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[bookmark: _Toc512296714]Introduction
In order to have success in the business world, every company has to fulfil the needs, wants and requirements of the customers for satisfying them. With the development of the worldwide technologies, the customers require that the companies will provide them the best experiences of digital technologies by improving the quality of products and services. For this, the Deliveroo Company, which is a leading company in the online food delivery industry, requires conducting research on the customers to understand them deeply. To use and assess all kinds of data, the research includes both quantitative and qualitative research methods. Sampling refers to the selected data from the entire large data set. By following different important strategies, the company can improve their performance.



[bookmark: _Toc512296715]Background regarding the business phenomenon
Deliveroo is an online food delivery company which originated in England. Currently Deliveroo operates in more than hundred cities(Keys, 2015). It uses self-employed carriers and operates it business mainly by using apps and websites through internet. Deliveroo is one of the successful start-up companies in recent years. Due to the improving technologies and increasing demand of online food delivery services, the market is growing very fast (Keys, 2015). As a result, newer companies are entering into the food delivery industry which is creating intense competition for the Deliveroo company. The company has found that its revenue is decreasing day by day due to improvements of the competitors and customers are getting more attracted to the services of the competitors. As the Deliveroo company’s operation largely depends on technologies, the company requires to improve its digital technologies in order to be competitive in the industry (Chen & Lin, 2016). The Deliveroo requires to develop newer digital technologies and serve the customers with the best experiences of using online food delivery services in order to attract them and retain them in the company (Burns & Bush, 2010). As the customers are the main focus of the Deliveroo, it regularly assesses on the customers with a view to understand them and define their interests, requirements and expectations on an online food delivery company. The Deliveroo company has a program called customer experience which is created in order to conduct research on the customers and collect detailed information on them (Burns & Bush, 2010). The Deliveroo company asks the customers to score the company in different fields and by using these score, the company determines the customer satisfaction level. This program also provides information on customer choice, their opinion, suggestions and their perception on the company which help the company to design and develop their business operations according to the customers requirements. Thus, the research on customer satisfaction helps the Deliveroo company to take competitive advantages in the market. 






[bookmark: _Toc511338011][bookmark: _Toc512296716]Range of research methodologies used
[bookmark: _Toc511338012][bookmark: _Toc512296717]Research design and strategy:
In order to use and assess all kinds of data, the research will use both quantitative and qualitative research methods. The researcher will collect data both from primary and secondary sources with a view to increase data reliability and get more accurate results. 
Qualitative research:
The researcher will the descriptive and non-numeric data for the research and represent the results also in descriptive form according to the qualitative research. This method focuses on the behavioural factors and effects of the participants of the survey(Keys, 2015). Under this method, the researcher will find out the sentiment, emotion, behavioural process, buying decision, perceptions, interests,and attitudes of the customers using online food delivery companies. 
Quantitative research: 
The research will also include the numeric data with different mathematical terms and use different mathematical and statistical tools to analyse those numeric data and represent the results in numeric form(White, 2013). The quantitative research will assess the sales and revenue data, customer turnover, profitability and financial condition of the Deliveroo company regarding its usage of digital technology and its impacts on customer satisfaction level and also on the company. quantitative research uses data table, charts, graphs and other mathematical and numeric forms to present the data and outcomes. 
[bookmark: _Toc511338013][bookmark: _Toc512296718]Sampling
Sampling refers to the selected data from the entire large data set(White, 2013). As the Deliveroo company has a large customer database in its operation areas of 200 cities, it would be very time and resource consuming for the Deliveroo to use the population data. Therefore, the Deliveroo will use sampledata in order to conduct the research properly. The researcher will use the cluster sampling method in order to select the sample data from the population data. In cluster sampling, the researcher will create some clusters of data and then randomly select data from the cluster. Thus, the research will be able to categorize and select the most relevant and important data for the research and then select data randomly and unbiasedly. 
Sample frame: A proper sample frame can help the researcher to get more reliable results(Huang, 2013). The researcher will use a sample frame of 30 participants in order to conduct a survey on the customers’ satisfaction level on Deliveroo. 
[bookmark: _Toc512296719]Ethical issues
The researcher will be careful of the ethical issues regarding the survey activities. The researcher will not include any questions in the survey that may affect the perceptions and beliefs of the participants. The research will also avoid the questions related to personal information of the participants. Data protection is a very important part of ethical issues(Yao, 2009). The researcher will ensure that all collected data is protected and in safe place and those will not be used without proper authorization. 
[bookmark: _Toc511338015][bookmark: _Toc512296720]Data Collection and interpretation
[bookmark: _Toc511338016][bookmark: _Toc512296721]Survey questionnaire outcomes:
Question 1:Do you think that the Deliveroo is fulfilling the standard of the online food delivery companies?
[image: ]
Outcomes: The bar chart in the above represent the outcomes of the question 1. Here, the researcher has found that 17 participants agree that theDeliveroo is fulfilling the standard of the online food delivery companies. Though 6 participants are neutral on the statement, 7 participants disagree and suggest that the Deliveroorequires improving its services for fulfilling the standard. 
Question 2: Are you satisfied with the quality of services of Deliveroo?
[image: ]
Outcomes: The pie chart shows the outcomes of question 2 of the survey where is found that 37% of the participants agree that they aresatisfied with the quality of services of Deliveroo. 20% of the participants are natural but 10% participants stated that they are not much satisfied with Deliveroo. Another 23% strongly agreed that the services of Deliveroo are highly satisfiable. 
Question 3: Do you think that the company should adjust their pricing strategy?
[image: ]
Outcomes: The bar chart shows that the outcomes of the question 3 include that 15 participants agree that theythink that the company should adjust their pricing strategy and another 5 participants strongly agree with that. 7 participants of the survey are neutral and 5 participants disagree with thestatement of adjusting pricing strategy of Deliveroo and suggest that the company should improve quality to create more value for the prices. 
Question 4:Do you think that the Deliveroo should improve its digital technology and skills?

