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[bookmark: _Toc129866262]Introduction
The purpose of this report is to provide an analysis of the current state of Deliveroo, a UK-based online food delivery service, and to make recommendations for how the company can improve its operations, customer service, and profitability. Deliveroo is a rapidly growing company that has revolutionized the food delivery industry since its launch in 2013, providing customers with an easy and convenient way to order food from local restaurants. The company has achieved success in a short amount of time, expanding to over 200 cities in 12 countries (FISHER, 2020).
This report will begin by discussing the current state of Deliveroo, including its market position and customer base. It will then assess the company’s operations, including its delivery system, customer service, and pricing structure. Finally, it will provide a comprehensive set of recommendations for how Deliveroo can improve its operations and profitability. Deliveroo has been successful in a short amount of time due to its focus on customer convenience and its use of innovative technology. The company’s delivery system is efficient and reliable, and its app allows customers to easily order food from their favorite restaurants with just a few taps. Deliveroo also offers competitive prices and discounts to its customers (Deliveroo, n.d.).
However, there are still some areas where Deliveroo could improve. For example, the company’s customer service and delivery times could be improved, and its pricing structure could be made more transparent. Additionally, Deliveroo should focus more on marketing and customer engagement to increase its customer base. The recommendations in this report will provide Deliveroo with a roadmap for how it can improve its operations, customer service, and profitability. By implementing these recommendations, Deliveroo will be able to achieve greater success in the future.
[bookmark: _Toc129866263]Market position and customer base
Deliveroo is a British online food delivery company founded in 2013 and is now a globally recognised brand. It is currently valued at over $2 billion and operates in 13 countries across Europe, the Middle East, and Asia Pacific. The company is a leader in the online-food-delivery market, and its customer base is growing quickly. Deliveroo's delivery system is quick, efficient, and reliable. Customers can order food from a variety of restaurants, and the food is delivered to the customer's door in a matter of minutes. Deliveroo also offers its customers a range of customer service options, such as live chat and telephone support (FISHER, 2020).
Deliveroo's pricing structure is competitive and flexible. The company offers different prices for different types of orders and delivery locations. Customers can also opt for a subscription service, which provides them with discounted prices. Overall, Deliveroo is a successful and well-recognised food delivery company, with a strong market position and a growing customer base. The company's delivery system, customer service, and pricing structure are all efficient and customer-friendly, making it a popular choice for online food delivery.
[bookmark: _Toc129866264]Deliveroo’s culture and environmental factors

The environmental factors can have a major impact on the culture of an organisation, and this is certainly the case for Deliveroo. The most immediate factor is the competitive nature of the market in which Deliveroo operates. As a business operating in the food delivery industry, Deliveroo must remain competitive to stay profitable. This means that the company is constantly striving to innovate and improve the service that it provides. This has led to a culture of continual improvement and innovation, where employees are encouraged to think outside of the box and come up with new, creative solutions to problems. Another important environmental factor is the changing landscape of technology. With the rise of mobile applications and services (Carolynne Lord,Oliver Bates,Adrian Friday,Fraser McLeod,Tom Cherrett,Antonio Martinez-Sykora &Andy Oakey, 2022), Deliveroo has had to adapt its business model to embrace the new technology and ensure that its services are accessible and user-friendly. This has led to a culture of embracing change and adapting quickly to new trends. Finally, the importance of customer service has been highlighted by the success of Deliveroo. As the company provides a service which involves interaction with customers, it is important that they are satisfied with the service they receive. This has led to a culture of customer service and satisfaction, where employees are encouraged to go the extra mile to ensure customer satisfaction. Overall, the environmental factors have had a major impact on the culture of Deliveroo. The competitive market has led to a culture of innovation and improvement, the changing technology landscape has led to a culture of embracing change, and the importance of customer service has led to a culture of customer satisfaction. By understanding and responding to these environmental factors, Deliveroo has been able to create a culture which has been beneficial to the company and its customers. (Azahar, 2021).
[bookmark: _Toc129866265]PESTLE analyse

PESTLE is an acronym for Political, Economic, Social, Technological, Legal, and Environmental factors that can influence a business. Deliveroo, a food delivery service, is affected by all these factors in different ways (Kalkundrikar, 2022).
