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Chapter 1

[bookmark: _Toc378857232]1.1 Introduction

This chapter introduces the research topic of delivery reliability and its impact on customer retention within the online food delivery industry. It outlines the background to the study, the research problem, and the significance of investigating customer retention in Uber Eats. The chapter also presents the research aim, objectives, and research questions that guide the study. Finally, it provides an overview of the structure of the dissertation.
 
[bookmark: _Toc1742126335]1.2 Background
The online food delivery industry has experienced significant growth over the past decade, driven by increasing smartphone usage, technological advancements, and changing consumer lifestyles. Food delivery platforms such as Uber Eats, Deliveroo, and Just Eat have transformed the way consumers purchase meals by providing convenient access to restaurants through digital applications. The Covid 19 pandemic further accelerated the adoption of online food delivery services as consumers increasingly relied on digital platforms for food purchases and home delivery (Meena, 2022). Recent evidence suggests that consumer demand for delivery services remains strong due to the convenience they offer, despite rising costs and economic uncertainty. As competition within the sector continues to increase, customer retention has become a critical concern for food delivery platforms. Since customers can easily switch between competing applications, maintaining customer loyalty is essential for long term profitability and competitive advantage. Industry research highlights that consumers increasingly expect fast and reliable delivery services, making operational performance a key determinant of customer satisfaction and retention.
One of the most important factors influencing customer retention is delivery reliability. Delivery reliability refers to the ability of a platform to deliver orders accurately and within the promised timeframe. Customers using online food delivery services expect timely deliveries, accurate orders, and effective communication throughout the delivery process. Delays, cancellations, or incorrect orders can negatively affect customer satisfaction and reduce the likelihood of repeat purchases. Research has shown that delivery timeliness and order accuracy are significant determinants of customer satisfaction within online food delivery services. Although previous studies have examined service quality, customer satisfaction, and technology adoption within food delivery platforms, limited research has specifically investigated the direct relationship between perceived delivery reliability and customer retention. Existing literature often focuses on customer satisfaction or app adoption rather than understanding how operational reliability influences customers’ intention to continue using a specific platform. The research problem addressed in this study is the limited understanding of how delivery reliability affects customer retention within Uber Eats. Despite continued investment in logistics, tracking systems, and delivery operations, service delays and inconsistencies remain in challenges within the industry. Consequently, understanding the impact of delivery reliability on customer retention is essential for helping Uber Eats improve customer loyalty and maintain its competitive position in the online food delivery market.
              [image: ] 



Figure 1   

As shown in Figure 1, the UK online food delivery market has experienced significant growth, increasing from approximately £7.6 billion in 2019 to a projected £14.3 billion in 2025. This growth reflects changing consumer lifestyles, increasing smartphone usage, and greater demand for convenience. The expansion of the market has also intensified competition among platforms such as Uber Eats, Deliveroo, and Just Eat. Consequently, delivery reliability and customer retention have become increasingly important strategic priorities for food delivery companies seeking to maintain customer loyalty and competitive advantage.
 [image: ]

Figure 2
Figure 2 illustrates the estimated market share of the UK's leading online food delivery platforms. Just Eat holds the largest share of the market (40%), followed by Uber Eats (28%) and Deliveroo (27%), while other providers account for the remaining 5%. The close competition between Uber Eats and Deliveroo demonstrates the importance of maintaining high levels of customer satisfaction and delivery reliability. Since customers can easily switch between competing platforms, reliable delivery performance has become a key factor in customer retention and long-term competitive advantage.
[bookmark: _Toc791600180]1.3 Research Aim

The aim of this research is to examine the impact of delivery reliability on customer retention within Uber Eats by investigating customers' perceptions of delivery timeliness, order accuracy, and overall service reliability through a qualitative feedback analysis.

[bookmark: _Toc1947549200]1.4 Research Objectives 

The research objectives for this research are
1. To examine customers' perceptions of delivery reliability within Uber Eats.
2. To investigate the relationship between delivery reliability and customer retention on Uber Eats.
3. To identify strategies that Uber Eats can implement to improve delivery reliability and enhance customer retention.

[bookmark: _Toc1222330876]1.5 Research Question
 The Research questions of this study are:
1. How do customers perceive delivery reliability on Uber Eats?
2. What is the relationship between delivery reliability and customer retention on Uber Eats?
3. What strategies can Uber Eats implement to improve delivery reliability and customer retention? 

[bookmark: _Toc1820955533]1.6 Chapter Summary
This chapter has introduced the research topic, background, research problem, aim, objectives, and research questions. The next chapter presents a review of the relevant literature on service quality, delivery reliability, customer satisfaction, and customer retention within online food delivery platforms. Chapter Three outlines the research methodology, including the research design, data collection methods, and ethical considerations. Chapter Four presents and analyses the research findings, while Chapter Five discusses the results, draws conclusions, and provides recommendations for Uber Eats and future research.
[bookmark: _Toc2013216845]Chapter 2: Literature Review
[bookmark: _Toc50764885]2.1 Introduction
This chapter reviews the existing literature relevant to the study of delivery reliability and customer retention within online food delivery platforms, with particular focus on Uber Eats. The review examines the concept of customer perception, the role of delivery reliability in food delivery services, the relationship between delivery reliability and customer retention, and strategies for improving both customer satisfaction and delivery performance. The chapter critically evaluates existing theories and empirical studies to identify gaps in current knowledge and establish the foundation for the present research.

[bookmark: _Toc981577457]2.2 Customer Perception	
Customer perception refers to the process through which customers interpret and evaluate their experiences with a product or service. According to Kotler and Keller (2019), customer perception is formed through customers' experiences, expectations, and interactions with a company. Similarly, Solomon et al. (2020) define customer perception as the way consumers select, organise, and interpret information to create meaning about a product or service.
Both definitions emphasise that perception is subjective and influenced by individual experiences. However, Kotler and Keller (2019) focus more on the relationship between customer expectations and satisfaction, whereas Solomon et al. (2020) highlight the psychological processes involved in consumer decision-making. Despite these differences, both authors agree that customer perception plays a crucial role in determining purchasing behaviour and loyalty. This suggests that businesses must understand not only how customers experience their services but also how customers interpret those experiences.

