8 Outcomes from Literature	24
2.9 Literature Framework	25
2.10 Gap of Literature Review	26
2.11 Summary	26
Chapter 3: Research Methodology	27
3.1 Research Philosophy	27
3.2 Research Approach	27
3.3 Research Design	28
3.4 Data Collection	28
3.4.1 Primary Data Collection	28
3.4.2 Secondary Data Collection	29
3.5 Sample Size and Sampling	29
3.6 Data Analysis Method	30
3.7 Ethical Consideration	30
Chapter 4: Data Analysis and Findings	32
4.1 Introduction	32
4.2 Descriptive Statistics Findings	32
4.3 Implications of Primary Data Analysis	0
4.4 Secondary Data Analysis	0
4.5 Discussion of Primary Data (Survey Results)	2
4.5.1 Convenience	2
4.5.2 Affordability	2
4.5.3 Safety	2
4.5.4 Service Quality	3
4.5.5 Cutting Waiting Time	3
4.5.6 Cutting Price	4
4.5.7 Safety Concerns	4
4.5.8 Customer Trust and Satisfaction	4
4.5.9 Driver Behavior and Performance	5
4.6 Discussion of Secondary Data	5
4.6.1 Convenience	5
4.6.2. Affordability	6
4.6.3 Safety	7
6.6.4 Service Quality	7
4.6.5 Cutting Waiting Time	8
4.6.6 Cutting Price	9
4.6.7 Safety Concerns	9
4.6.8 Customer Trust and Satisfaction	9
4.6.9 Driver Behavior and Performance	10
4.7 Summary of Findings and data analysis	10
Chapter 5: Conclusion and Recommendations	11
5.1 Introduction	11
5.2 Conclusion of the Dissertation	11
5.3 Linking With Objectives	13
5.3.1 Linking with Objective 1	13
5.3.2 Linking with Objective 2	13
5.3.3 Linking with Objective 3	14
5.3.4 Linking with Objective 4	15
5.3.5 Linking with Objective 5	16
5.4 Recommendations for Rapido	16
5.5 Further Scope of Study	18
5.6 Limitations of the Study	18
Reference List	19
Appendix	25
Appendix A: Survey Questions for Rapido Customers	25
Appendix B: Survey Responses	26
 

[bookmark: _Toc178333935]Chapter 1: Introduction 
[bookmark: _Toc174643893][bookmark: _Toc176354564][bookmark: _Toc178333936]1.0 Introduction
With rapid urbanization and advancement in technology, in the transportation industry have transformed the way people commute. This has been transformed especially in highly populated cities. In case of India, traffic congestion and pollution are serious issues for people (Samal et al., 2020). Hence, bike taxis have been emerged as suitable option for urban mobility. Rapido, in bike taxi sector, has gained huge popularity and it has now become the largest bike taxi company in India (Forbesindia.com, 2021). However, Rapido is struggling several challenges in regards to its operational efficiency, customer satisfaction and in regulatory compliance. This dissertation highlights the business strategies used by Rapido and also evaluates the operational issues it is encountering. The research also provides understandings Rapido's future operational performance. The research is conducted on topic “Comprehending the business strategies of India's fastest growing bike taxi! The case study of Rapido”.
[bookmark: _Toc174643894][bookmark: _Toc176354565][bookmark: _Toc178333937]1.1 Research Background 
Bike taxis are having huge popularity in emerging countries like India. It is used as an alternative transportation mode. The popularity is mostly visible in urban areas, people face significant issue of traffic congestion. Rapido, being established in 2015, has gained huge popularity as an effective mode of transport (Rapido.bike, 2024). It offers services at affordable prices and efficient and convenient manner. The business growth of the company comes through its innovative business strategies, which involves competitive pricing, technological integration along with strategic partnerships. However, the rapid expansion of such bike taxis also faces several challenges in India. In case of Rapido, it has faced several operational challenges in terms of including prolonged waiting times, inconsistent in availability of ride and poor customer satisfaction. Along with operational challenges, the bike taxis in India also encountered several legal challenges in different states. The legal issues are related to licensing as well as regulatory compliance (Indiatoday.in, 2023). Such challenges have led to the need of comprehensive analysis on Rapido's business strategies as well as operational practices. In this context, this dissertation aimed at exploring the business strategies of Rapido in India.
[bookmark: _Toc174643895][bookmark: _Toc176354566][bookmark: _Toc178333938]1.2 Research Significance
There are several studies on the business strategies of transportation sector. However, there are limited studies conducted on the challenges of bike taxis in India. The research addresses the gap in the existing literature on urban mobility solutions. The study has been focused on the context of bike taxis in emerging markets. There has been extensive research conducted on ride-sharing platforms such as Uber and Ola. However, the bike taxi segment has still remained relatively underexplored. This dissertation is aimed at exploring different key factors driving the success of bike taxis in India. The findings of the dissertation can have practical suggestions for policymakers, entrepreneurs as well as other stakeholders in transportation industry. The dissertation also identifies different important factors in terms of influencing factors for operational efficiency and customer satisfaction. Hence, this dissertation can inform the business persons in developing more effective business models as well as regulatory frameworks for bike taxis. Furthermore, the understandings gained from this dissertation can be applied in other markets as well, which are facing similar type of challenges regarding urban mobility.
[bookmark: _Toc174643896][bookmark: _Toc176354567][bookmark: _Toc178333939]1.3 Problem Statement 
[bookmark: _Hlk174642793]Despite of having rapid growth as well as market dominance, Rapido has been facing different challenges threatening its long-term success. The expansion of the organization has resulted in different operational inefficiencies in terms of prolonged waiting times, inconsistent availability ride and issues in driver behavior (Indianexpress.com, 2023). Such operational challenges are having negative impact on customer satisfaction. It is high critical, which can have severe negative affect company's sustained growth. Apart from such operational challenges, Rapido has come across different legal issues in various regions of India, which are related to licensing and regulatory compliance (Indiatoday.in, 2023). Such challenges can lead to significant threat to Rapido’s operations and also lead to bigger questions regarding the sustainability of bike taxi model in India. 
[bookmark: _Toc174643897][bookmark: _Toc176354568][bookmark: _Toc178333940]1.4 Research Aim
The aim of the research is to analyze the business strategies and operational issues of Rapido bike taxi focusing on assessment of user satisfaction.
[bookmark: _Toc174643898]

[bookmark: _Toc176354569][bookmark: _Toc178333941]1.5 Research Questions
1. Are the concepts of Operational Efficiency being followed by Rapido Bike Taxi in India?
2. What are the Factors Influencing Operational Efficiency of Rapido Bike Taxi in India?
3. What are the Features of Bike Taxi followed by Rapido for User Satisfaction in India?
4. What are the Challenges of associated with user satisfaction of Rapido Bike Taxi in India?
5. What are the ways by which user satisfaction of Rapido Bike Taxi can be enhanced in India?
[bookmark: _Toc174643899][bookmark: _Toc176354570][bookmark: _Toc178333942]1.6 Research Objectives
1. To identify the concepts of Operational Efficiency being followed by Rapido Bike Taxi in India
2. To identify the Factors Influencing Operational Efficiency of Rapido Bike Taxi in India
3. To identify the Features of Bike Taxi followed by Rapido for User Satisfaction in India
4. To determine the Challenges of associated with user satisfaction Rapido Bike Taxi in India
5. To recommend ways by which user satisfaction of Rapido Bike Taxi can be enhanced in India
[bookmark: _Toc174643900][bookmark: _Toc176354571][bookmark: _Toc178333943]1.7 Overview of Dissertation Structure 
1. Chapter 1: Introduction – The introduction chapter give an overview of the dissertation in regards to the background, research significance, problem statement, research aim, research questions, research objectives along with a summary of the dissertation structure.
2. Chapter 2: Literature Review – This chapter focuses on reviewing the existing literature on business strategies, operational efficiency as well as customer satisfaction in context of bike taxi sector and also in some other transportation industry.
3. Chapter 3: Research Methodology – Research method chapter plans for the research design, philosophy, approach, data collection methods, sampling strategy, and data analysis techniques to be used for this dissertation.
4. Chapter 4: Data Analysis and Findings – This chapter presents the results of collected data and data analysis. It includes both quantitative as well as qualitative findings about Rapido’s business strategies and operational challenges.
5. Chapter 5: Discussion – Discussion chapter is focused on the implications of the findings related to the research questions and objectives. 
6. Chapter 6: Conclusion and Recommendations – This chapter concludes the main findings gained from the research, offers thoughtful recommendations for Rapido and suggests better direction for future studies.
[bookmark: _Toc174643901][bookmark: _Toc176354572][bookmark: _Toc178333944]1.8 Theoretical Framework
The theoretical framework which this dissertation is based on are the Resource-Based View (RBV) and Theory of Competitive Advantage. The RBV reveals that the resources an organization, including its assets, capabilities and processes are fundamental in achieving as well as sustaining competitive advantage. In case of Rapido, the technological capabilities, operational processes and strategic partnerships of the organization are significant resources for getting rapid growth. This dissertation evaluates the way these resources are used for enhancing operational efficiency and leading customer satisfaction.