Political: 
Deliveroo is subject to the laws and regulations of the countries in which it operates. This includes the laws related to labour, taxation, and consumer protection. In addition, Deliveroo is required to comply with the data protection regulations of the countries in which it operates.
Economic: 
The economic environment of a country affects the success of Deliveroo. For example, a country with a low GDP per capita may not be able to support the delivery service, while a country with a higher GDP per capita may have more people willing to pay for delivery. In addition, any changes in the global economy can affect the demand for Deliveroo’s services.
Social: 
The social environment of a country can also have a significant impact on the success of Deliveroo. For example, if there is a large number of people in a country who prefer to eat out, then there will be less demand for Deliveroo’s services. On the other hand, if there is a large population of people who prefer to eat at home, then there will be more demand for Deliveroo’s services.
Technological:
Deliveroo is heavily dependent on technology for its operations. Any changes in the technology used by Deliveroo can have a significant impact on its operations. For example, the use of autonomous vehicles for delivery can reduce the cost of delivery and increase the efficiency of the service.
Legal: 
Deliveroo is subject to the laws and regulations of the countries in which it operates. This includes the laws related to labour, taxation, and consumer protection. In addition, Deliveroo is required to comply with the data protection regulations of the countries in which it operates.
Environmental: 
Deliveroo is also affected by the environmental factors of the countries in which it operates. For example, in countries with high levels of air pollution, Deliveroo will need to take precautions to ensure that its delivery drivers are not exposed to dangerous levels of pollution. In addition, Deliveroo must ensure that its operations are as environmentally friendly as possible (Dsouza, Prima and Parappagoudar, Sachin, 2021).
[bookmark: _Toc129866266]Ethical elements in an organizational culture
One of the most important elements of an organizational culture is ethical behaviour. An ethical organizational culture is one where employees understand and adhere to the ethical standards of the organization and act in accordance with them. To promote ethical conduct among employees, it is important to develop and maintain an ethical organizational culture (Kumar, 2019). The Schein (1996) model of organizational culture can be used as an academic framework to promote ethical behavior in an organization. According to Schein (1996), an organization’s culture is composed of three components: artifacts, values, and assumptions. Artifacts include the physical elements of the organization, such as the dress code, office layout, and communication styles; values are the beliefs and norms that guide the behavior of employees; and assumptions are the underlying beliefs that influence the way employees interact with each other and the organization. The McKinsey 7s model can also be used to promote an ethical organizational culture. The model outlines seven key elements of organizational culture: structure, strategy, systems, shared values, style, staff, and skills. Structure refers to the formal organizational hierarchy; strategy is the overarching plan for the organization; systems are the processes and procedures in place; shared values are the core values of the organization; style is the leadership style of the organization; staff are the employees and their capabilities; and skills are the technical abilities of the organization. By looking at each of these elements, an organisation can identify where potential ethical issues may arise and take steps to address them. Kotler’s eight-step plan provides another academic framework for promoting ethical behavior in an organization. The plan consists of eight steps: identifying ethical issues, defining ethical standards, communicating ethical standards, training employees, monitoring ethical behavior, rewarding ethical behavior, punishing unethical behavior, and developing an ethical climate. By following this plan, an organization can ensure that its ethical standards are known and followed by all employees. In summary, there are a number of academic frameworks that can be used to promote ethical behavior in an organization. By utilizing frameworks such as Schein's (1996), McKinsey's Seven Principles, and Kotler’s Eight Step Plan, an organization can create an ethical culture and ensure that its employees adhere to its ethical standards.


[bookmark: _Toc129866267]The McKinsey 7s framework
Is a model used for assessing the internal environment of an organisation in order to identify areas that need improvement. It includes seven key elements – strategy, structure, systems, shared values, style, staff, and skills. Each of these elements plays an important role in creating an ethical organisational culture (KENTON, 2022).
Strategy:
Organisations should have a clear ethical strategy that outlines the values they wish to promote and the behaviours they expect from their employees. This strategy should be regularly communicated to staff and reviewed on a regular basis.
Structure:
Organisations should ensure that their structure and processes are aligned with their ethical strategy. This includes having clear policies and procedures in place that encourage ethical behaviour and discourage unethical behaviour.
