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Market Share Positioning Chart

Research | Market Position

Swiggy holds 43% market share, competing closely with Zomato's 55%, with strengths in diverse offerings but challenges in discount reliance & 
pricing..
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90%

(% of respondents 
who expressed a 
desire for more 

detailed information 
when ordering food)

94%

(% of respondents 
who expressed a 

desire for nutritional, 
dietary & allergen 

information)

67%

(% of respondents 
who were 

comfortable sharing 
nutritional, dietary & 
allergen information)

94% of Respondents seek comprehensive info on Dietary 
needs; 67% are comfortable sharing their preferences*

About 60% of regular users & 25%
of occasional users of the app
showed interest in loyalty
program that would reward them
for placing more orders per
month.

Only 21% of respondents
indicated that they would prefer
to see written reviews in addition
to ratings. This suggests that a
segment of the user base values
the additional details that written
reviews provide.

“Swiggy's reviews are
occasionally less detailed
when contrasted with
Zomato’s thorough feedback."

“As a working professional in
Gurgaon, I order from
Swiggy a lot. A loyalty
program would be awesome,
helping me save money and
feel appreciated. Discounts,
faster delivery, or rewards for
frequent orders would be
perfect."

Users appreciate Loyalty programs and Comprehensive Reviews to enhance their overall 
experience*  

Research | Primary Market Research

*Insights obtained from Primary Market Research both Quantitative (n size 55) & Qualitative ( n size 15) 



Swiggy's robust customer lifetime value and satisfaction scores demonstrate its ability to balance cost-effective acquisition with high 
retention in a booming market

Research | Secondary Market Research



Ideation | Lean Canvas



Ideation | Customer Journey Map



Age 29 years

Gender Female

Location Mumbai

Occupation Marketing Manager

Lifestyle Busy, Health 
focused, socially 
active

Personality Finicky , Health 
conscious, proactive

Values Healthy living, 
convenience , safety 
in choices

Interests Fitness, healthy 
eating, meal 
planning

Priya Bansal
(Young Professional)

•Why use Swiggy?
To order healthy meals that fit her 
dietary needs amidst busy schedule 

•Why order healthy meals?
To maintain a balanced diet that supports   
her active lifestyle

•Why maintain a balanced diet?
To ensure she has the energy & well
being needed to thrive at work & in her 
personal life

•Why prioritize energy & well-being?
To keep up with the demands of her past 
fast-paced career while staying healthy 

•Why stay healthy?
To achieve long-term professional
success & personal satisfaction

5 Whys Framework

Motivations :
• Desire for safe & nutritious meals 
• Convenience of quick & reliable food 

delivery

Empathy Map

Pains :
• Concerns about unknowingly 

ordering food with allergens
• Difficulty in finding meals that 

align with her preferences

Gains :
• Maintained nutritional goals 

with a busy lifestyle
• Convenience of automatic 

dietary preference application

Thinks & Feel

Says & Do

• Does this meal align with my 
dietary restrictions ?

• Will Swiggy help me avoid 
unhealthy or allergy-triggering 
ingredients?

• I need to be careful about what 
I eat due to my allergies

• I prefer ordering from 
platforms that offer detailed 
info

• Blogs on healthy eating
• Food delivery apps

customization options
• Social media posts

about meal prep

See

• “Swiggy’s new feature helps 
you stay on track with your 
nutrition goals”

• “You can trust Swiggy
to alert you about
allergens in meal ”

Hears

Ideation | Customer Persona + Empathy MAP 



Ideation | JTBD (Jobs To Be Done) 



Ideation | JTBD (Jobs To Be Done) 



Ideation | Cognitive Loads

Cognitive 
Load Evaluation Recommendation

Intrinsic

• Moderate inherent difficulty due to variety
of choices and details

• High intrinsic load for allergen information
due to manual effort in ensuring accuracy.

Integrate allergen information in the
onboarding process to avoid human error
and ensure smooth food ordering.

Extraneous

• Moderate due to slightly cluttered design,
making navigation around the app
challenging.

Simplify by reducing or grouping features
on the bottom tray for intuitive and clear
design.

Germane

• Can be high if users struggle to learn the
app's features.

Analyze data to identify drop-off points,
and improve design or add user education
features to enhance the experience.



Features Reach Impact Confidence Effort Score

1. Allergen & Nutrition Alerts 4 5 4 3 26.67

2. Gamified Loyalty Program 3 4 3 4 9

3. Recipe Suggestions for Instamart 2 3 2 2 6

Feature 1: Allergen & Nutrition Alerts
•Feature Description: During user onboarding or profile settings, users can input their dietary restrictions (allergies, vegan, etc.) and
nutritional goals (low-carb, high-protein). Swiggy's algorithm will then flag menu items containing those allergens or not aligning with
goals. This can be done with a clear warning icon or text alert next to the dish.