[bookmark: _Toc174643902][bookmark: _Toc176354573][bookmark: _Toc178333945]Chapter 2: Literature Review
[bookmark: _Toc176354574][bookmark: _Toc178333946][bookmark: _Toc174643903]2.0 Introduction
The chapter will highlight the viewpoints of several authors and showcase the factors and elements that lead to operational efficiency for the research study area. The review will highlight viewpoints, thoughts, findings, opinions and suggestions of various authors regarding service delivery by bike taxi. The main motive of this literature review is to identify the factors that are common for operational efficiency within bike taxi service sector. The viewpoints are supposed to act as the guidance framework based on which further survey will be conducted for this research.
[bookmark: _Toc176354575][bookmark: _Toc178333947]2.1 Concepts of Operational Efficiency for Bike Taxi
Operational efficiency in the bike taxi sector means optimal utilization of resources for delivering high-quality, cost-effective and timely services. It is highly critical for determining the success level of bike taxi companies. It directly impacts service delivery, customer satisfaction as well as profitability.
[bookmark: _Toc176354576][bookmark: _Toc178333948]2.1.1 Operational Efficiency Enhancement by Fleet Management for Bike Taxi
Effective fleet management is extremely important dimension to ensure that bike taxis are available as and when required at right time and right place. It includes strategic allocation as well as maintenance of vehicles for minimizing downtime and maximizing availability. As per Lee, Lee and Jung (2022), a well-maintained and managed fleet helps in reducing operational costs, enhancing service reliability and ensuring customer satisfaction. 
[bookmark: _Toc176354577][bookmark: _Toc178333949]2.1.2 Operational Efficiency Enhancement by Route Optimization for Bike Taxi
The bike taxi companies can take help of GPS technology and real-time data analytics to find the most efficient routes. It can help in reducing travel time as well as fuel consumption with effective route optimization (Yu et al., 2022). Efficient route optimization actually assists in better management of customer demand in peak-hour and control traffic congestion. Hence, it can facilitate in mitigating the common challenges of transportation issues of urban regions.
[bookmark: _Toc176354578][bookmark: _Toc178333950]2.1.3 Operational Efficiency Enhancement by Driver Allocation for Bike Taxi
Effective allocation of driver deals with allocating drivers strategically for the areas having high-demand. It ensures that drivers are available during peak hours. Hence, effective allocation of drivers helps in reducing wait times for customers and improving reliability of service. 
[bookmark: _Toc176354579][bookmark: _Toc178333951]2.1.4 Technology Integration for Bike Taxi Operational Efficiency
The bike taxi companies can use advanced technologies, which are real-time tracking systems, automated dispatching as well as digital payment solutions. Such technologies can facilitate in streamlining bike operations and brings improvement in service delivery. 
[bookmark: _Toc176354580][bookmark: _Toc178333952]2.1.5 Cost Efficiency leading to Operational Efficiency for Bike Taxi
According to Wamburu et al., (2021), cost efficiency leads to careful management of operational expenses. It can be done through effective fuel management, proper maintenance of vehicles and labor costs. This dimension assists in providing riding services to the customers in affordable manner. It can also help to sustain businesses profitability. Cost efficiency is attainable through purchasing bulk fuel, optimizing maintenance schedules along with utilization of energy-efficient vehicles.
[bookmark: _Toc174643904][bookmark: _Toc176354581][bookmark: _Toc178333953]2.2 Factors Influencing Operational Efficiency of Bike Taxi
Operational efficiency of bike taxi companies is influenced by different factors. These factors include technology, regulatory compliance, fleet management and external market conditions. Such factors can either improve or create barriers in the ability of bike taxi companies towards delivering efficient and consistent services.
[bookmark: _Toc176354582][bookmark: _Toc178333954]2.2.1 Technology Integration leading to Bike Taxi Operational Efficiency
Technology is a highly influential factor, which can have huge impact on operational efficiency of bike taxis. The use of GPS tracking, real-time data analytics along with mobile applications has helped in revolutionizing the management of bike taxi services and the way service delivered to customers. According to Yanocha, Mason and Hagen (2021), advanced technologies allow the bike taxi companies in optimizing routes, reducing wait times and improving overall service reliability. For example, real-time tracking technology helps the companies in monitoring the location of fleet. It also helps in adjusting the allocations of driver based on patterns of customer demand. The strength of the article is that it has focused on the application of real time data application on mobility. However, the study is limited to research only within low income cities.
[bookmark: _Toc176354583][bookmark: _Toc178333955]2.2.2 Regulatory Compliance leading to Bike Taxi Operational Impact
The regulatory compliances for bike taxi companies differs across different regions. Some regions impose strict licensing requirements, while others regions are somewhat lenient in case of regulations. Non-compliance with such regulations might lead to legal issues, fines and suspension of services. It can have significant impact on companies and disrupt business operations and efficiency. 
[bookmark: _Toc176354584][bookmark: _Toc178333956]2.2.3 Fleet Management leading to Bike Taxi Operational Efficiency
As per Haj Salah et al., (2021), fleet management deals with allocation of bikes strategically, regular maintenance of vehicles and effective management of driver schedules. Proper fleet management helps in making vehicles are available as and when required, which minimizes downtime and enhances service effectiveness. The study has provided an in-depth analysis on fleet allocation and route optimization, but it its limited in real world application.
[bookmark: _Toc176354585][bookmark: _Toc178333957]2.2.4 Market Conditions leading to Impact Bike Taxi Operational Efficiency
External market conditions like economic conditions, competition and fuel prices significantly influence on operational efficiency of bike taxis. Fluctuations in the prices of fuel directly impact on operating costs. The economic downturns can also impact the operational efficiency by reducing demand for bike taxi services. On the other hand, increasing competition from the competitor ride-sharing services like Uber and Ola can impose stringent competitive pressure on bike taxi operators. Such pressure leads to lower prices, which ultimately reduce profit margins and disrupt operational efficiency. 
[bookmark: _Toc176354586][bookmark: _Toc178333958]2.2.5 Driver Behavior and Performance leading to Bike Taxi Operational Efficiency
According to Dadipoor et al., (2020), the drivers, who comply with the traffic regulations, maintain reliability and deliver good customer service, can contribute in leading service efficiency. The predictive cross-sectional design of this study has founded the association between driver’s perception and driver’s behavior. However, the study did not include the external factors like traffic congestion, regulatory environment, which can affect driver’s performance.
[bookmark: _Toc174643905][bookmark: _Toc176354587][bookmark: _Toc178333959]2.3 Features of Bike Taxi for User Satisfaction
[bookmark: _Hlk174545227]User satisfaction is highly crucial factor for getting success in the bike taxi industry.  It can directly impact on customer loyalty, word-of-mouth promotion as well as overall market share. 
[bookmark: _Toc176354588][bookmark: _Toc178333960]2.3.1 Convenience
Convenience is extremely important drivers for user satisfaction in bike taxi sector. According to Dunga, Oni and Longe (2023), mobile applications are having huge contribution towards enhancing the convenience level of users to get ride information, navigate route map and book rides. It provides real-time information to user on ride availability, estimated arrival times and fare estimations. This study provides detailed information on electronic bookings and payment system, but there is absence of data on user experience. According to Statista.com (2024), 68% users use ride-hailing service because of the ease of use and 52% users use this service because of good price.
[bookmark: _Toc176354589][bookmark: _Toc178333961]2.3.2 Affordability
In price-sensitive markets, the cost of rides determines the level of customer loyalty. Bike taxis seem to be an affordable alternative mode of transportation as compared to traditional taxi services. Hence, in price sensitive market, bike taxis are attractive options for daily commuters for the budget-conscious customers. Companies that can maintain competitive pricing and discounts along with high-quality service for retaining customers and attracting new users. Ola has focused on offering competitive pricing strategies, which includes discounts and loyalty programs (Anirvinna and Deshmukh, 2020). This strategy has been effective for them to maintain a strong customer base. Such strategy on affordability is highly crucial in price-sensitive markets like India. In such market, daily passengers look for the best value for their money.
[bookmark: _Toc176354590][bookmark: _Toc178333962]2.3.3 Safety
According to World Health Organization (2023), 92% of car accidents of the world occur in low to middle income countries, where these countries have 60% of total vehicle of the world. Moreover, maximum of such accidents is found among vulnerable road users, which includes pedestrians, cyclists and motorcyclists. Users are highly concerned about their safety while taking a ride. The bike taxi operators need to confirm that their riding services align with highest safety standards. Such safety standards include providing helmets to passengers, adhering to traffic regulations and maintaining the vehicles in good condition. Bike taxi operators focus on implementation of safety measures like providing helmets, adherence to traffic rules along with conducting regular vehicle maintenance checks. Dalimunthe et al., (2022) stated that safety features help the bike taxi operators in building trust and creating satisfaction among customers. The systematic risk analysis method used in this study has identified different kinds of safety risks faced by customers. However, the self-reported data might have biases, which might lead to authenticity issue.
[bookmark: _Toc176354591][bookmark: _Toc178333963]2.3.4 Service Quality
High service quality is essential for positive user experiences. This includes punctuality, the behavior of drivers, and the overall condition of the bikes. Well-mannered drivers, timely arrivals and well-maintained vehicles contribute in enhanced user satisfaction. Furthermore, the convenience of customer support services like 24/7 helplines and in-app chat support can help in enhancing the overall quality of service. According to Bureau and ET (2024), bike taxies offer sustainable mobility solutions, which gives an opportunity to the customers to travel in an easy manner. As per China.jdpower.com, (2020), 41% users are most likely to cancel the trip, if the bike taxi is 5 minutes away and 50% users are likely to cancel is it is 10 minutes away from the user. The study also reveals the importance of customer service to retain valuable customers. As per this study, 90% of the customers do not want to contact the customer service of bike taxi operators with a perception that they will not solve the actual problem rather than giving some coupons and something. Hence, service quality is highly crucial for the bike taxi operators for the retention of valuable customers.
[bookmark: _Toc176354592][bookmark: _Toc178333964]2.3.5 Cutting Waiting Time
Customers prefer and even look for transportation services that are quick and easily available. In such a situation once, an organization focuses on service availability it can lead to customer satisfaction. However, in order to do so Adhyapak (2021) pointed out that efficiency in service can be achieved if quantity of point of service delivery can be increased. Therefore, for a bike taxi, the number of drivers need to be increased. On the other hand, Ranjan et al., (2023) pointed out that location and the area of service delivery is most important. This is because pool of service request depends on place and accordingly the delivery of service must be integrated with demand specific locations so that availability of service can be enhanced further. Therefore, these are the ways by which waiting time can be reduced for customers, which will lead to higher satisfaction. Moreover, an organization can also stay ahead of other competitors if it can reduce waiting time, as otherwise the switching probability of customers towards other competitors will come in effect. Reduction in waiting time can directly lead to better and enhanced customer experience, however this can be only achieved through better operational efficiency. According to Heineke et al., (2021) most of the users are motivated to take a ride on bike taxi with the fact that how quickly they can arrive on their destination. Quicker service availability can be the key differentiator for bike taxi operators in the highly competitive ride-sharing market. The strategies for reducing waiting times include increasing the availability of the drivers, optimization of app algorithms for better match riders with nearby drivers as well as increasing service coverage in high-demand regions.
[bookmark: _Toc176354593][bookmark: _Toc178333965]2.3.6 Cutting Price
[bookmark: _Toc174643906]Reducing prices seems to a strategic move for bike taxi operators, which can significantly help in enhancing customer satisfaction. It is especially highly important in cost-sensitive areas to gain customer attention and retain valuable customers. According to the viewpoint of Rajesh (2021), reducing in price directly lead to enhanced customer satisfaction, however it depends on the capability of resource allocation by the concerned organization. An organization that operates in service sector highly depends on two aspects in this modern operating environment, which are technology and human resource. Both factors are extremely important for an organization where the maximum financial resource is consumed. Service delivery based on online application requires a huge backend allocation of human resource. Therefore, reduction capability in price can be achieved only if resource optimization can be done. Reduction in price for customers indicates effect in internal operations, where technology is the most effective aspects that can reduce daily recurring operations. Therefore, reduction in human resource through digital transformation will lead to lesser financial resource consumption for internal operations, which would later lead to price stabilization. Therefore, it can be understood that reduction in price will create higher customer satisfaction, by which an organization can also stay ahead from its competitors. Higher the operational resource optimization higher will be the net profit, leading to higher customer satisfaction. For service-oriented companies, they need to increase operational efficiency through cutting price by which it can stay ahead from price wars, leading to higher customer satisfaction. According to Poddar, Mishra and Tandon (2020), customer journey map of bike taxi service can show significant improvements from 20 to 40 points in customer advocacy group through cost reduction by 15%-20%. Such cost reduction can help in retaining customers and attracting new customers, which can in turn help in increasing the overall business revenue of bike taxi operators. On the other hand, Katili, Robby and Handayani (2024) has focused on the relationship of customer satisfaction with loyalty program for ride hailing apps. As per this study, loyalty programs are used by bike taxi operators as an effective marketing tactics, which can help in building strong customer relationship.
2.3.7 Technology Integration
The integration of technology is highly important to enhance user satisfaction for the bike taxi operators. The utilization of GPS tracking, AI-driven algorithms and digital payment platforms has a significant impact on improved service efficiency as well as customer convenience. As per Liu et al. (2022), the order matching system using machine learning can help in increasing driver revenue and minimize customers waiting time by increasing customer satisfaction. According to Martin et al. (2023), most of the users prefer for digital payment for the ease of transaction. Such technological advancements have improved the reliability of service and has developed customer trust as well as satisfaction. However, the issues of data privacy along with cybersecurity need to be managed for getting sustained benefits.
[bookmark: _Toc176354594][bookmark: _Toc178333966]2.4 Theories Applicable for Enhancing Operational Efficiency
The theories like Resource-Based View (RBV) and Porter’s Generic Strategy framework can provide an understanding about the competitive dynamics of bike taxi operators. It can offer strategies to be employed for achieving sustainable competitive advantage.
[bookmark: _Toc176354595][bookmark: _Toc178333967]2.4.1 Resource-Based View (RBV)
The Resource-Based View (RBV) is focused on the importance of an organization’s internal resources and capabilities, which can act as the primary drivers towards leading competitive advantage. As per this theory, the unique resources of organization like technology, human capital, and brand reputation and others are extremely important. Such resources and capabilities can be categorized into valuable, rare, imitable and organized for assessing their ability towards leading competitive advantage (Varadarajan, 2020). In case of transportation sector, the organizations can use technological platforms, effective algorithms for route optimization and recognized customer base as their primary resources for differentiating themselves in industry. The brand reputation and customer trust can be considered a valuable and rare resource for bike taxi operators, which they need to build over time. The operators with a strong brand recognition and are popular for their reliability, safety and customer service can attract and retain more customers as compared to other competitors.
[bookmark: _Toc176354596][bookmark: _Toc178333968]2.4.2 Porter’s Generic Strategy Theory
Porter’s Generic Strategy defines three important strategies for organizations, which can be used for achieving a competitive advantage. The strategies are cost leadership, differentiation and focus.
Cost Leadership: A cost leadership strategy suggests for being the lowest-cost producer within the industry by maintaining standard levels of service quality. In case of bike taxi companies, they can attain cost leadership through optimization of its operations. It can be done through reducing overhead costs and using economies of scale. Efficient use of route planning and fuel-efficient vehicles can help in saving cost in this sector (Dong et al., 2020). The operators adopting cost leadership strategy are able to offer rides at lower prices to customers. Hence, they can attract price-sensitive customers and gain increased market share.
Differentiation: Differentiation strategy suggest to offer unique products or services to the customers, which are distinct as compared to competitors (Islami, Mustafa and Topuzovska Latkovikj, 2020). In bike taxi sector, the organizations can lead differentiation by involving innovative features like advanced mobile applications, superior customer service and improved safety measures. The operators can be different in industry by offering premium service with highly trained drivers, luxury vehicles and additional safety features in terms of helmets with communication devices. 
Focus Strategy: Focus strategy deals with targeting a niche market and tailoring services for meeting the needs of that target market. In case of bike taxi operators, the organizations can target specific customer segments like college students, office commuters as well as tourists. The organizations can develop dedicated ride services like discounted rides for the students, subscription plans for regular passengers or guided tours for tourists for these targeted customers to lead competitive advantage (Shen et al., 2021). 
[image: Porter's Generic Strategies EXPLAINED with EXAMPLES | B2U]
Figure 1: Porter’s Generic Framework
 (Source: Islami, Mustafa and Topuzovska Latkovikj, 2020)