Customer perception is closely linked to customer satisfaction because consumers often compare their expectations with actual service performance. Expectation Confirmation Theory, developed by Bhattacherjee (2001), argues that customers form expectations before using a service and subsequently evaluate whether those expectations have been met. When service performance meets or exceeds expectations, customers are more likely to experience satisfaction and develop positive perceptions of the service. Conversely, when expectations are not met, customers may become dissatisfied and develop negative perceptions that influence future purchasing decisions.
Within the online food delivery industry, customer perception is particularly important because customers evaluate multiple aspects of the service simultaneously. Unlike traditional restaurant experiences, online food delivery services involve interactions with a digital platform, restaurant staff, and delivery drivers. As a result, customer perceptions are influenced by various factors including application usability, order accuracy, delivery speed, communication quality, and overall convenience. Customers often assess the entire service experience rather than focusing solely on the quality of the food delivered.
Research has consistently demonstrated the importance of customer perception in determining customer behaviour. Alalwan (2020) found that customers are more likely to continue using food delivery applications when they perceive the service as reliable, convenient, and easy to use. Similarly, Hwang and Kim (2022) argue that positive customer perceptions contribute to trust, which subsequently strengthens customer loyalty and repeat purchase intentions. These findings suggest that favourable perceptions can have significant implications for customer retention and long-term business success.
For food delivery platforms such as Uber Eats, delivery reliability is a key factor influencing customer perception. Customers expect their orders to arrive within the promised timeframe, in good condition, and with accurate order contents. Delays, missing items, or poor communication can negatively affect customer perceptions and reduce trust in the platform. In contrast, consistent and reliable service delivery can enhance perceptions of quality and encourage customers to continue using the service.
Although the existing literature highlights the importance of customer perception in shaping consumer behaviour, much of the research focuses on customer satisfaction and technology adoption rather than examining how perceptions of delivery reliability influence customer retention. Consequently, there is a need for further research investigating the relationship between delivery reliability and customer retention within Uber Eats. Understanding this relationship may provide valuable insights into how delivery performance contributes to long-term customer loyalty and competitive advantage.

2.3 Delivery Reliability of Uber Eats							Delivery reliability refers to the ability of a service provider to consistently deliver orders accurately and within the promised timeframe. Reliability is widely recognised as one of the most important dimensions of service quality (Parasuraman et al., 1988). For Uber Eats, delivery reliability is influenced by several factors including driver availability, restaurant preparation times, traffic conditions, route optimisation, and platform technology. Customers expect orders to arrive on time and in good condition, making reliability a key determinant of service performance.

Alalwan (2020) argues that reliability is a critical component of customer experience within digital service platforms because customers evaluate both the platform and the delivery outcome. Similarly, Ray et al. (2021) found that delivery timeliness and order accuracy significantly affect customer satisfaction in online food delivery services. While both studies recognise the importance of reliability, Alalwan focuses primarily on technology adoption and user behaviour, whereas Ray et al. concentrate on operational performance. Together, these studies suggest that delivery reliability is a multidimensional concept involving both technological and operational factors.

[bookmark: _Toc1952409224]2.4 Delivery Reliability and Customer Retention					
Customer retention refers to an organisation's ability to maintain long-term relationships with customers and encourage repeated use of its services (Buttle and Maklan, 2019). Retaining existing customers is often more cost-effective than acquiring new customers and contributes to long-term profitability.
The relationship between delivery reliability and customer retention is supported by several theories. Servqual theory suggests that reliability is a key dimension of perceived service quality (Parasuraman et al., 1988). Similarly, Expectation Confirmation Theory proposes that customers are more likely to remain loyal when actual service performance meets or exceeds expectations (Bhattacherjee, 2001).
Hwang and Kim (2022) found that reliable service delivery enhances customer trust, which subsequently increases loyalty and repeat purchase intentions. Likewise, Wu (2024) concluded that service quality positively influences customer satisfaction and continued usage intention within food delivery services.
Although existing studies indicate that service quality and reliability influence customer loyalty, limited research has specifically examined the direct impact of delivery reliability on customer retention in Uber Eats. This gap highlights the need for further investigation.
[bookmark: _Toc1187014237]2.5 Strategies for Improving Customer Satisfaction					
Customer satisfaction is a critical factor in the success of online food delivery platforms because it influences customer loyalty, repeat purchases, and long-term business performance. In highly competitive markets, organisations such as Uber Eats must continuously improve customer experiences to retain existing customers and attract new users. Research suggests that satisfied customers are more likely to continue using a service and recommend it to others, making customer satisfaction a key source of competitive advantage (Kotler and Keller, 2019).
One widely recognised strategy for improving customer satisfaction is enhancing communication throughout the delivery process. Customers value transparency and timely information regarding the status of their orders. Real-time tracking systems allow customers to monitor deliveries, receive estimated arrival times, and stay informed about any delays. According to Alalwan (2020), effective communication reduces uncertainty and improves customers’ perceptions of service quality. When customers feel informed and in control of the delivery process, they are more likely to report positive service experiences and higher levels of satisfaction.
Another important strategy is effective service recovery. Despite technological advancements, service failures such as delayed deliveries, incorrect orders, or missing items remain common within the online food delivery industry. Tax, Brown and Chandrashekaran (1998) argue that organisations that respond quickly and effectively to service failures can restore customer trust and maintain satisfaction. Service recovery strategies may include offering refunds, promotional discounts, free delivery vouchers, or account credits when problems occur. More recent research by Hwang and Kim (2022) suggests that customers are often willing to continue using a platform if service failures are handled fairly and efficiently. Therefore, an effective service recovery system can reduce customer dissatisfaction and minimise customer switching behaviour.
Personalisation is another significant strategy for improving customer satisfaction. Advances in data analytics and artificial intelligence enable companies to analyse customer preferences and purchasing behaviour. Based on this information, Uber Eats can provide personalised restaurant recommendations, targeted promotions, and customised offers. According to Verhoef et al. (2021), personalised customer experiences increase engagement and improve perceived value, leading to higher levels of satisfaction. Customers are more likely to feel valued when services are tailored to their individual preferences and needs.
Additionally, maintaining high service quality through reliable delivery performance and user-friendly mobile applications contributes significantly to customer satisfaction. Wu (2024) found that service quality dimensions such as responsiveness, reliability, and convenience positively influence customer satisfaction and continued use of food delivery platforms. Therefore, improving both operational efficiency and customer experience is essential for sustaining satisfaction levels.
Overall, the literature indicates that effective communication, service recovery, personalisation, and high service quality are key strategies for improving customer satisfaction. By implementing these approaches, Uber Eats can enhance customer experiences, strengthen customer relationships, and increase long-term customer retention.