Systems:
Organisations should have systems in place that support ethical behaviour, such as codes of conduct, whistle-blowing policies, and ethical decision-making processes. They should also have systems that allow for the reporting and investigation of ethical misconduct.
Shared Values:
Organisations should promote a shared set of values that emphasise the importance of ethical behaviour and respect for all employees. This should include a commitment to diversity and inclusion, as well as respect for the environment and other cultures.
Style:
Organisations should ensure that their leadership style is consistent with their ethical strategy. This includes having leaders who demonstrate ethical behaviour and lead by example.
Staff:
Organisations should recruit and retain staff who are committed to ethical behaviour. They should also ensure that staff are adequately trained and supported in their ethical responsibilities.
Skills:
Organisations should ensure that staff have the necessary skills and knowledge to make ethical decisions in their daily work. This includes providing training on ethical decision-making, as well as opportunities to discuss ethical issues.
By incorporating the McKinsey 7s framework into their organisational culture, organisations can ensure that their employees are aware of the importance of ethical behaviour and are empowered to make ethical decisions. This will help to create an ethical organisational culture that is conducive to the long-term success of the organisation (Jurevicius, 2022).
[bookmark: _Toc129866268]Deliveroo’s business model, its operations, and the competitive landscape in which it operates.
Deliveroo business model is based on connecting consumers with local restaurants and takeaways that do not usually deliver food. Deliveroo takes orders from customers, sends them to local restaurants, and then sends a Deliveroo driver to pick up and deliver the order to the customer’s home. Deliveroo’s operations are based on a few key elements. Firstly, it has an extensive network of local restaurants and takeaways (Deliveroo, 2019), which it partners with. Secondly, it has a large network of Deliveroo drivers who pick up and deliver orders to customers. Thirdly, it has a website and mobile app that customers use to place orders. Finally, it has a customer service team which responds to any customer queries.
In terms of the competitive landscape, Deliveroo is competing with several other food delivery companies, such as UberEats and Just Eat. These companies offer similar services to Deliveroo and have similar business models. As such, Deliveroo must differentiate itself from these competitors by offering unique features and services. For example, Deliveroo offers a ‘Chef’s Choice’ feature which allows customers to order from a selection of dishes that have been recommended by chefs.
Overall, Deliveroo is a well-established food delivery company with a successful business model. It has been able to differentiate itself from competitors by offering unique features and services. However, it does face competition from other food delivery companies and must continue to innovate in order to remain competitive.
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Ineffective Leadership: 
Poor leadership can lead to a lack of direction and a disconnect between the vision of the organization and the culture. If leadership is not effective, it can create a negative atmosphere and lead to employees feeling disengaged and unmotivated.
Lack of Communication:
Effective communication is key to creating an effective organizational culture. If there is a lack of communication between management and employees, it can lead to misunderstandings and a lack of trust, which can create a barrier to a positive culture. Deliveroo should invest in more effective communication systems, such as an internal chat platform, regular one-on-one meetings, and an open-door policy for employees to discuss any questions or concerns (Grossman, 2022).
Unclear Expectations:
Without clear expectations, employees can become overwhelmed, under-motivated and discouraged from reaching their potential. To ensure employees are on the same page, Deliveroo should consider introducing a job description for each role, clearly detailing the responsibilities and expectations of each employee.
Conflict and Rigidity: 
Conflict and rigid procedures can be a major barrier to an effective organizational culture. If employees are not able to effectively resolve their differences, it can lead to a breakdown in communication and trust, which can prevent a positive culture from forming.
Improper training:
Poor training can lead to low morale, poor performance and even a lack of job satisfaction. To improve the training of their employees, Deliveroo should invest in comprehensive training programs, both for new and existing staff, that focus on job-specific skills, as well as interpersonal and team-building skills (Martinelli, 2018).
Unhealthy Work/Life Balance:
If employees are over-worked and under-appreciated, they are likely to become disengaged and unmotivated. To encourage a healthy work/life balance, Deliveroo should consider introducing flexible working hours, remote working options and regular social activities and team building events (Ahmed, 2020).
Lack of Recognition and Reward: 
If an organization does not recognize and reward employees for their hard work and achievements, it can lead to a feeling of being undervalued and taken for granted. This can create a barrier to an effective organizational culture (Johnston, n.d.).