[bookmark: _Toc174643907][bookmark: _Toc176354597][bookmark: _Toc178333969]2.5 Impact of Regulatory Environment on Bike Taxi Operations
The regulatory environment shapes the operational process and growth of the bike taxi sector. In emerging countries, the bike taxi sector is to operate within complex and dynamic regulatory landscape. Different states have their own set of rules and regulations for governing and managing the operation of bike taxis. Such regulations can impact on bike taxi operations in both positive as well as negative way. It depends on the type of regulations and the ability of organizations towards adapting with them.
[bookmark: _Toc176354598][bookmark: _Toc178333970]2.5.1 Regulatory Challenges
Lack of uniform regulations across different regions is the most challenging regulatory issue faced by the bike taxi operators. Some states impose stringent regulations on bike taxis and provide clear guidelines for vehicle operation.  However, some other regions ate little lenient on the operation of bike taxi services. As per Lombardo (2022), regulatory challenges might disrupt operations, which can lead to legal issues and financial losses for organizations. The study provides a comprehensive understanding on the regulatory framework governing the transportation companies like Uber. However, the article has limited geographical scope, as it is conducted on those areas, where Uber and similar companies operate and not on other regions.
[bookmark: _Toc176354599][bookmark: _Toc178333971]2.5.2 Positive Impacts of Regulation
Well-regulated regulatory environment can positively impact on bike taxi operators. Such regulations ensure user safety, promote fair competition and foster consumer trust. Lala, Suparman and Purnawan (2022) stated that the regulations, which makes safety measures as mandatory factor can help in protecting both riders and passengers. Moreover, such regulations also help in enhancing the overall safety of bike taxi services through including the provision of helmets and adherence to traffic regulations. On the other hand, van Waes, Farla and Raven (2020) opined that regulations promote transparency in service, where drivers need to undergo a background checks as well as vehicle inspections for better safety. It can actually enhance the customers’ confidence on the service. The study has provided an in-depth understanding on the way bike sharing companies deal with regulatory issues and its impact on company, it did not include user perspectives.
[bookmark: _Toc174643908][bookmark: _Toc176354600][bookmark: _Toc178333972]2.6 Challenges of Operating Bike Taxi
The bike taxi industry is quite innovative and is getting increasing popularity in many urban regions. However, at the same time, it is also facing several challenges, which can create barriers for its business growth as well as operational efficiency. 
[bookmark: _Toc176354601][bookmark: _Toc178333973]2.6.1 Regulatory Hurdles
[bookmark: _Hlk174618250]Bike taxi operators often face is inconsistent and restrictive regulatory environment. The problem lies in different states impose varying regulations on the operation of bike taxis. Some states embrace the bike taxi service while other states impose stringent regulations on the operation. Such lack of uniformity leads to uncertainty for the business operators and lead to several legal challenges, which can disrupt services. 
[bookmark: _Toc176354602][bookmark: _Toc178333974]2.6.2 Safety Concerns
Safety is one of the major challenges faced by bike taxi operators. Unlike other vehicles, bikes can provide less protection to users in the event of an accident. It makes safety an important concern for both the organization as well as customers. According to Ntramah et al., (2023), all the drivers need to adhere to traffic rules, use helmets and operate well-maintained vehicles for providing safety. The fear of risk associated with bike taxis can discourage the potential customers to book the bikes. It is happened specially in the areas, where road safety is a major concern. The has focused on both safety as well as environmental impact of bike taxis, but it could not provide affective solutions.
[bookmark: _Toc176354603][bookmark: _Toc178333975]2.6.3 Market Competition
The bike taxi industry is highly competitive. Along with other bike taxi operators, competitive pressure also comes from other traditional taxis operators, ride-sharing platforms as well as public transportation. Such intense competition leads to price wars among the operators and reduce the profit margins from business. The existence of large and established competitors in the ride-sharing industry like Uber and Ola contributes in this competitive pressure. Such operators are having resources for offering aggressive pricing as well as promotional strategies (Zhao et al., 2022). This study has explored ways of optimizing pricing strategies for attracting customers, but it has not considered the external market factors, which can affect the pricing strategies.
[bookmark: _Toc176354604][bookmark: _Toc178333976]2.6.4 Logistical Issues
The logistical challenges in terms of traffic congestion, insufficient infrastructure and changing demand can have impact on the operational efficiency of bike taxi services. In high populated urban regions, traffic congestion leads to longer travel times, which increases fuel consumption and reduces reliability of bike taxi services. Furthermore, insufficient parking facilities and poorly maintained roads leads to complication in operation. 
[bookmark: _Toc176354605][bookmark: _Toc178333977]2.6.5 Customer Trust and Satisfaction
Another significant challenge that bike taxi operators face is building and maintaining customer trust and satisfaction. The issues like unreliable service quality, poor behavior of drivers and safety concerns have negative impact on customer satisfaction, which can lead to business loss. Furthermore, Shao et al., (2022) stated that negative reviews, poor word-of-mouth, and low customer retention rates can undermine a company’s reputation and competitive position.
[bookmark: _Toc174643909][bookmark: _Toc176354606][bookmark: _Toc178333978]2.7 Suggestions to Enhance Operational Efficiency
The bike taxi operators need to consider several strategies for overcoming the challenges and enhance both operational efficiency as well as customer satisfaction. 
[bookmark: _Toc176354607][bookmark: _Toc178333979]2.7.1 Regulatory Compliance and Advocacy
The bike taxi operators should prioritize the compliance with local laws and regulations for avoiding the regulatory challenges. Formation of industry associations or operating with existing trade bodies might help in lobbying and get favorable regulations for the bike taxi operations in different areas. Moreover, the operators should make investment in compliance management systems. It can help in streamlining the process of obtaining permits, maintaining records and ensuring compliance with safety standards. 
[bookmark: _Toc176354608][bookmark: _Toc178333980]2.7.2 Safety Enhancements
Enhancement of safety measures is highly crucial for sustainable business operations. It can be done through offering safety training to the drivers, regular vehicle inspections and including the provision of helmets for both drivers as well as passengers. Investment in advanced safety technologies like collision avoidance systems as well as GPS-based safety tracking can help in enhancing safety. 
[bookmark: _Toc176354609][bookmark: _Toc178333981]2.7.3 Leveraging Technology for Operational Efficiency
The bike taxi operators should invest in advanced fleet management systems. Such fleet management needs to include real-time data analytics for optimizing route planning, reducing idle time and improving fuel efficiency. Furthermore, predictive analytics can be utilized for forecasting demand patterns of customers. It can also allow the operators in allocating resources more efficiently and reduce the risk of resource waste. The operators should also integrate digital payment systems along with mobile applications to offer seamless booking, real-time tracking and option of customer feedback mechanisms. It can help in improving the overall user experience as well as customer satisfaction.
[bookmark: _Toc176354610][bookmark: _Toc178333982]2.7.4 Strategic Pricing and Promotions
The bike taxi operators should develop strategic pricing models through balancing affordability with profitability for competing in highly competitive market. The dynamic pricing deals with adjusting fares based on customer demand. Such pricing can help in optimizing revenue during peak periods and offering discounts at the time of off-peak times towards attracting more customers. Furthermore, the use of promotional offers, loyalty programs and referral incentives can help in attracting new customers and retaining existing ones. 
[bookmark: _Toc176354611][bookmark: _Toc178333983]2.7.5 Enhancing Service Quality
Consistent service quality is extremely important to build customer loyalty and satisfaction. The operators need to invest in driver training programs, where focus should be based on customer service, practices of safe driving and compliance with organizational policies. On the other hand, consistent performance evaluations and incentivizing high-performing drivers can help in motivating drivers towards maintaining high service standards. 
[bookmark: _Toc176354612][bookmark: _Toc178333984]2.7.6 Building Strong Relationships with Drivers
The drivers, who remain at the frontline of bike taxi organizations needs to be satisfied and engaged for conducting a smooth and successful business. Hence, the organizations should build strong relationships with their associated drivers. It can be done through offering fair compensation, flexible working hours and providing opportunities for professional development.