[bookmark: _Toc738469357]2.6 Strategies for Improving Delivery Reliability				
Improving delivery reliability is essential for online food delivery platforms because reliable service directly influences customer satisfaction, trust, and retention. Since food delivery services involve coordination between multiple stakeholders, including the platform, restaurants, and delivery drivers, maintaining consistent delivery performance can be challenging. Consequently, organisations such as Uber Eats must implement effective strategies to minimise delays, improve order accuracy, and enhance overall service quality. One important strategy is the use of advanced route optimisation and artificial intelligence systems. AI driven technologies can analyse real   time traffic conditions, driver locations, weather patterns, and customer demand to identify the most efficient delivery routes. According to Christopher (2016), technology-driven logistics systems can significantly improve operational efficiency by reducing delivery times and increasing reliability. For Uber Eats, route optimisation allows delivery partners to complete orders more efficiently while providing customers with more accurate delivery estimates. This can reduce customer frustration and improve perceptions of service quality. Driver performance management is another key factor in improving delivery reliability. Since delivery drivers are responsible for completing the final stage of the service process, their performance has a direct impact on customer experience. Incentive programmes, such as bonuses for on-time deliveries and high customer ratings, can encourage drivers to maintain high service standards. Research by Ray, Dhir and Bala (2021) found that delivery timeliness is a significant determinant of customer satisfaction within online food delivery services. Therefore, rewarding drivers for reliable performance may contribute to improved service outcomes and greater customer satisfaction.
In addition, stronger partnerships between Uber Eats and participating restaurants can improve delivery reliability. Delays often occur because restaurants require additional preparation time or experience operational inefficiencies. Effective communication and collaboration between the platform and restaurants can help ensure orders are prepared accurately and on time. According to Wu (2024), service reliability depends not only on delivery performance but also on the efficiency of the entire service process. Therefore, restaurant performance plays a critical role in achieving reliable delivery outcomes.
Technology also plays a significant role in supporting delivery reliability. Features such as enhanced GPS tracking, automated dispatch systems, and predictive analytics enable Uber Eats to monitor deliveries in real time and respond quickly to potential disruptions. Alalwan (2020) argues that transparency and communication improve customer perceptions of service quality because they reduce uncertainty during the delivery process. Real-time tracking allows customers to monitor their orders and receive updates regarding delays, helping to manage expectations and improve trust.
Overall, the literature suggests that improving delivery reliability requires a combination of technological innovation, effective driver management, and strong restaurant partnerships. By implementing these strategies, Uber Eats can reduce service failures, improve customer experiences, and strengthen customer retention. Reliable delivery performance is therefore a key source of competitive advantage within the increasingly competitive online food delivery industry.
[bookmark: _Toc1758697307]Critical Comparison of the Literature
The literature consistently identifies service quality as an important factor influencing customer behaviour within online food delivery platforms. However, researchers differ in their focus and interpretation of the factors that contribute to customer retention.
Alalwan (2020) argues that customer satisfaction and continued use of food delivery applications are primarily influenced by technological factors such as ease of use, responsiveness, and overall service quality. This perspective emphasises the importance of the digital platform itself in shaping customer experiences. In contrast, Ray, Dhir and Bala (2021) focus more on operational performance, highlighting delivery timeliness and order accuracy as the key determinants of customer satisfaction. While both studies recognise the importance of service quality, Alalwan (2020) concentrates on technology adoption whereas Ray et al. (2021) emphasise delivery execution.
Similarly, Hwang and Kim (2022) and Wu (2024) both conclude that service quality\\ positively influences customer loyalty and continued usage. However, Hwang and Kim (2022) argue that customer trust acts as an important mediator between service quality and loyalty. This suggests that reliable service contributes to retention indirectly through trust development. By comparison, Wu (2024) focuses more directly on the relationship between service quality, customer satisfaction, and reuse intention, placing less emphasis on trust as an intermediary factor.
There is also a difference between theoretical and operational perspectives within the literature. Parasuraman et al. (1988), through the SERVQUAL model, view reliability as one dimension of overall service quality. In contrast, Christopher (2016) approaches reliability from a logistics perspective, focusing on operational efficiency, delivery accuracy, and supply chain performance. Although both perspectives acknowledge the importance of reliability, the former concentrates on customer perceptions while the latter emphasises organisational processes.
Despite these differences, there is broad agreement among researchers that reliability is essential for positive customer experiences. However, most studies focus on customer satisfaction, technology adoption, or service quality generally rather than examining the direct impact of delivery reliability on customer retention. Consequently, a gap remains in understanding how customers’ perceptions of delivery reliability influence their decision to continue using a specific platform such as Uber Eats. This research seeks to address that gap by focusing specifically on the relationship between delivery reliability and customer retention.


Theoretical Framework
[image: ]
Figure 3 : Customer Perception Framework
Source: Adapted from Xu, Goedegebuure, and Van der Heijden (2007)