Feature 2: Gamified Loyalty Program
•Feature Description: Introduce a point-based system for placing orders, with bonus points for high-value orders, frequent orders, or
specific actions (e.g., ordering during off-peak hours). Points can be redeemed for scratch cards, discounts, free delivery, or exclusive
experiences.

Feature 3: Recipe Suggestions for Instamart
•Feature Description: When users add items to their Instamart cart, Swiggy suggests relevant recipes using those ingredients. Users can
then easily add any missing ingredients to their cart.

Takeaway: Allergen & Nutrition Alerts take the lead, offering the highest potential value relative to effort

Prioritisation | RICE Framework



Prioritisation | Kano Framework



Customers with food
allergies face difficulty
navigating menus,
risking exposure to
allergenic ingredients
while ordering through
Swiggy

Solution

Problem

Introduce a feature in
Swiggy that asks
customers about food
allergies, hiding dishes
containing those
allergens from their
view

Solution | Wireframe 



Week – Wise Execution
Phase 1: Pilot Program 1 2 3 4 5 6 7 8 9 10 11 12 13-

16

1. Database Development

2. User Preference Input

3. Alert Display & UI/UX Design

4. Smoke Testing

5. Pilot Launch & Data Collection

Phase 2: Beta Launch

6. Feedback Analysis & Iteration

7. Database Expansion & Algorithm Refinement

8. A/B Testing & Optimization

Phase 3: Full Launch

9. Gradual Feature Rollout

10. Monitoring, Feedback, and Iteration

Tasks

Solution | Product Roadmap



Solution | Pilot Launch

1

2

3

4

5

100+ days active users
• Invite them to use the new feature and provide feedback 

through in-app notifications or emails

Users Who Give Special Instructions
• Highlight the allergen feature during the order process and 

request feedback

High-Value Customers
• Users who have a high average order value or order 

frequently. Their satisfaction is crucial for the business
• Offer early access to the feature and collect detailed 

feedback

Health-Conscious Users
• Users who order healthy food options or have previously 

interacted with health-related features
• Notify them about the new feature through personalized 

recommendations

Random Sample Group
• A diverse group of users randomly selected to provide a 

broad range of feedback
• Deploy the feature to this group and analyse their 

interaction and feedback

These segments of 
users should be 
reached through 
various channels of 
communication like 
• Push Notifications 
• SMS
• In-app pop ups 
• E-mails



GOALS SIGNALS METRICS

Happiness

Engagement

Adoption

Retention

Task Success

GOOGLE HEART FRAMEWORK

USERS ENJOY THE NEW
FEATURES AND FIND THEM

USEFUL

NEW USERS FIND THE
FEATURES BENEFICIAL AND

TRY THEM

USERS SPEND MORE TIME
INTERACTING WITH THE

APP

USERS NAVIGATE TO THE
NEW FEATURES AND
ENGAGE WITH THEM 

AVERAGE TIME SPENT ON
ADS AND ORDER

CONVERSIONS

RATING PROVIDED BY
CUSTOMERS AFTER THE

LAUNCH OF NEW FEATURES

THE PURCHASES GO UP
AND USERS MAKE REPEAT

PURCHASES

HOW QUICK THE NEW
USERS PLACE ORDERS AND

FREQUENCY

PEOPLE KEEP COMING BACK
TO THE APP AFTER USING IT

NUMBER OF REPEAT
PURCHASES MADE BY THE

USERS

RISE IN CART VALUE,
REPEAT ORDERS AND

CONTENT ENGAGEMENT

REPEAT PURCHASES AND
SUBSCRIPTION RENEWAL

USERS BUY THE
RECOMMENDED PRODUCTS

AND AOV STARTS RISING

USERS GIVE POSITIVE
FEEDBACK FOR SWIGGY’S

SUGGESTIONS

NEW USERS SET UP
ACCOUNTS AND PLACE

ORDERS

Key Success Metrics



User Profile & Preferences Allergen & Nutrition Database

• Input and manage dietary needs (allergies, 
preferences)

• Intuitive interface with clear options
• Seamless integration with existing profile

• Comprehensive and up-to-date information
• Partnership with restaurants for data accuracy
• Standardized data structure for consistency

Alert Display Search & Filtering

• Visually clear and distinct alerts
• Detailed information on hover/click
• Dynamic updates based on user preferences

• Filter options for allergens, diets, nutrition goals
• Highlighted results for easy discovery
• Improved search algorithm for personalization

Sub-features of Allergen & Nutrition Alerts