[bookmark: _Toc176354613][bookmark: _Toc178333985]2.8 Outcomes from Literature
	Concepts of Operational Efficiency for Bike Taxi (RO1)

	Fleet Management
	Route Optimization
	Driver Allocation
	Technology Integration
	Cost Efficiency

	Factors Influencing Operational Efficiency of Bike Taxi (RO2)

	Technology Integration
	Regulatory Compliance
	Fleet Management
	Market Conditions
	Driver Behavior and Performance

	Features of Bike Taxi for User Satisfaction (RO3)

	Convenience
	Affordability
	Safety
	Service Quality
	Cutting Waiting Time
	Cutting Price

	Challenges of Operating Bike Taxi (RO4)

	Regulatory Hurdles
	Safety Concerns
	Market Competition
	Logistical Issues
	Customer Trust and Satisfaction

	Suggestions to Enhance Operational Efficiency (RO5)

	Regulatory Compliance and Advocacy
	Safety Enhancements
	Leveraging Technology for Operational Efficiency
	Strategic Pricing and Promotions
	Enhancing Service Quality
	Building Strong Relationships with Drivers


Table 1: Literature Outcome
The above table shows all the elements of operation efficiency that would lead to better customer satisfaction. The table is based on the literature conducted in the earlier part of the section. Based on these elements the data analysis has been conducted in determine which factors or elements of operational efficiency is being followed by Rapido in India. Based on the gap, final recommendations will be created in support of the organization so that better operational efficiency can be achieved.

[bookmark: _Toc176354614][bookmark: _Toc178333986]2.9 Literature Framework
OPERATIONAL EFFICIENCY
CUSTOMER SATISFACTION
Convenience
Affordability
Safety
Service Quality
Cutting Waiting Time
Cutting Price
Safety Concerns
Customer Trust
Driver Behavior
Fleet Management
Route Optimization
Driver Allocation
Technology Integration
Cost Efficiency
Regulatory Compliance
Market Conditions
Factors of Operational Efficiency
Factors of Customer Satisfaction

Figure 2: Literature Framework
(Source: Author)
[bookmark: _Toc174643911][bookmark: _Toc176354615][bookmark: _Toc178333987]2.10 Gap of Literature Review
The previous literature broadly covers the operational efficiency and customer satisfaction of various industries, which includes ride-sharing and traditional taxi services. However, there is still a significant gap in research, which is focused on the bike taxi segment in merging market. There are limited studies conducted on exploring the challenges and opportunities of bike taxi services. In this context, this dissertation takes an initiative of filling these gaps through providing an in-depth evaluation of these aspects and offering new avenues into bike taxi industry.
[bookmark: _Toc176354616][bookmark: _Toc178333988]2.11 Summary
While summing up the literature, it can be identified that most of the authors have emphasized on factors such as Fleet Management, Route Optimization, Driver Allocation, Technology Integration, Cost Efficiency, Regulatory Compliance, Market Conditions, Driver Behavior and Performance to be the main elements based on which operational efficiency of a general bike taxi depends. The research will therefore consider all these factors to analyze whether Rapido follows the same. All these factors will help in determining the research objectives whether those are met or not. Moreover, based on the factors of customer satisfaction, which are Convenience, Affordability, Safety, Service Quality, Cutting Waiting Time and Cutting Price the research will conduct a survey to quantify the success of the operational efficiency. The literature review has acted as the framework to identify all the elements which create operational efficiency for bike taxi.
It is to be noted that not all the factors identified in the literature will be applicable for Rapido and due to this the research findings will highlight only those which are relevant and being followed by the company in India according to the responses from survey. Also, this literature will be helpful in identifying the service gap areas, which will be finally addressed by following the suggestions mentioned by different authors in the review. The recommendations and suggestions will be tailored to Rapido in order to enhance its operational efficiency.


[bookmark: _Toc176354617][bookmark: _Toc178333989]Chapter 3: Research Methodology
[bookmark: _Toc176354618][bookmark: _Toc178333990]3.1 Research Philosophy
Research philosophy defines a set of principles, assumption and beliefs, which guides the approaches of a researcher while conducting a research. There are three types of research philosophy, which are positivism, interpretivism and realism. Positivism philosophy focuses on the factual knowledge gained through observation (Khatri, 2020). Interpretivism philosophy is a belief that reality is a subject, which is constructed socially. On the other hand, realism philosophy focuses on explaining the underlying causes, which generates the observed phenomenon. 
The research philosophy behind this study is positivism. Positivism makes an assertation that reality is objective. It also indicates that reality can be observed and empirically measured according to data that is quantifiable. This philosophy is particularly related to this study as it involves analyzing operational efficiency of the company. This philosophy has been helpful for analyzing customer satisfaction in Rapido bike taxi services. Through considering a positivist approach, the study focuses on test existing theories. It has concentrated on theories such as the Resource-Based View (RBV) and Porter’s Generic Strategies, related to the context of Rapido business model. The focus on objective data collection and analysis made sure that the findings were reliable. Also, findings were generalized to similar aspects within the industry. This philosophy related with the deductive approach used in the study.
[bookmark: _Toc176354619][bookmark: _Toc178333991]3.2 Research Approach
Research approach defines the plans and procedures to be selected by a researcher while collecting, analyzing and interpreting data. There are two types of research approaches for conducting research study, which are inductive approach and deductive approach. In case of inductive approach, research remains involved in gathering and analyzing the pattern of data and then developing hypothesis or theories based on that data (Vaughn and Jacquez, 2020). On the other hand, deductive approach is associated with a structured research method in which researcher remains involved in testing the existing theories or hypothesis.
This study has adopted the deductive approach. This approach is based on the testing of theories findings derived from existing literature. The deductive approach started with a broad theory, such as the Resource-Based View (RBV) or Porter’s Generic Strategies and narrowed down to specific findings that are tested through empirical observation. In the context of this research, the deductive approach was appropriate. This is because it allowed the study to make a test of the applicability of these theories to the operational efficiency and customer satisfaction of Rapido. The approach ensured a structured methodology. The findings were tested against the data collected through surveys and secondary sources. This process helped in confirming and refuting the theoretical assumptions. Ultimately it led to the conclusions that contributed to both academic knowledge and practical implications in the bike taxi industry.
[bookmark: _Toc176354620][bookmark: _Toc178333992]3.3 Research Design
Research design defines the overall plans to conduct a research, which involves methods and techniques of collecting and analyzing data. There are three types of research design, which are explanatory, exploratory and descriptive. Explanatory design is aimed at identifying the relationship between two variables. Exploratory design helps in gaining insight into the problem before getting involves in conducting research (Rezigalla, 2020). On the other hand, descriptive design is used for determining the characteristics of a specific phenomenon. 
The research design for this study has been descriptive. Descriptive research aimed to systematically describe phenomena as they exist. This helped in providing a detailed understanding of the characteristics and behaviors of the topic under study. In this case, the study focused on the operational efficiency and customer satisfaction of Rapido bike taxi services in India. The descriptive design has been perfect for understanding the current aspect of these variables. This identified the patterns and drew conclusions regarding the factors that influenced those. Through focusing on a descriptive design, the study highlighted the distinctions of customer experiences, service quality and business strategies. The design selected also showcased an overall analysis of Rapido operations. The design also supported the mixed-methods approach. This allowed both quantitative and qualitative data to be collected and analyzed.
[bookmark: _Toc176354621][bookmark: _Toc178333993]3.4 Data Collection
The data collection method for this study employs a mixed-methods approach, combining both primary and secondary data.
[bookmark: _Toc176354622][bookmark: _Toc178333994]3.4.1 Primary Data Collection