Xu, Goedegebuure, and Van der Heijden (2007) explain that high-quality customer service is a key driver of customer satisfaction and long-term customer loyalty. They argue that when organisations consistently meet or exceed customer expectations through reliable and responsive service, customers are more likely to be satisfied and continue their relationship with the organisation. The authors also suggest that customer satisfaction acts as a mediating factor between service quality and customer loyalty, meaning that improvements in service quality increase customer satisfaction, which subsequently leads to higher levels of customer retention and repeat purchasing behaviour.
This study is based on the relationship between perceived customer service, customer satisfaction, and customer loyalty. In online food delivery platforms, customers evaluate service quality through factors such as delivery reliability, order accuracy, responsiveness, and communication. According to Alalwan (2020), customers' perceptions of service quality significantly influence their satisfaction and continued intention to use food delivery applications. Positive service experiences create favourable perceptions, while poor service performance can negatively affect customer attitudes towards the platform.
Customer satisfaction refers to the degree to which a service meets or exceeds customer expectations. Wu (2024) found that service quality dimensions, particularly reliability and responsiveness, have a significant positive effect on customer satisfaction within online food delivery services. This suggests that customers are more satisfied when deliveries arrive on time, orders are accurate, and communication throughout the delivery process is effective.
Customer loyalty reflects a customer's willingness to continue using a service and recommend it to others. Hwang and Kim (2022) argue that customer satisfaction contributes to trust, which subsequently strengthens customer loyalty and repeat purchase intentions. Similarly, Verhoef et al. (2021) suggest that positive customer experiences increase customer engagement and long-term loyalty towards digital platforms. The relationship between these variables suggests that perceived customer service influences customer satisfaction, which subsequently affects customer loyalty. In the context of Uber Eats, delivery reliability represents a key element of perceived customer service. Therefore, higher levels of delivery reliability are expected to improve customer satisfaction and encourage customers to continue using the platform. Customer satisfaction is therefore viewed as a mediating factor between delivery reliability and customer retention.
Based on the literature, this study proposes that improved delivery reliability leads to greater customer satisfaction, which in turn enhances customer loyalty and retention within Uber Eats.

[bookmark: _Toc1014249067]2.7 Chapter Summary									
This chapter has reviewed the literature relating to customer perception, delivery reliability, customer retention, customer satisfaction, and service improvement strategies within online food delivery platforms. The literature demonstrates that delivery reliability is a significant factor influencing customer satisfaction and loyalty. However, there remains limited research specifically examining the impact of delivery reliability on customer retention within Uber Eats. This identified gap provides the justification for the current study and informs the research methodology presented in the following chapter.










[bookmark: _Toc830967694]CHAPTER 3: Methodology 
[bookmark: _Toc1983999411]3.1 Systematic Literature Review (SLR) 
A Systematic Literature Review (SLR) is a research method used to identify, evaluate, and synthesise existing literature in a structured and transparent manner (Snyder, 2019). Unlike a
 traditional literature review, an SLR follows a systematic process to minimise bias and ensure that relevant studies are identified and analysed consistently (Snyder, 2019). The purpose of conducting an SLR is to provide a comprehensive understanding of existing knowledge, identify research gaps, and establish a strong theoretical foundation for the study (Tranfield, Denyer and Smart, 2003). Systematic Literature Review was considered appropriate for this research because the study seeks to understand the relationship between delivery reliability and customer retention within online food delivery platforms, particularly Uber Eats. As extensive research already exists on customer satisfaction, service quality, customer loyalty, and food delivery services, a systematic review enables the researcher to critically evaluate and synthesise findings from multiple studies. Furthermore, the structured nature of an SLR improves the reliability and credibility of the research by ensuring that literature is selected using predefined criteria rather than personal judgement. This approach also helps identify gaps in existing research, particularly the limited attention given to the direct relationship between delivery reliability and customer retention. Therefore, the use of an SLR provides a robust foundation for answering the research question and developing evidence-based conclusions.

[bookmark: _Toc1493232218]3.2 Search Strategy 
A search strategy refers to the systematic approach used to identify, locate, and retrieve relevant literature for a research study. According to Page et al. (2021), a structured search strategy enables researchers to identify relevant evidence in a transparent and replicable manner while reducing the risk of selection bias. Similarly, Xiao and Watson (2019) argue that a search strategy involves the use of predefined keywords, databases, and eligibility criteria to ensure that relevant studies are systematically identified and evaluated. A well-designed search strategy is essential because it improves the reliability, validity, and transparency of a systematic literature review.
For this study, a structured search strategy was employed using the PRISMA 2020 framework (Page et al., 2021). This approach ensured that the identification, screening, eligibility assessment, and selection of studies were conducted systematically. The search strategy was developed to identify literature relating to delivery reliability, customer retention, customer satisfaction, service quality, and online food delivery platforms, with particular focus on Uber Eats.

[bookmark: _Toc1633560400]3.3 Search Terms
Search terms are the keywords and phrases used to locate relevant literature within academic databases. According to Xiao and Watson (2019), carefully selected search terms improve the accuracy and relevance of search results by ensuring that studies closely related to the research topic are identified. To maximise the retrieval of relevant articles, Boolean operators such as AND and OR were used to combine keywords and refine the search process. Search terms were used to ensure that relevant and high-quality literature related to the research topic was identified efficiently. According to Xiao and Watson (2019), the use of carefully selected search terms enables researchers to locate studies that are closely aligned with the research objectives while reducing the retrieval of irrelevant articles. By using specific keywords and Boolean operators such as AND and OR, the search process became more focused and systematic. This improved the comprehensiveness, transparency, and reliability of the systematic literature review, ensuring that the studies included were relevant to the investigation of delivery reliability and customer retention within Uber Eats.

[bookmark: _Toc806526392]3.4 Key Words
Keywords are the main words or phrases used to represent the core concepts of a research study and to retrieve relevant literature from academic databases. According to Xiao and Watson (2019), selecting appropriate keywords is essential for ensuring that the literature search is focused, comprehensive, and relevant to the research topic. Well-chosen keywords increase the likelihood of identifying high-quality studies while reducing the retrieval of irrelevant sources.
The keywords used in this study were derived from the research aim, objectives, and research questions. They focused on the main concepts relating to delivery reliability and customer retention within online food delivery platforms. The keywords used were Delivery reliability, Customer retention, Customer satisfaction, Customer loyalty, Service quality, Customer perception, Online food delivery, Uber Eats, Food delivery platforms, Delivery performance, 
Delivery timeliness, Repeat purchase intention. The keywords were selected because they directly reflect the main concepts investigated in this study, namely delivery reliability, customer retention, customer satisfaction, and online food delivery services. According to Xiao and Watson (2019), carefully selected keywords improve the effectiveness of a literature search by ensuring that relevant studies are identified while reducing the inclusion of unrelated research. Keywords such as "delivery reliability", "customer retention", "Uber Eats", and "service quality" were chosen because they align with the research aim, objectives, and research questions. Using these keywords individually and in combination with Boolean operators (AND and OR) enabled a comprehensive search of the literature and ensured that the studies included in the systematic literature review were relevant to the research topic.
 