By implementing the above recommendations, Deliveroo can create an effective workplace culture that encourages collaboration, trust and job satisfaction. This will help to improve the overall performance and effectiveness of the organization, as well as improve employee engagement and productivity.
[bookmark: _Toc129866270]The main barriers and how they can be improved
One of the main barriers to the success of Deliveroo is the lack of customer awareness of the service. To improve this, Deliveroo could employ more traditional and digital marketing tactics to increase visibility. This could include targeted television, radio, and print ads, as well as targeted social media campaigns. Additionally, Deliveroo could offer discounts or loyalty programs for frequent customers, which could help increase brand awareness and loyalty (Onaiza Qureshi, Tarik Endale, Grace Ryan, Georgina Miguel-Esponda, Srividya N. Iyer, Julian Eaton, Mary De Silva & Jill Murphy , 2021).
Another barrier is the cost of delivery. To reduce this, Deliveroo could work with suppliers and restaurants to negotiate better deals and reduce costs. They could also explore the possibility of using a subscription model, allowing customers to pay a flat fee for unlimited deliveries. Additionally, Deliveroo could look into reducing delivery times to make the service more attractive to customers.
Finally, Deliveroo could improve customer service by providing customers with more detailed information about the delivery process. This could include estimated delivery times, tracking information, and better communication about order status. Additionally, Deliveroo could provide customers with more options for contacting customer service, such as a live chat feature or a phone number. These measures would help customers feel more informed and in control of the delivery process (ShareThere, 2023).
[bookmark: _Toc129866271]Deliveroo's Beer’s model frameworks
Can be categorized into five main elements (Review, 2000):
· Customer segmentation: This framework helps Deliveroo to identify the right customer segments to target, as well as the most effective way to reach them.
· Brand differentiation: Deliveroo can use this to create a unique and differentiated brand that can stand out in the market.
· Value proposition: This framework helps Deliveroo to ensure that it is offering value to its customers to drive loyalty and trust.
· Pricing strategy: This helps Deliveroo to set the right price points to ensure maximum profitability.
· Promotion strategy: This framework helps Deliveroo to craft the most effective promotional campaigns to reach its target audience.
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The conclusion of this report is that Deliveroo is a rapidly growing food delivery service that has changed the way people order food. It has revolutionized the way restaurants and customers interact with each other and has made it easier for people to get the food they want quickly and conveniently. By offering a range of services, such as delivery at specific times, delivery tracking, and the ability to order from multiple restaurants at once, Deliveroo has made it easier than ever to order food online. Deliveroo also offers discounts and promotions which can help customers save money on their orders. In summary, Deliveroo is a convenient, easy-to-use online food delivery service that helps customers order food quickly and conveniently. Its range of services makes it an attractive option for both customers and restaurants, and its discounts and promotions make it a cost-effective choice. This is why Deliveroo has become such a popular service and continues to grow in popularity.
The big problem for this company is the connection between clinicians and the platform and vice versa, which is why poor internal communication can create a sense of disconnection and confusion among employees and clients, and lead to a lack of trust and collaboration. To improve communication and ensure clarity of messages, Deliveroo should invest in more effective communication systems such as an internal chat platform, regular one-on-one meetings, and an open-door policy for employees to discuss any questions or concerns.
Recommendations
· Improve the customer experience by implementing a loyalty program: A loyalty program can help to improve customer satisfaction and encourage repeat customers. It could include discounts, rewards, and other incentives for customers who make frequent orders.
· Increase delivery speed: Customers want their orders as quickly as possible. Implementing a system to reduce delivery times and improve the speed of delivery can help to make customers happier.
· Offer more discounts and promotions: Offering discounts and promotions can encourage customers to order more often and spend more money.
· Make delivery tracking easier: Customers want to be able to track their orders and know when their meals will arrive. Implementing a tracking system can help customers feel more secure and satisfied.
· Enhance food quality: Improving the quality of food can help to increase customer satisfaction. Ensuring that the meals are cooked properly and delivered in a timely manner can help to make customers happier.
· Introduce a rewards program: Offering rewards to customers who order from Deliveroo can encourage them to make more frequent orders. Rewards could include free meals, discounts, or other incentives.
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