[bookmark: _Toc176354623][bookmark: _Toc178333995]3.4.2 Secondary Data Collection
The primary data collection was done through a structured survey using rating scale from 1 to 10. The questionnaire was distributed within 42 customers of Rapido in India. The survey included 27 questions focusing on various aspects like convenience, affordability, safety, service quality and customer satisfaction. The structured survey helped in the collection of standardized data. This helped in the identification of patterns and trends in customer behavior and satisfaction. This quantitative data provided measurable insights regarding the experiences and perceptions of customers of Rapido bike taxi services in India.
The Secondary Data Collection was gathered from existing literature. This included articles, reports, and case studies related to operational efficiency, customer satisfaction and business strategies in the bike taxi industry. Academic journals, industry reports and credible online sources were used to gather relevant information. Secondary data provided context and supported the primary data through delivering theoretical and empirical evidence on the topics under study (GHR and Aithal, 2022).
[bookmark: _Toc176354624][bookmark: _Toc178333996]3.5 Sample Size and Sampling
The sampling method considered in this study was non-probability purposive sampling. Purposive sampling was done through selecting participants based on specific characteristics or criteria relevant to the research objectives. In this dissertation the criteria were the customers of Rapido who have used their bike taxi services in India. The purposive sampling method was chosen because it helped in the selection of respondents who provided relevant and perceptive data regarding the operational efficiency and customer satisfaction of Rapido’s bike taxi services. This method made it sure that the sample was directly aligned with the research focus. This made the findings more applicable and targeted. Customers were selected based on their usage of Rapido bike taxi services within the last six months. This was done to ensure their experiences are recent and relevant. Respondents were approached through online platforms such as email or social media where the survey was distributed.
The sample size for this study was determined to be 42 customers of Rapido in India. A sample size of 42 was considered sufficient to gather several customer experiences and perceptions and manageable for analysis. This size ensured that the data collected was statistically significant and could provide reliable insights on the operational efficiency and customer satisfaction levels of Rapido. Considering the resources and available time for this study, the sample of 42 respondents was feasible for both data collection and analysis. The sample was expected to include a diverse group of respondents. It included respondents from several age, gender and frequency of use of Rapido. It created a good understanding of customer experiences.
[bookmark: _Toc176354625][bookmark: _Toc178333997]3.6 Data Analysis Method
The data analysis method for this study involved both quantitative and qualitative approaches. This aligned with the mixed-methods design. The primary data collected through the survey was analyzed using descriptive statistics. This included such as mean, median, and standard deviation to summarize the responses. In this way quantitative data analysis was done. Moreover, simple graphs and charts, such as bar charts and pie charts were utilized to visually represent the distribution of responses as per the ratings given by customers. Microsoft Excel was used for data analysis. The quantitative analysis helped in identifying patterns and relationships. Patterns between variables like operational efficiency, customer satisfaction and service quality were identified. These offered insights regarding the overall performance of Rapido bike taxi services. The secondary data was analyzed through thematic analysis. Here main themes and patterns related to operational efficiency and customer satisfaction were identified. In this way qualitative data analysis was done. Qualitative analysis of the literature helped in understanding the wider context and supported the interpretation of the quantitative findings
[bookmark: _Toc176354626][bookmark: _Toc178333998]3.7 Ethical Consideration
Ethical considerations were very important in this research to ensure the integrity and credibility of the study (Husband, 2020).
	Ethical Aspects
	Explanation
	Relevance

	Informed Consent
	· All participants in the survey are informed about the purpose of the study, their role, and their right to withdraw at any time
	· Ensured voluntary participation and respects the autonomy of respondents

	Confidentiality
	· The personal information and responses of participants are kept confidential and are used solely for research purposes
	· Protected the privacy of participants and builds trust in the research process

	Data Integrity
	· The data collected is accurately recorded, stored securely, and analyzed objectively without manipulation
	· Maintained the validity and reliability of the research findings





[bookmark: _Toc178333999]Chapter 4: Data Analysis and Findings
[bookmark: _Toc178334000]4.1 Introduction
Chapter 4 presents the analysis and findings of this research based on both primary and secondary data. The primary data consists of survey responses from 42 Rapido customers, evaluating key aspects such as convenience, affordability, safety, service quality, and overall satisfaction. This data will be analyzed to understand the operational efficiency and user satisfaction of Rapido bike taxi services. Secondary data will be collected from literature, online websites and will be used to compare the primary findings. It will assess the way how business strategies of Rapido will align with RBV and Porter’s Generic Strategy Theory. The analysis will address each research question. Analysis will focus on factors that influences operational efficiency, features of user satisfaction and the challenges that Rapido faces. The chapter will conclude with the main findings that would enhance services of Rapido.
[bookmark: _Toc178334001]4.2 Descriptive Statistics Findings
	Survey Question No.
	Mean
	Median
	Standard Deviation

	1
	8.71
	10
	2.5

	2
	8.48
	10
	2.34

	3
	8.26
	9.5
	2.39

	4
	8.37
	9
	2.35

	5
	8.24
	9
	2.28

	6
	8.29
	9
	2.46

	7
	8.24
	9
	2.44

	8
	8
	9
	2.57

	9
	8.29
	9
	2.32

	10
	8.48
	9.5
	2.29

	11
	8.6
	10
	2.15

	12
	8.6
	10
	2.13

	13
	8.17
	9
	2.39

	14
	8.38
	9
	2.23

	15
	8.38
	10
	2.46

	16
	8.5
	9.5
	2.24

	17
	7.88
	9
	2.87

	18
	8.29
	10
	2.3

	19
	8.31
	10
	2.49

	20
	8.46
	9
	2.17

	21
	8.62
	9.5
	2.12

	22
	8.62
	9
	2.02

	23
	8.48
	9
	2.13

	24
	8.49
	9
	2.23

	25
	8.63
	9
	1.92

	26
	8.41
	9
	2.22

	27
	8.5
	9
	2.09




2


2






[bookmark: _Toc178334002]4.3 Implications of Primary Data Analysis
	Survey Question
	Related Feature
	Graphical Representation
	Implication of Statistical Data

	The Rapido app is easy to navigate and use for booking rides (Mean: 8.71, Median: 10, SD: 2.5)
	Convenience
	
	High satisfaction with the app interface, but variability suggests improvements needed for consistency across users.

	Booking a ride through Rapido is convenient for my daily transportation needs (Mean: 8.48, Median: 10, SD: 2.34)
	Convenience
	
	Overall convenience is perceived positively, but some users may face issues due to availability during peak times.

	The availability of Rapido bikes in my area meets my expectations (Mean: 8.26, Median: 9.5, SD: 2.39)
	Convenience
	
	Bike availability is satisfactory for most, but Rapido may need to expand services in certain areas to minimize dissatisfaction.

	The pricing of Rapido rides is affordable compared to other transportation options (Mean: 8.37, Median: 9, SD: 2.35)
	Affordability
	
	Competitive pricing is well-received, but some variability indicates that users in certain regions may find the service less affordable.

	I find the fare structure of Rapido to be transparent and reasonable (Mean: 8.24, Median: 9, SD: 2.28)
	Affordability
	
	Most users find the fare structure transparent, but continuous monitoring of pricing policies is needed to ensure clarity and fairness.

	Rapido offers good value for money considering the service provided (Mean: 8.29, Median: 9, SD: 2.46)
	Affordability
	
	Users generally perceive good value for money, but ongoing promotions may be required to address the variability seen in responses.

	I feel safe while riding with Rapido bike taxis (Mean: 8.24, Median: 9, SD: 2.44)
	Safety
	
	Users feel safe, but a higher standard deviation indicates some concerns about safety, which may relate to regional driver behavior or road conditions.

	The provision of helmets and adherence to traffic regulations by Rapido drivers enhances my safety (Mean: 8, Median: 9, SD: 2.57)
	Safety
	
	Safety measures like helmets are appreciated, but improving adherence to traffic regulations could further enhance user safety.

	Safety is a top priority for Rapido, and it reflects in their services (Mean: 8.29, Median: 9, SD: 2.32)
	Safety
	
	Positive perceptions of safety, though some users feel that additional safety features could be implemented to boost confidence.

	The bikes provided by Rapido are well-maintained and clean (Mean: 8.48, Median: 9.5, SD: 2.29)
	Service Quality
	
	Users are generally satisfied with bike maintenance, but Rapido should ensure consistent bike cleanliness across regions.

	The punctuality of Rapido drivers meets my expectations (Mean: 8.6, Median: 10, SD: 2.15)
	Service Quality
	
	High punctuality ratings, but some variation suggests that improving driver timeliness in peak times or busy areas could further enhance satisfaction.

	Overall, I am satisfied with the quality of service provided by Rapido (Mean: 8.6, Median: 10, SD: 2.13)
	Service Quality
	
	High satisfaction with overall service quality, but consistency across the customer base needs to be maintained to avoid dissatisfaction.

	The waiting time for booking a Rapido ride is generally short (Mean: 8.17, Median: 9, SD: 2.39)
	Cutting Waiting Time
	
	Waiting times are acceptable for most users, but improvements in allocation algorithms could further reduce waiting times during peak hours.

	I am satisfied with the speed at which a Rapido bike is allocated after booking (Mean: 8.38, Median: 9, SD: 2.23)
	Cutting Waiting Time
	
	Users appreciate fast bike allocation, but further enhancements in speed could address concerns among a small group of dissatisfied users.

	The GPS tracking on the Rapido app accurately reflects the arrival time of the bike (Mean: 8.38, Median: 10, SD: 2.46)
	Cutting Waiting Time
	
	Most users find GPS tracking reliable, but occasional inaccuracies in tracking may create frustration among certain users.

	Rapido’s pricing policies help in reducing my overall transportation costs (Mean: 8.5, Median: 9.5, SD: 2.24)
	Cutting Price
	
	Pricing policies are largely effective, but offering frequent promotions could mitigate dissatisfaction among price-sensitive users.

	The frequent discounts and promotions offered by Rapido make the service more attractive (Mean: 7.88, Median: 9, SD: 2.87)
	Cutting Price
	
	Discounts are valued, but the high standard deviation suggests that more regular promotions could appeal to a broader customer base.

	I believe that Rapido offers competitive pricing compared to similar services (Mean: 8.29, Median: 10, SD: 2.3)
	Cutting Price
	
	Competitive pricing is positively perceived, though variability in responses suggests occasional lapses in perceived value.

	I am concerned about the safety measures taken by Rapido during rides (Mean: 8.31, Median: 10, SD: 2.49)
	Safety Concerns
	
	High mean and median scores reflect positive safety perceptions, but additional safety measures may be needed to alleviate concerns among some users.

	The driver’s adherence to traffic rules influences my decision to use Rapido (Mean: 8.46, Median: 9, SD: 2.17)
	Safety Concerns
	
	Adherence to traffic rules is a key factor in customer decision-making, though the standard deviation suggests that stricter enforcement could be beneficial.

	I would like to see more safety features implemented by Rapido (Mean: 8.62, Median: 9.5, SD: 2.12)
	Safety Concerns
	
	Users desire additional safety features, and Rapido could benefit from implementing more visible and proactive safety measures.

	I trust Rapido to provide a reliable transportation service (Mean: 8.62, Median: 9, SD: 2.02)
	Customer Trust and Satisfaction
	
	High levels of trust in Rapido’s reliability, with a relatively low standard deviation, indicate consistent service delivery.

	My experiences with Rapido have consistently met or exceeded my expectations (Mean: 8.48, Median: 9, SD: 2.13)
	Customer Trust and Satisfaction
	
	Overall satisfaction is strong, but further efforts to maintain service quality could ensure that all user expectations are met.