[bookmark: _Toc1975766061]3.5 Data base
Academic databases were used to identify credible, peer-reviewed, and relevant literature for this systematic literature review. According to Xiao and Watson (2019), selecting appropriate databases is essential for ensuring that literature search is comprehensive, transparent, and capable of retrieving high-quality research evidence. Using multiple databases also reduces the risk of overlooking relevant studies and improves the reliability of the review.
The data bases selected for this study were: Google Scholar, UWTSD Library, Emerald Insight, ScienceDirect, SpringerLink, Taylor & Francis Online, Taylor & Francis Online, ResearchGate, Uber Eat. These databases were chosen because they provide access to peer-reviewed journal articles, books, conference papers, and other scholarly publications relating to business management, marketing, customer satisfaction, service quality, and online food delivery services. Google Scholar and the UWTSD Library were particularly useful for accessing a broad range of academic sources, while Emerald Insight, ScienceDirect, SpringerLink, and Taylor & Francis Online provides quality business and management research. ResearchGate was used to access publicly available versions of relevant academic publications where appropriate.
Using multiple data bases ensured that the literature review was comprehensive and included diverse perspectives on delivery reliability, customer satisfaction, customer retention, and Uber Eats.

[bookmark: _Toc1038980592]3.6 Inclusion/Exclusion Criteria
Inclusion and exclusion criteria were established to ensure that only relevant, credible, and high-quality studies were included in the systematic literature review. According to Page et al. (2021), clearly defined eligibility criteria improve the transparency, consistency, and reliability of the study selection process by reducing researcher bias. The criteria were developed based on the research aim, objectives, and research questions to ensure that the selected literature directly addressed delivery reliability, customer satisfaction, and customer retention within online food delivery platforms.


[bookmark: _Toc1391112070]3.6.1 Inclusion Criteria 
Table 1
	Inclusion Criteria
	Justification

	Published in English.
	English language articles were included because they could be accurately interpreted by the researcher, reducing the risk of translation errors and ensuring consistency in data analysis.


	Published between 2020 and 2025 to ensure the literature was current and relevant.
	Recent studies were selected to reflect current developments in the online food delivery industry, particularly the rapid growth and technological advancements that occurred during and after the COVID 19 pandemic.


	Peer-reviewed journal articles.
Full-text articles available for review.

	Peer reviewed publications were included because they have undergone rigorous academic evaluation, making them more credible, reliable, and suitable for scholarly research.


	Studies focusing on online food delivery services.

	This criterion ensured that the literature was directly relevant to the context of the study and reflected the characteristics of digital food delivery platforms.


	Studies examining delivery reliability, service quality, customer satisfaction, customer loyalty, or customer retention
	These concepts represent the key variables of the research. Including studies on these topics ensured that the literature addressed the research aim, objectives, and questions.


	Studies relevant to Uber Eats or comparable online food delivery platforms.

	As limited research focuses exclusively on Uber Eats, studies involving comparable platforms such as Deliveroo, Just Eat, DoorDash, and Food panda were also included. This provided broader evidence while remaining relevant to the research topic.




The inclusion criteria were selected to ensure that only relevant and high-quality studies were included in the systematic literature review.


[bookmark: _Toc604017894]3.6.2 Exclusion Criteria 
Table 2
	Exclusion Criteria
	Justification 

	Articles not published in English.

	Non-English publications were excluded because of potential language barriers and translation inaccuracies, which could affect the interpretation and consistency of the findings.


	Studies published before 2020.

	Older studies were excluded to ensure that the review reflected current developments in online food delivery services, digital technologies, and customer behaviour. The industry has evolved rapidly in recent years, particularly following the COVID-19 pandemic.


	Conference abstracts, editorials, newspaper articles, blogs, and unpublished reports.

	These sources were excluded because they are generally not peer-reviewed and may lack the academic rigour, reliability, and detailed methodology required for a systematic literature review.


	Studies unrelated to online food delivery services.

	Research that did not focus on online food delivery was excluded because it did not directly address the research topic or contribute to answering the research question.


	Studies focusing on industries outside the scope of this research.
	Studies from unrelated sectors, such as healthcare, banking, or manufacturing, were excluded because customer behaviour and service delivery processes differ significantly from those in the online food delivery industry.


	Articles without full-text access.
	Studies without full-text availability were excluded because it was not possible to critically evaluate their methodology, findings, or conclusions.


	Duplicate publications identified during the screening process.
	Duplicate records were removed to ensure that each study was included only once, preventing repetition and maintaining the accuracy of the systematic literature review.



The exclusion criteria were established to remove studies that were not relevant or suitable for addressing the research aim and objectives.

[bookmark: _Toc137151052]3.7 Search Results 
The literature search identified a total of 120 studies across the selected academic databases, including Google Scholar, UWTSD Library, Emerald Insight, ScienceDirect, SpringerLink, Taylor & Francis Online, and ResearchGate. After removing 20 duplicate records, 100 studies remained for title and abstract screening. During this stage, 60 studies were excluded because they did not meet the inclusion criteria or were not relevant to the research topic.
The remaining 40 full-text articles were assessed for eligibility using the predefined inclusion and exclusion criteria. Following this assessment, 25 articles were excluded due to reasons such as being outside the publication date range, lacking relevance to online food delivery services, or not addressing the key concepts of delivery reliability, customer satisfaction, customer loyalty, or customer retention. Ultimately, 15 peer-reviewed studies were included in the final systematic literature review. These studies formed the evidence base for analysing the relationship between delivery reliability and customer retention within Uber Eats. The selected articles provided both theoretical and empirical evidence that informed the literature review, theoretical framework, and discussion of the research findings. The search and screening process was conducted using the PRISMA 2020 framework (Page et al., 2021), ensuring that the selection of studies was systematic, transparent, and replicable while reducing the risk of selection bias.