Outcomes:The outcomes of the question 4 are represented by the pie chart and show that 43% of the participants agreed that theDeliveroo should improve its digital technology and skills and they stated that they value the digital services of the company much. Another 17% strongly agreed that by improving its digital technology and skills, Deliveroo will be able to serve better quality to them. None of the participants disagreed with the statement though 17% were neutral. 
Question 5: do you think that the Deliveroo should introduce newer products and services?
[image: ]
Outcomes: The bar chart shows that none of the participants strongly disagreed or even disagreed with the statement that the Deliveroo should introduce newer products and services. on the other hand, 20 participants agreed that the Deliveroorequires introducing newer products and services in order to fulfil the needs and wants of the customers. 
[bookmark: _Toc511338017][bookmark: _Toc512296722]Interview outcomes:
By interviewing the customers, the researcher has found that according to the most of the customers, the fastest delivery services are the most satisfying factor of the Deliveroo to them. The interview also collected suggestions of the customers that they think that the Deliveroo can improve its distribution channel by partnering up with the local self-employed delivery service provider who would be able to deliver the product within the shortest time period. In the interview, more than 60% of the participants provided scores above 70 to the Deliveroo and another 20% participants provided scores between 50 to 70 which shows that customers are loyal to the company. 
[bookmark: _Toc511338018][bookmark: _Toc512296723]Effectiveness of the research methodologies used on improving digital skills to increase the customer satisfaction
The research has helped the Deliveroo Company to understand the market and the conditions of the customers by collecting many information regarding customer perceptions, requirements and also their suggestions for betterment. From the research, the Deliveroo has found that the satisfaction of the customers largely depends on the quality and quality of the online food delivery company is mainly depended on digital technology. Therefore, according to the research, the Deliveroocompany has determined that in order to increase customer satisfaction and to succeed in the online food delivery industry, it is a must for the company to develop digital technology and encourage digital technology skills in the workplace. 
[bookmark: _Toc511338019][bookmark: _Toc512296724]Conclusion and recommendationbased on the data interpretation and collection
By conducting the survey and interview, the Deliveroo Company has found that the customers of the company require that the company should improve its digital technology and also to improve its skills on technology so that the company can serve customers better. The participants agree that theDeliveroo is fulfilling the standard of the online food delivery companies and they aresatisfied with the quality of services of Deliveroo. They think that the company should adjust their pricing strategyand improve quality to create more value for the prices. The customers have stated that they value the digital services of the company much and by improving its digital technology and skills, Deliveroo will be able to serve better quality to them. In this case, the following strategies can help the Deliveroo to improve their performance.
Resource allocation: The Deliveroo should allocate more resources to the development of digital technologies in the workplace. The company should hire and develop the human resource which would be able to use and improve digital technologies in the company. The company should use more funds for installing modern technologies and systems in the operations. 
Improvement of selling platform: The main selling platform of the Deliverooare its website and app. Therefore, in order to attract and serve more customers, the Deliveroo should design and develop the web contents more effectively and according to the requirements of the customers. 
Delivery services: For the success in food delivery industry, the Deliveroo should improve its delivery services by increasing it range of delivery and reducing its time frame of delivery. The Deliveroo should use local and self-managed employees to deliver the products to the customers in different areas. 
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[bookmark: _Toc511338022][bookmark: _Toc512296727]Survey questionnaire
	Questions
	Strongly Disagree
	Disagree
	Neutral
	Agree
	Strongly Agree

	Do you think that the Deliveroo is fulfilling the standard of the online food delivery companies?
	0
	7
	6
	17
	2

	Are you satisfied with the quality of services of Deliveroo?
	3
	3
	6
	11
	7

	do you think that the company should adjust their pricing strategy? 
	0
	5
	7
	15
	5

	Do you think that the Deliveroo should improve its digital technology and skills?
	0
	7
	5
	13
	5

	Do you think that the Deliveroo should introduce newer products and services?
	0
	0
	6
	20
	4



[bookmark: _Toc511338023][bookmark: _Toc512296728]Interview form
	
	Questions of the interview form: 

	1
	Which products and services of Deliveroo are most satisfying to you? 

	2
	[bookmark: _GoBack]how can Deliveroo improve its distribution channel? 

	3
	 how much score will you give to the Deliveroo on a scale of 100? 








Strongly Disagree	Disagree	Neutral	Agree	Strongly Agree	0	7	5	13	5	

9

image4.png
20
18
16
14
12

oN & ®

Strongly
Disagree

Disagree

Neutral

Agree

Strongly
Agree





image1.png
18

16

14

12

10

~

17
7
6
0 l
-—

Strongly
Disagree

Disagree

Neutral

Agree

2

Strongly
Agree




image2.png
u strongly Disagree
u Disagree

Neutral
m Agree

m Strongly Agree




image3.png
jjilﬁ

Strongly Disagree Neutral ree Strongly Agree
Disagree