	I would recommend Rapido to others based on my satisfaction with their services (Mean: 8.49, Median: 9, SD: 2.23)
	Customer Trust and Satisfaction
	
	High likelihood of user recommendation, though variability in experiences suggests that consistent service delivery remains a key focus.

	Rapido drivers are polite and professional during rides (Mean: 8.63, Median: 9, SD: 1.92)
	Driver Behavior and Performance
	
	Driver professionalism is appreciated, with relatively low variation, indicating that training programs are effective in maintaining high service standards.

	The driving behavior of Rapido drivers makes me feel comfortable and safe (Mean: 8.41, Median: 9, SD: 2.22)
	Driver Behavior and Performance
	
	Driving behavior is generally well-regarded, though targeted training could address variability in perceptions of driver safety.

	I am satisfied with the overall performance of Rapido drivers (Mean: 8.5, Median: 9, SD: 2.09)
	Driver Behavior and Performance
	
	High satisfaction with driver performance overall, but further training and monitoring could address minor concerns among some users.





[bookmark: _Toc178334003]4.4 Secondary Data Analysis
	Factor
	Related Feature
	Implications of Statistical Data

	Convenience
	· Rapido offers real-time tracking, quick booking, and ride-sharing features for ease of use (Rapido, 2024).
	· This contributes to improved urban mobility by reducing traffic congestion and offering last-mile connectivity for commuters.
· Customers cite high satisfaction​.

	Affordability
	· Dynamic pricing based on demand and supply; cost-efficient compared to other forms of transport (Jain, Garg and Metkar, 2024).
	· Rapido is preferred by budget-conscious users, especially in Tier 2 cities, where affordability drives high usage​

	Safety
	· Mandatory helmets, SOS features, and real-time location tracking are integrated into the app (Jain, 2024).
	· Enhanced safety features have built trust among users, though occasional concerns about driver behavior​.

	Service Quality
	· User-friendly app, responsive customer support, and driver training programs (Rapido Labs, 2024).
	· Improvements in service quality contribute to higher retention rates.
· Customer satisfaction scores are positively impacted by consistent service​.

	Cutting Waiting Time
	· Predictive analytics optimize ride allocation and minimize wait times (Nextleap, 2023).
	· Reduced wait times enhance user experience, especially in densely populated cities.
· This feature is crucial in retaining customers​.

	Cutting Price
	· Dynamic pricing and lower per-kilometer rates compared to taxis and auto-rickshaws (Nandy, 2024).
	· Competitive pricing attracts price-sensitive users, further increasing Rapido's market share in the transportation sector​.

	Safety Concerns
	· Some concerns persist, particularly in terms of driver behavior and night-time safety (Mouthshut, 2024).
	· While safety features have been implemented, continuous driver monitoring and feedback mechanisms are required to mitigate ongoing concerns​.

	Customer Trust
	· Transparency in pricing, app features such as tracking and reviews help build trust.
	· Rapido’s trust levels are high due to consistent performance, but occasional complaints about fare fluctuations may impact customer trust temporarily​.

	Driver Behavior
	· Drivers are trained, but there are occasional reports of negative behavior, which affects user ratings and trust.
	· Continuous improvement in driver behavior and regular training can positively influence customer satisfaction​.

	Customer Satisfaction
	· High ratings on convenience, affordability, and service quality; occasional concerns about safety and driver behavior.
	· Overall customer satisfaction is high, with suggestions for improvement in the consistency of service and driver professionalism​.