[bookmark: _Toc209111279]3.8 Ethical Considerations
Ethical considerations are essential in ensuring that research is conducted responsibly, transparently, and with academic integrity. Although this study is based entirely on secondary data obtained through a systematic literature review, ethical principles were followed throughout the research process. According to Page et al. (2021), transparency and consistency in the selection and reporting of studies are fundamental to producing a reliable and unbiased systematic literature review. One important ethical consideration was researcher bias. To minimise bias, the PRISMA 2020 framework was used alongside predefined search terms and inclusion and exclusion criteria. Applying these criteria consistently ensured that studies were selected based on their relevance and quality rather than the researcher's personal opinions or preferences (Page et al., 2021). Another ethical consideration was academic integrity. All journal articles, books, and other academic sources used in this study were accurately acknowledged using the Harvard referencing style. This ensured that the intellectual property of other researchers was respected and helped prevent plagiarism, which is a fundamental principle of responsible research (UWTSD, 2024).
As this research relied solely on published secondary data, issues relating to participant anonymity and confidentiality were not applicable because no human participants were involved and no personal information was collected. However, the researcher ensured that all published information was interpreted accurately and reported objectively without misrepresentation.
The study also complied with the principles of the UK General Data Protection Regulation (UK GDPR). Although no personal or sensitive data were collected, all electronic research materials were stored securely and used only for academic purposes in accordance with data protection principles and university ethical guidelines (Information Commissioner's Office, 2023).
Overall, these ethical considerations helped ensure that the research was conducted in a transparent, responsible, and academically rigorous manner.
 
[bookmark: _Toc1336071338]3.9 Chapter Summary 
This chapter has outlined the research methodology adopted for the study. It explained the use of a Systematic Literature Review and justified its suitability for investigating the relationship between delivery reliability and customer retention within Uber Eats. The chapter also described the search strategy, search terms, keywords, databases, and inclusion and exclusion criteria used to identify and select relevant literature. In addition, it presented the search results and discussed the ethical considerations that guided the research process. By applying a systematic and transparent methodology, the study established a credible foundation for the literature review and the subsequent analysis of the research findings.

[bookmark: _Toc1039608592]Chapter 4: Findings and Discussion
[bookmark: _Toc1527297027]4.1 Introduction
The aim of this research is to examine the impact of delivery reliability on customer retention within Uber Eats by investigating customers' perceptions of delivery timeliness, order accuracy, and overall service reliability and qualitative feedback analysis from secondary data. This chapter presents and discusses the findings obtained from the systematic literature review. The findings are organised into key themes that emerged from the selected studies and are discussed in relation to the research objectives. The chapter also compares the findings across the literature and explains their implications for delivery reliability and customer retention within Uber Eats.
[bookmark: _Toc1747173206]4.2 Data Analysis
The data analysis table was developed following the systematic literature review to organise and compare the key findings from the selected studies. After the articles were screened and included using the PRISMA framework, each study was analysed based on its aim, key issues discussed, and contribution to the research topic. Similar findings were then grouped into common themes to identify patterns, areas of agreement and disagreement, and gaps within the existing literature. The table provides a structured summary of the evidence and demonstrates how the selected studies contribute to understanding the relationship between delivery reliability, customer satisfaction, and customer retention within Uber Eats. It also forms the basis for the discussion presented in this chapter by linking the findings to the research objectives and theoretical framework.
 









Table 3: Theme Development
	Author(s)
	Aim of study
	Key issues Discussed
	Theme

		Parasuraman, Zeithaml and Berry (1988)


	


	 



	Develop the SERVQUAL model.

	Reliability, responsiveness, empathy, assurance, and tangibles.
	Delivery Reliability


	Bhattacherjee (2001)
	Explain continuance intention using Expectation Confirmation Theory.
	Satisfaction, expectations, continued usage.
	Customer Satisfaction

	Kotler and Keller (2019)
	Examine customer perception and behaviour.
	Customer expectations, perceived value, satisfaction.
	Customer Perception


	Alalwan (2020)
	Investigate factors affecting food delivery app usage.
	Service quality, reliability, ease of use, satisfaction.
	Customer Perception

	Ray, Dhir and Bala (2021)
	Examine operational performance in food delivery.
	Delivery timeliness, order accuracy, customer satisfaction.
	Delivery Reliability

	Hwang and Kim (2022)
	Investigate service quality, trust and loyalty.
	Customer trust, repeat purchase, loyalty.
	Customer Retention

	Verhoef et al. (2021)
	Explore digital transformation and customer experience.
	Customer engagement, digital innovation.
	Customer Satisfaction Strategies

	Wu (2024)
	Examine service quality and reuse intention.
	Delivery reliability, satisfaction, continued usage.
	Customer Retention

	Christopher (2016)
	Explain logistics and supply chain management.
	Delivery performance, operational efficiency.
	Customer Reliability Strategies


	Tax, Brown and Chandrashekaran (1998)
	Examine service recovery.
	Complaint handling, compensation, customer trust.
	Customer Satisfaction Strategies



[bookmark: _Toc1575321577]4.3 Research Findings
The findings of the systematic literature review were analysed and organised into five key themes that emerged consistently across the selected studies. These themes include customer perception, delivery reliability, customer satisfaction, customer retention, and strategies for improving delivery reliability and customer satisfaction. Together, these themes address the research objectives by highlighting the factors that influence customers' experiences and their intention to continue using Uber Eats. Table 4 summarises the key themes identified, the authors reviewed, and the main findings discussed within each study.






[bookmark: _Toc871326013]Table 4: Summary of Themes
	Theme
	Findings
	 Main Authors

	Customer Perception
	Customers judge Uber Eats based on delivery speed, communication, and order accuracy.
	Alalwan (2020); Kotler and Keller (2019)

	Delivery reliability
	Reliable deliveries improve service quality and customer experience.
	Parasuraman et al. (1988); Ray et al. (2021); Wu (2024)

	Customer Satisfaction
	Reliable delivery increases satisfaction and trust.
	Hwang and Kim (2022); Bhattacherjee (2001)

	Customer Retention
	Satisfied customers are more likely to continue using Uber Eats.
	Hwang and Kim (2022); Wu (2024)

	Strategies for Customer Satisfaction
	Effective communication, service recovery, and personalisation improve satisfaction.
	Tax et al. (1998); Verhoef et al. (2021)

	Strategies for Delivery Reliability
	AI, GPS tracking, route optimisation, and restaurant partnerships improve delivery performance.
	Christopher (2016); Ray et al. (2021); Wu (2024)



[bookmark: _Toc557540707]4.3.1 Theme One: Customer Perceptions of Delivery Reliability
The literature consistently identified delivery reliability as one of the most important factors influencing customers' perceptions of online food delivery services. Customers evaluate delivery reliability through delivery timeliness, order accuracy, communication, and order tracking. Studies by Alalwan (2020) and Wu (2024) indicate that reliable service improves customers' overall perceptions of service quality, while delivery failures reduce confidence in the platform. Although both authors recognise the importance of reliability, Alalwan (2020) focuses primarily on customer experience through digital platforms, whereas Wu (2024) places greater emphasis on operational service quality. Despite these differences, both conclude that customers expect consistent and dependable delivery services. These findings suggest that delivery reliability represents a core component of customers' perceptions of Uber Eats. Because customers expect deliveries to arrive on time and accurately, poor delivery performance is likely to damage overall perceptions of the platform and reduce customer satisfaction.
[bookmark: _Toc609562811]4.3.2 Theme Two: Delivery Reliability and Customer Satisfaction
The reviewed literature demonstrates a strong relationship between delivery reliability and customer satisfaction. Hwang and Kim (2022) found that reliable delivery services improve customer trust and satisfaction, while Ray, Dhir and Bala (2021) identified delivery timeliness and order accuracy as key determinants of positive customer experiences. However, the literature also suggests that customer satisfaction depends on several service dimensions beyond delivery reliability, including application usability and customer support. Therefore, delivery reliability should be considered one important contributor rather than the sole determinant of customer satisfaction. The findings indicate that Uber Eats should prioritise improving delivery reliability because satisfied customers are more likely to remain loyal to the platform and continue placing future orders.
[bookmark: _Toc515796055]4.3.3Theme Three: Delivery Reliability and Customer Retention
The literature consistently supports a positive relationship between delivery reliability and customer retention. Wu (2024) found that higher service quality increases customers' intention to continue using food delivery applications. Similarly, Buttle and Maklan (2019) argue that retaining existing customers contributes to long-term profitability and competitive advantage. Nevertheless, relatively few studies directly investigate delivery reliability as an independent factor affecting customer retention. Most research examines customer satisfaction or service quality more broadly. This finding supports the research gap identified in Chapter Two. Although researchers recognise that reliable service contributes to customer loyalty, further research is required to understand the specific impact of delivery reliability on customer retention within Uber Eats.
[bookmark: _Toc1495852969]4.3.4 Theme Four: Strategies for Improving Delivery Reliability
Several strategies were identified for improving delivery reliability. These include artificial intelligence-based route optimisation, enhanced GPS tracking, stronger collaboration with restaurants, improved communication with customers, and incentive programmes for delivery drivers (Christopher, 2016; Wu, 2024). Most studies agree that technological innovation can significantly improve operational efficiency. However, successful implementation also depends upon effective coordination between Uber Eats, restaurants, and delivery partners. The findings suggest that improving delivery reliability requires both technological investment and operational improvements. Uber Eats should therefore continue investing in artificial intelligence, predictive analytics, and real-time communication systems while strengthening relationships with delivery partners and restaurants.
[bookmark: _Toc881266792]4.3.5 Overall Discussion
Overall, the literature demonstrates that delivery reliability significantly influences customer satisfaction, trust, loyalty, and customer retention. However, the relationship is indirect, with customer satisfaction acting as a mediating factor between delivery reliability and customer loyalty. The findings also highlight a gap within existing research. Most studies investigate service quality broadly rather than focusing specifically on delivery reliability within Uber Eats. Consequently, this study contributes to the existing literature by synthesising current evidence relating specifically to delivery reliability and customer retention.
[bookmark: _Toc943813315]4.4 Chapter Summary
This chapter has presented the key findings identified through the systematic literature review and discussed their implications in relation to the research objectives. The findings indicate that delivery reliability is an important determinant of customer satisfaction and retention within online food delivery platforms. The following chapter concludes the study by presenting recommendations, limitations, and suggestions for future research.
[bookmark: _Toc618592346]Chapter 5: Recommendations, Conclusion and Limitations
[bookmark: _Toc1043003443]5.1 Recommendations
Based on the findings of this systematic literature review, several recommendations are proposed to help Uber Eats improve delivery reliability, enhance customer satisfaction, and strengthen customer retention. The recommendations are informed by the reviewed literature and are intended to address the operational challenges identified throughout this study. The first recommendation is for Uber Eats to continue investing in artificial intelligence (AI), predictive analytics, and route optimisation technologies. Delivery reliability is one of the most influential factors affecting customer satisfaction and repeat purchase behaviour within online food delivery platforms (Wu, 2024). AI-powered route optimisation enables delivery drivers to avoid traffic congestion, identify the fastest delivery routes, and provide customers with more accurate estimated delivery times. Predictive analytics can also help Uber Eats anticipate periods of high demand and allocate drivers more efficiently. As consumer expectations for fast and reliable delivery continue to increase, investment in these technologies will help improve operational efficiency while reducing delivery delays (Verhoef et al., 2021).
Secondly, Uber Eats should strengthen collaboration with restaurant partners. The literature demonstrates that delivery delays are often caused by restaurant preparation times rather than driver performance alone (Ray, Dhir and Bala, 2021). Improving communication between restaurants, delivery drivers, and the Uber Eats platform can reduce waiting times and improve coordination throughout the delivery process. Uber Eats could introduce performance monitoring systems that enable restaurants to track preparation times and identify opportunities for improvement. Providing restaurants with operational support and performance feedback may also contribute to greater order accuracy and improved delivery reliability. Another recommendation is to improve communication with customers throughout the delivery journey. Customers value transparency and expect to receive accurate updates regarding the progress of their orders. Real-time order tracking, automated notifications, and revised delivery estimates can reduce uncertainty and improve customer perceptions of service quality (Alalwan, 2020). When delays occur, customers should receive immediate explanations and revised delivery times. Effective communication helps manage customer expectations and reduces dissatisfaction, even when service disruptions cannot be avoided. Uber Eats should also strengthen its service recovery procedures. Despite improvements in technology and operations, service failures such as delayed deliveries, incorrect orders, or cancelled deliveries are sometimes unavoidable. Tax, Brown and Chandrashekaran (1998) argue that organisations with effective service recovery systems are more likely to retain dissatisfied customers. Uber Eats should therefore continue offering compensation through refunds, promotional discounts, account credits, or free delivery vouchers when service failures occur. These recovery strategies demonstrate organisational accountability and help restore customer trust and satisfaction (Hwang and Kim, 2022).
Furthermore, Uber Eats should make greater use of customer feedback and performance data to support continuous improvement. Customer reviews, ratings, and complaint data provide valuable insights into recurring operational issues and customer expectations. Regular analysis of this information enables the company to identify weaknesses in delivery performance and implement targeted improvements. Data-driven decision-making also allows managers to monitor key performance indicators such as average delivery time, order accuracy, customer satisfaction scores, and repeat purchase rates. Finally, Uber Eats should continue investing in driver development and performance management. Delivery partners play an essential role in the customer experience because they represent the final stage of the service process. Incentive programmes, regular performance feedback, and additional training on customer service and delivery standards could encourage higher service quality. Recognising and rewarding high-performing drivers may improve motivation, reduce delivery errors, and contribute to a more reliable service. Implementing these recommendations would help Uber Eats improve delivery reliability, strengthen customer satisfaction, and encourage long-term customer retention, thereby enhancing its competitive position within the online food delivery industry.
Future research should consider integrating the Theory of Planned Behaviour (TPB) to provide a broader explanation of customer retention within online food delivery platforms. While this study focuses on delivery reliability as a key determinant of customer satisfaction and retention, the TPB suggests that customers' behavioural intentions are also influenced by their attitudes towards the service, subjective norms (social influence), and perceived behavioural control (Ajzen, 2020). Incorporating this theory would enable researchers to examine how social recommendations, customer attitudes, and perceived ease of using Uber Eats influence repeat purchase intentions alongside delivery reliability. This would provide a more comprehensive understanding of the factors driving customer retention and strengthen the theoretical foundation of future studies.
[bookmark: _Toc1921034871]5.2 Conclusion
This study examined the impact of delivery reliability on customer retention within Uber Eats through a systematic literature review. The review synthesised evidence from recent academic studies to investigate how delivery reliability influences customer perceptions, customer satisfaction, customer loyalty, and long-term retention. The findings consistently demonstrate that delivery reliability is one of the most significant determinants of customer satisfaction within online food delivery services. Customers expect deliveries to arrive within the promised timeframe, orders to be accurate, and communication to be clear throughout the delivery process. When these expectations are fulfilled, customers are more likely to develop positive perceptions of service quality and continue using the platform (Alalwan, 2020; Wu, 2024).
The literature also highlights that customer satisfaction acts as an important link between delivery reliability and customer retention. Reliable delivery services increase customer trust, which subsequently strengthens customer loyalty and repeat purchase behaviour (Hwang and Kim, 2022). Conversely, repeated delivery failures reduce customer confidence and increase the likelihood of customers switching to competing platforms such as Deliveroo or Just Eat. These findings support the view that maintaining reliable delivery performance is essential for sustaining long-term business success in highly competitive digital markets. The review further identified several practical strategies capable of improving delivery reliability. These include the adoption of artificial intelligence, predictive analytics, improved route optimisation, stronger partnerships with restaurants, enhanced communication systems, and effective service recovery mechanisms. Collectively, these strategies contribute to improved customer experiences and support the development of stronger customer relationships.
This study also identified an important gap within the existing literature. While many studies investigate service quality, customer satisfaction, or technology adoption, relatively few examine the direct relationship between delivery reliability and customer retention, particularly within Uber Eats. By focusing specifically on this relationship, the study contributes to the growing body of knowledge surrounding customer behaviour within online food delivery services. Overall, the findings indicate that improving delivery reliability should remain a strategic priority for Uber Eats. Investment in technology, operational coordination, customer communication, and continuous performance improvement will enable the company to meet changing customer expectations while strengthening customer loyalty and maintaining competitive advantage within the evolving online food delivery industry.