[bookmark: _Toc178334004]4.5 Discussion of Primary Data (Survey Results)
[bookmark: _Toc178334005]4.5.1 Convenience
The convenience of using Rapido is reflected in the high mean scores for the survey questions in this category. The mean for "The Rapido app is easy to navigate" stands at 8.71, indicating strong user satisfaction with the platform's interface. The median value of 10 suggests that many users rated the app very highly, though the standard deviation (2.5) points to some level of dissatisfaction among a few users. This variation could arise from factors such as app glitches or region-specific challenges in navigating the app. From the literature review, it has been found that convenience is a key factor in user satisfaction, especially for ride-hailing services. Technologies like GPS integration and real-time tracking improve fleet management, ensuring a smooth user experience. Given the generally positive feedback, Rapido should focus on minimizing app-related issues for a subset of users who reported lower scores, potentially by improving the app’s performance in low-network areas or offering a simpler user interface.
[bookmark: _Toc178334006]4.5.2 Affordability
Rapido's affordability is positively perceived by customers, as evidenced by the mean score of 8.37 for the question on pricing compared to other transportation options. The median score of 9 further highlights that most users find Rapido’s pricing to be competitive. However, the standard deviation of 2.35 indicates some variability, with a portion of users finding the service less affordable. From the literature review, it has been found that according to Porter’s Generic Strategy Theory, competitive pricing is crucial for maintaining a cost leadership strategy. Rapido’s ability to offer affordable services while maintaining quality directly influences its user satisfaction and market share. Rapido’s pricing strategy is largely effective, but periodic discounts and promotional offers could address the concerns of the users who feel the service could be more affordable. This would also strengthen customer retention in price-sensitive markets.
[bookmark: _Toc178334007]4.5.3 Safety
Safety perceptions among users are generally positive, with a mean score of 8.24 for "I feel safe while riding with Rapido." The median score of 9 again reflects a high level of trust in safety measures. However, the standard deviation of 2.44 shows a wider spread in responses, indicating that some customers have concerns about safety, likely relating to driver behavior or road conditions. From the literature review, it has been found that safety is a critical element in operational efficiency, especially in the context of regulatory compliance and driver training. The literature emphasizes the importance of adhering to traffic regulations and providing safety gear, which is echoed in the survey results. Rapido should enhance driver training and emphasize strict adherence to safety protocols, especially in regions where the standard deviation suggests lower confidence in safety. More visible safety measures, such as mandatory helmet usage, could further boost user confidence.
[bookmark: _Toc178334008]4.5.4 Service Quality
The overall service quality of Rapido is rated highly, with a mean of 8.6 for both "The punctuality of Rapido drivers" and "Overall, I am satisfied with the quality of service." The median score of 10 indicates that the majority of customers are extremely satisfied, although a standard deviation of 2.13 shows some minor concerns about consistency in service quality. From the literature review, it has been found that the Resource-Based View (RBV) emphasizes that high service quality, supported by well-maintained resources (such as bikes and technology), leads to sustainable competitive advantage. Rapido’s ability to provide clean and well-maintained bikes, along with punctual service, aligns with these theoretical insights. Rapido should maintain high service standards and work to reduce variability in user experiences by ensuring punctuality and vehicle maintenance across all regions. Any inconsistency could lead to dissatisfaction, as seen in the responses with lower scores.
[bookmark: _Toc178334009]4.5.5 Cutting Waiting Time
Customers generally report satisfaction with the short waiting times, with a mean score of 8.17 for the question "The waiting time for booking a Rapido ride is generally short." The median score is 9, but the standard deviation of 2.39 suggests that in some cases, waiting times might be longer, possibly during peak hours. From the literature review, it has been found that route optimization and efficient fleet management are key to reducing waiting times, as discussed in the literature. Technologies like GPS tracking enable real-time updates, improving user satisfaction. To minimize dissatisfaction, Rapido should enhance bike allocation algorithms during high-demand periods. Improved real-time tracking could also help manage customer expectations regarding waiting times, as variations in wait times seem to cause frustration for some users.
[bookmark: _Toc178334010]4.5.6 Cutting Price
Analysis: Users rate Rapido highly for cutting their transportation costs, with a mean score of 8.5 for "Rapido’s pricing policies help in reducing my overall transportation costs." The median score of 9.5 underscores the service’s competitiveness. However, a standard deviation of 2.24 shows some variability in perceptions, potentially linked to regional pricing differences or fluctuations in discount availability. From the literature review, it has been found that strategic pricing plays a crucial role in ensuring cost efficiency and competitiveness, as per Porter’s Generic Strategy. Lowering prices while maintaining operational efficiency is a delicate balance. Offering more frequent promotions or region-specific discounts could help address the concerns of users who find pricing less attractive. A consistent discount policy might reduce the variability seen in the responses.
[bookmark: _Toc178334011]4.5.7 Safety Concerns
Even though there are positive ratings from customers in the survey but safety is a concern. This has been indicated by the mean score of 8.31. The median score 10 highlights that many users have high expectations for safety. Whereas standard deviation value of 2.49 indicates that some customers still have concerns regarding safety measures of Rapido. From the literature review, it has been found that safety challenges are important operational issue found in the literature as well. Regulatory compliance and more severe safety protocols are important areas for improvement. Rapido is required to increase its focus on visible safety measures. This to include mandatory use of helmets and strict implementation of traffic regulations. Eventually it will reduce safety concerns and enhance user confidence.
[bookmark: _Toc178334012]4.5.8 Customer Trust and Satisfaction
Trust and satisfaction aspects from the survey is high. The mean score is 8.62. The median score of 9 indicates that most users trust the service. However, the standard deviation of 2.02 highlights lower variability. This suggests a more consistent level of trust within respondents. From the literature review, it has been found that customer trust is important for companies that are based on service. Maintaining high service quality increases trust. The literature emphasized on the importance of reliability for building long-term customer relationships. Rapido is required to continue to create on its reliability and transparency. This will help to maintain high levels of trust and customer satisfaction.
[bookmark: _Toc178334013]4.5.9 Driver Behavior and Performance
Customer satisfaction with driver behavior is notable, with a mean score of 8.63 for "Rapido drivers are polite and professional." The median score of 9 indicates high user satisfaction, while a low standard deviation of 1.92 suggests consistent positive experiences with drivers. From the literature review, it has been found that driver behavior is an important factor influencing user satisfaction, as highlighted in operational efficiency frameworks. Well-trained, professional drivers can significantly improve customer experiences and loyalty. Rapido should maintain its driver training programs to ensure continued professionalism. Further incentivizing drivers for excellent service might help maintain or even improve the current levels of customer satisfaction.
[bookmark: _Toc178334014]4.6 Discussion of Secondary Data
[bookmark: _Toc178334015]4.6.1 Convenience
The convenience factor of Rapido stems from its app-based platform, which offers real-time booking, tracking, and quick access to bike taxis, making it an efficient solution for short-distance travel. Secondary data shows that customers find the app easy to navigate and that ride availability is generally satisfactory. This directly aligns with the operational efficiency outlined in the research questions, where technology integration plays a pivotal role in ensuring fleet optimization and reduced wait times​.
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Figure 3: Rapido real-time booking and Tracking
(Source: Infinitecab, 2023)
From an RBV perspective, Rapido's technological infrastructure can be seen as a unique resource that gives it a competitive edge in the bike taxi market. By investing in a user-friendly app and real-time ride allocation systems, Rapido enhances customer satisfaction. The ability to minimize customer wait time through predictive analytics positions Rapido to better utilize its fleet, aligning with Porter’s cost leadership strategy. According to Porter’s theory, operational efficiency helps a company reduce its costs and pass on savings to customers, further reinforcing Rapido’s position as a low-cost, convenient service.
[bookmark: _Toc178334016]4.6.2. Affordability
Affordability is one of the primary reasons for Rapido’s widespread adoption, particularly in Tier 2 and Tier 3 cities where price sensitivity is higher. Customers have responded favorably to Rapido’s dynamic pricing and low per-kilometer fares. Pricing structure of Rapido relates highly with the pricing strategy highlighted in the literature. This is an important aspect for increasing operational efficiency and creating user satisfaction.
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Figure 4: Rapido Price Affordability as compared to Competitors
(Source: Shenoy, 2022)
This relates with Porter’s Generic Strategy. The theory highlights cost leadership as a competitive advantage. By keeping prices low and at the same time optimizing resource allocation, the company targets a large segment of customers who are sensitive to price. The pricing structure makes Rapido more attractive and attracts the value for money perception. This strategy is important for customer retention in the highly competitive market of transportation sector. The RBV framework supports this by indicating the ability of Rapido to manage cost-effective operations. The operations are managed through technology, market insights and partnerships with drivers that create higher affordability and competitive pricing.
[bookmark: _Toc178334017]4.6.3 Safety
Safety remains a top concern for users, and Rapido’s efforts, such as providing helmets and integrating an SOS button in the app, contribute to customer trust. However, secondary data highlights ongoing concerns about driver behavior and the overall sense of security, especially during night rides​. This relates to the challenges associated with user satisfaction as outlined in the research questions, indicating that while safety measures are in place, customer perceptions still indicate room for improvement.
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Figure 5: Rapido Safety Issues
(Source: Verma, 2023)
Relating this to Porter’s Generic Strategy, Rapido can adopt a differentiation strategy by enhancing safety features beyond the industry standard. Investments in driver training, continuous monitoring, and advanced safety protocols can not only alleviate concerns but also serve as a key differentiator in the bike taxi market. According to the RBV theory, if Rapido enhances its safety resources both in terms of technology and human capital it could leverage these as a non-substitutable and rare resource, gaining a competitive advantage in the market.
[bookmark: _Toc178334018]6.6.4 Service Quality
Rapido’s service quality determined by factors such as bike maintenance, driver punctuality, and overall customer experience has generally received high ratings from users​. Punctuality and well-maintained bikes contribute positively to operational efficiency, which directly influences customer satisfaction, one of the key objectives of the research.
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Figure 6: Rapido Service Quality Issues
(Source: Jain, 2024)
Service quality relates to Porter’s differentiation strategy, where companies aim to offer superior service to stand out from competitors. Rapido has consistently invested in driver training, app optimization, and responsive customer service, which collectively improve the customer experience. In the context of RBV, these service quality improvements can be viewed as a valuable resource that is difficult for competitors to imitate, helping Rapido build customer loyalty and trust.
[bookmark: _Toc178334019]4.6.5 Cutting Waiting Time
Customers favor the speed at which bikes are allocated once booking is done. Customers also favor the GPS integration accuracy of the app. These enhances user experience. Reduction in waiting times relate with route optimization and strategies of driver allocation which were also found in the literature earlier. These are important for making sure of high operational efficiency.
Through making investment in predictive analytics and fleet management, Rapido showcases its ability to use technology to be the main resource. These are relevant with the RBV theory for optimization of resource allocation. This results in faster booking times. Ultimately a better customer experience is achieved. Considering Porter’s cost leadership strategy, reducing wait times also reduces idle time for drivers. This helps in cutting operational costs and ensuring a better cost-effective service.
[bookmark: _Toc178334020]4.6.6 Cutting Price
Rapido’s dynamic pricing and promotions play a key role in attracting users. Secondary data highlights that price-conscious users, especially in smaller cities, are drawn to Rapido because of its lower per-kilometer charges compared to auto-rickshaws and traditional taxis. This pricing strategy aligns with operational efficiency and cost-cutting measures discussed in the literature.
From a Porter’s Generic Strategy perspective, Rapido’s low pricing falls under the cost leadership strategy, which focuses on being the low-cost provider in the market. The RBV theory also supports this, as Rapido’s ability to operate at lower costs (through efficient use of technology and scalable operations) becomes a rare and valuable resource, giving the company a sustainable competitive advantage in a price-sensitive market.
[bookmark: _Toc178334021]4.6.7 Safety Concerns
Despite safety measures, ongoing concerns related to night-time rides and driver adherence to traffic rules persist. This directly ties into the challenges associated with user satisfaction, as identified in the research. These concerns could be mitigated through better safety protocols, driver monitoring, and stricter adherence to safety regulations. By improving safety features, Rapido could adopt Porter’s differentiation strategy and stand out from its competitors. Enhanced safety features would act as an intangible resource (as per the RBV theory), contributing to the long-term sustainability of the company’s competitive advantage.
[bookmark: _Toc178334022]4.6.8 Customer Trust and Satisfaction
High levels of trust and satisfaction are reported across multiple factors, especially in terms of convenience and affordability. However, occasional complaints about fare transparency and driver behavior suggest that improvements can still be made. Building customer trust relates directly to the operational efficiency and user satisfaction goals outlined in the research objectives.
According to Porter’s Generic Strategy, companies that can consistently build customer trust through superior service, transparency, and reliability are more likely to retain customers. In the context of the RBV, customer trust becomes an intangible resource that, when nurtured, is both valuable and difficult to imitate by competitors, providing Rapido with a sustained competitive edge.
[bookmark: _Toc178334023]4.6.9 Driver Behavior and Performance
While most drivers are perceived as professional and courteous, secondary data shows that customer experiences vary, particularly when it comes to driving behavior. Continuous driver training and feedback mechanisms are essential for maintaining high levels of service quality. Through focusing on RBV theory, Rapido can focus on human resource development as a main capability. This helps to differentiate its service from competitors. Through aligning with Porter’s differentiation strategy, Rapido can improve its driver management systems. This will help to make sure constant high performance. Eventually this will enhance customer trust and satisfaction.
[bookmark: _Toc178334024]4.7 Summary of Findings and data analysis
This chapter created the overall analysis of both primary and secondary data regarding business strategies and user satisfaction of Rapido. The primary data that was gathered through a survey of 42 Rapido users, highlighted that factors such as convenience, affordability, safety, and service quality highly influence customer satisfaction. High mean scores in categories like application ease of use (8.71), affordability (8.37) and service quality (8.6) showcased that Rapido meet customer expectations in these areas. However, safety concerns regarding night rides and driver behavior are the areas where improvement is needed.
The secondary data also deepened the analysis by showcasing the way how operational factors support business model of Rapido. These factors are fleet management, pricing strategies and technological integration. The RBV theory highlighted the way how unique technological infrastructure and human capital serve as important resources. On the other hand, relating to Porter’s Generic Strategy Theory it highlighted the how the company uses cost leadership to maintain a competitive edge. Therefore, it can be said that Rapido is good at operational efficiency and affordability. However, safety concerns and driver performance issues will be important for enhancing overall user satisfaction.
[bookmark: _Toc178334025]Chapter 5: Conclusion and Recommendations
[bookmark: _Toc178334026]5.1 Introduction
This chapter summarizes the dissertation by concluding the findings from Chapter 4. This chapter will also link the findings with the research objectives set in chapter 1. It will also showcase practical recommendations so as to enhance operational efficiency of Rapido and its user satisfaction. The chapter will link each research objective with the conclusions found from both primary and secondary data. Here exploration of the data will be done regarding how the results align with theories such as the RBV and Porter’s Generic Strategy Theory. Finally, the chapter will deliver insights on the future scope of study as well as acknowledge the limitations of the research.
[bookmark: _Toc178334027]5.2 Conclusion of the Dissertation
This dissertation aimed to comprehensively analyze the business strategies and operational challenges of Rapido, focusing on user satisfaction as the central theme. The study was driven by several objectives, including identifying the operational efficiency, factors influencing it, key features contributing to user satisfaction, challenges hindering this satisfaction, and ways to enhance overall user experience. Through a combination of primary data (survey results from 42 Rapido customers) and secondary data (literature review and external reports), a multi-dimensional understanding of Rapido's business model and its customer-facing elements was achieved.
From the analysis, it is evident that Rapido has effectively integrated technology into its operations, which supports fleet management, real-time tracking, and efficient ride allocation. The app’s ease of use, as indicated by the survey data (mean score of 8.71), contributes to the high levels of convenience experienced by users. Furthermore, the affordability of Rapido’s service, consistently rated positively (mean score of 8.37 for affordability and 8.29 for value for money), aligns with Porter’s Generic Strategy Theory, where the company employs cost leadership to gain a competitive advantage. The lower prices, coupled with strategic discounts, attract a price-sensitive segment of customers, enabling Rapido to compete with larger ride-hailing platforms like Ola and Uber.
However, operational efficiency at Rapido is not without challenges. Factors such as driver performance and adherence to traffic regulations impact the overall user experience. The Resource-Based View (RBV) theory applies here, as Rapido’s success is partly due to its internal resources, including its technology infrastructure and its network of drivers. However, variability in driver behavior, as highlighted in the survey (mean score of 8.41 for driving behavior), reveals that not all drivers consistently deliver satisfactory service. This presents creates the opportunity for Rapido to invest in more overall driver training programs. These programs will help in continuous evaluation of performance. Rapido will need to align its operational standards within the board. Through this Rapido can make sure that its internal resources deal with more consistency towards customer satisfaction.
Safety has been found to be the main concern from both in primary and secondary data. Survey respondents rated their safety experience positively with mean score of 8.24. However, safety concerns mainly regarding night rides and adherence to traffic regulations are important. This finding indicates that even though Rapido has implemented safety measures, such as helmet provision, these may not be effective fully or consistent in all its areas for operation. Safety concerns are further worsened by regulatory challenges. This is the old obstacle for bike taxi services in India. The lack of a unified regulatory framework in different states impacts ability of Rapido to scale its services flawlessly. Therefore, by strengthening safety protocols and following clearer and more supportive regulations will be essential for Rapido so as to enhance customer trust and satisfaction.
The secondary data also highlighted the market conditions and competitive pressures. These are the main challenges. Rapido operates in a highly competitive environment. There are strong competitors like Ola and Uber offering similar bike taxi services. Market competition therefore indicates Rapido to innovate continuously and maintain affordability. Through investing in advanced technologies such as improved GPS tracking and fast ride allocation, Rapido can reduce waiting times. This is because mean score of 8.17 for waiting time has been found. This will lead to differentiate Rapido from competitors.
While concluding, it can be said that business strategies of Rapido are based on a strong basis of operational efficiency, cost leadership and technological integration. However, challenges such as safety concerns, regulatory issues and varying driver performance are required to be addressed. In this way Rapido can continue its growth. The findings relate with the RBV theory, which stresses on the importance of using internal resources. Also, the findings relate with Porter’s Generic Strategy. This indicates Rapido to focus on cost efficiency. Through enhancing its safety protocols, improvement in driver training and supporting more favorable regulations, Rapido can increase user satisfaction and achieve its position as a leader in the bike taxi sector. The dissertation concludes that even though Rapido has made good steps in its business model it must focus on continuous improvement. It needs to maintain its competitive edge in the rapidly evolving Indian transportation market.
[bookmark: _Toc178334028]5.3 Linking With Objectives
[bookmark: _Toc178334029]5.3.1 Linking with Objective 1
	Objective: To identify the concepts of Operational Efficiency being followed by Rapido Bike Taxi in India