[bookmark: _Toc1260327579]5.3 Limitations of the Research
Although this research achieved its objectives, several limitations should be acknowledged.
Firstly, the study relied exclusively on secondary data obtained through a systematic literature review. Consequently, the findings depend upon the quality, scope, and availability of existing published research. No primary data were collected directly from Uber Eats customers, delivery drivers, or restaurant partners. Therefore, the study could not explore individual experiences or perceptions beyond those reported in previous studies.
Secondly, the review included studies published primarily between 2020 and 2025. While this ensured that the findings reflected recent developments in online food delivery services, it may have excluded earlier studies that continue to provide valuable theoretical insights into customer satisfaction, service quality, and customer loyalty.
Thirdly, although the study focused on Uber Eats, many of the reviewed articles examined the online food delivery industry more broadly rather than Uber Eats specifically. As a result, some findings were generalised from comparable platforms such as Deliveroo, Just Eat, DoorDash, and Foodpanda. Although these platforms operate within similar business models, differences in organisational practices may limit the direct applicability of certain findings. Another limitation relates to the geographical scope of the reviewed literature. Many studies were conducted in countries such as South Korea, India, China, and the United States, where consumer behaviour, digital adoption, and food delivery markets differ from those in the United Kingdom. Consequently, customer expectations and perceptions identified in these studies may not fully reflect the experiences of UK Uber Eats users.
Finally, because the study adopted a qualitative synthesis of existing literature, it was not possible to establish causal relationships or statistically measure the strength of the relationship between delivery reliability and customer retention. Future research could address this limitation by conducting quantitative surveys or interviews with Uber Eats customers to test the proposed relationships empirically. Longitudinal studies could also investigate how improvements in delivery reliability influence customer retention over time. Despite these limitations, the systematic literature review provides a comprehensive and credible synthesis of current evidence. The study contributes valuable insights into the importance of delivery reliability within online food delivery services and offers practical recommendations that may assist Uber Eats in improving customer satisfaction and long-term customer retention.
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