	Concepts
	Findings
	Implications

	· Fleet Management
	· Well-optimized bike allocation system
	· Helps reduce waiting time and improve service reliability

	· Technology Integration
	· Use of app-based booking and tracking system
	· Increases operational transparency and user convenience

	· Cost Efficiency
	· Affordable pricing strategies
	· Enhances value proposition, crucial for customer retention


The analysis highlighted that Rapido focuses on operational efficiency through technology integration. It effectively uses fleet management and route optimization. App usability received a high mean score of 8.71. This indicates seamless navigation. This helps in efficient ride bookings and allocations. The reduced waiting time mean is 8.17 and availability of consistent bike further indicate optimized fleet management and route planning. This improves overall user experience. These findings align with the RBV theory, highlighting internal resources like technology and operations as main drivers of operational efficiency.
[bookmark: _Toc178334030]

5.3.2 Linking with Objective 2
	Objective: To identify the Factors Influencing Operational Efficiency of Rapido Bike Taxi in India

	Concepts
	Findings
	Implications

	· Regulatory Compliance
	· Challenges with local transport regulations
	· Affects operational scalability and market penetration

	· Driver Performance
	· Varies, with concerns about adherence to rules
	· Impacts overall safety and user trust

	· Market Conditions
	· Competitive landscape with major players
	· Requires continuous innovation and pricing strategies


Operational efficiency at Rapido is influenced by factors like technology integration, regulatory compliance, and driver behavior. The high mean scores for app usability (8.71) and driver professionalism (8.63) highlight the importance of technology and driver training. However, variability in safety adherence (mean: 8.24) indicate that inconsistent driver behavior can hamper operational efficiency. Moreover, external factors like regulatory hurdles and market conditions create challenges to smooth operations. The analysis showcases the way how these factors create the efficiency of company. This highlights the importance of constant investment in technology and compliance with changing regulations.
[bookmark: _Toc178334031]5.3.3 Linking with Objective 3
	Objective: To identify the Features of Bike Taxi followed by Rapido for User Satisfaction in India

	Concepts
	Findings
	Implications

	· Convenience
	· App ease of use and bike availability
	· Contributes to positive user experience

	· Affordability
	· Competitive pricing
	· Enhances customer loyalty and satisfaction

	· Safety
	· Helmet provision and regulation compliance
	· Users appreciate efforts, but concerns about driver behavior persist


User satisfaction is dependent on features like convenience, affordability, safety, and service quality. High ratings for app navigation (mean: 8.71) and convenience in daily transportation (mean: 8.48) indicate that the company delivers a unified experience. Affordability is another important feature. Respondents rated the pricing structure positively (mean: 8.24). Safety features, such as helmets and obedience of traffic rules also contribute to satisfaction (mean: 8.24). These findings relate with Porter’s Generic Strategy Theory. This is because Rapido uses a cost leadership strategy to deliver competitive and services that are value-driven. All these lead to enhanced user satisfaction.
[bookmark: _Toc178334032]5.3.4 Linking with Objective 4
	Objective: To determine the Challenges associated with user satisfaction with Rapido Bike Taxi in India

	Concepts
	Findings
	Implications

	· Regulatory Hurdles
	· Local transport restrictions
	· Limits geographical expansion

	· Safety Concerns
	· Mixed reviews about driver adherence to rules
	· Affects trust and overall satisfaction

	· Competition
	· Strong competitors (Ola, Uber)
	· Requires Rapido to innovate continually


Safety concerns, inconsistent driver performance, and regulatory issues are the challenges affecting user satisfaction. Even though users generally feel safe (mean: 8.24), there are concerns regarding adherence to safety. Safety especially during night rides and in high-traffic areas are the highest concern areas. Driver behavior even though rated positively (mean: 8.41), but showcases variability in service quality. Furthermore, regulatory hurdles in operations in different states create operational inconsistencies. This affects user satisfaction. These challenges indicate that the company is required to focus on enhanced safety protocols. Also, it needs continuous driver training and stronger regulatory measures so as to improve its overall user satisfaction and service reliability.
[bookmark: _Toc178334033]5.3.5 Linking with Objective 5
	Objective: To recommend ways by which user satisfaction of Rapido Bike Taxi can be enhanced in India

	Concepts
	Findings
	Implications

	· Safety Enhancements
	· Helmet provision, adherence to traffic laws
	· Could lead to increased user trust and safety ratings

	· Service Quality Improvements
	· Punctuality and well-maintained bikes
	· Enhances the reliability of the service

	· Technological Upgrades
	· Better GPS tracking and route optimization
	· Reduces waiting time and improves overall service satisfaction


The study suggests several ways to enhance user satisfaction, such as improving safety measures, offering more driver training, and leveraging advanced technology. Enhancing safety through better equipment and stricter adherence to traffic rules will build user trust. Additionally, investing in driver training programs can standardize driver performance, improving overall service quality. Furthermore, Rapido can capitalize on technology to streamline ride allocation and reduce waiting times, thereby increasing efficiency. Strategic pricing and promotional offers could also boost customer satisfaction by enhancing perceived value, aligning with Porter’s cost leadership strategy to maintain a competitive edge.
[bookmark: _Toc178334034]

5.4 Recommendations for Rapido
	Recommendations
	Findings
	Implications

	· Enhance Driver Training Programs
	· Driver behavior and performance rated variably
	· Improving driver professionalism will elevate safety and trust

	· While Rapido's drivers received generally good feedback, variability in performance, particularly regarding adherence to traffic rules, emerged as a concern
· Instituting more rigorous and regular driver training can address this gap, ensuring higher safety standards and consistency in service quality

	· Strengthen Safety Protocols
	· Concerns about adherence to traffic rules
	· More rigorous safety checks can boost user confidence

	· Despite the provision of helmets and basic safety measures, user feedback highlights the need for stricter adherence to traffic rules
· Strengthening safety protocols, such as more stringent compliance checks and better safety feature integration, will foster greater user trust and long-term satisfaction

	· Improve Regulatory Advocacy
	· Challenges with local transport regulations
	· Proactive engagement with regulators can ease operational constraints

	· Rapido’s operational efficiency is hampered by complex local regulations, limiting its geographic and market reach
· Engaging proactively with regulatory authorities and advocating for more favorable laws can help the company expand its services without legal hindrances

	· Increase Discounts and Promotions
	· Competitive pricing rated highly by users
	· Offering more promotions can help retain price-sensitive customers

	· Rapido’s affordability is a key driver of its success
· Users appreciate the competitive pricing, but offering more frequent discounts and promotional offers can attract more budget-conscious customers and increase market share

	· Upgrade GPS and Ride Allocation Systems
	· Users seek quicker ride allocation
	· Better technology will reduce waiting times and increase satisfaction

	· Faster ride allocation and accurate tracking emerged as significant factors affecting user satisfaction
· Investing in more advanced GPS technology and ride allocation systems will streamline operations and enhance the overall user experience by reducing waiting times



[bookmark: _Toc178334035]5.5 Further Scope of Study
Future research can explore more granular aspects of user experience, such as demographic influences on satisfaction and how seasonal or time-based factors affect demand. Additionally, a comparative analysis between Rapido and its competitors in India could provide deeper insights into the strategies required for market leadership.
[bookmark: _Toc178334036]5.6 Limitations of the Study
This study’s limitations include a relatively small sample size of 42 respondents, which may not fully represent Rapido’s entire customer base. Additionally, the research was geographically constrained and did not account for varying regulations in different states of India. These factors may limit the generalizability of the findings.
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	1. Convenience
1. The Rapido app is easy to navigate and use for booking rides
2. Booking a ride through Rapido is convenient for my daily transportation needs
3. The availability of Rapido bikes in my area meets my expectations
2. Affordability
1. The pricing of Rapido rides is affordable compared to other transportation options
2. I find the fare structure of Rapido to be transparent and reasonable
3. Rapido offers good value for money considering the service provided.
3. Safety
1. I feel safe while riding with Rapido bike taxis
2. The provision of helmets and adherence to traffic regulations by Rapido drivers enhances my safety
3. Safety is a top priority for Rapido, and it reflects in their services
4. Service Quality
1. The bikes provided by Rapido are well-maintained and clean
2. The punctuality of Rapido drivers meets my expectations
3. Overall, I am satisfied with the quality of service provided by Rapido
5. Cutting Waiting Time
1. The waiting time for booking a Rapido ride is generally short
2. I am satisfied with the speed at which a Rapido bike is allocated after booking
3. The GPS tracking on the Rapido app accurately reflects the arrival time of the bike
6. Cutting Price
1. Rapido’s pricing policies help in reducing my overall transportation costs
2. The frequent discounts and promotions offered by Rapido make the service more attractive
3. I believe that Rapido offers competitive pricing compared to similar services
7. Safety Concerns
1. I am concerned about the safety measures taken by Rapido during rides
2. The driver’s adherence to traffic rules influences my decision to use Rapido
3. I would like to see more safety features implemented by Rapido
8. Customer Trust and Satisfaction
1. I trust Rapido to provide a reliable transportation service
2. My experiences with Rapido have consistently met or exceeded my expectations
3. I would recommend Rapido to others based on my satisfaction with their services
9. Driver Behavior and Performance
1. Rapido drivers are polite and professional during rides
2. The driving behavior of Rapido drivers makes me feel comfortable and safe
3. I am satisfied with the overall performance of Rapido drivers
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