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ABSTRACT: 

Abstract: Thanks to retail sector fast digitization, last-mile delivery has changed from a logistical need to a strategic factor influencing company profitability. This 

research looks at how fresh last-mile delivery techniques are influencing operational effectiveness and consumer retention in an online grocery company. Based 

on a qualitative methodology anchored in a review of the literature and case studies of Ocado, Instacart, and Zepto, the study distinguishes and contrasts 

scheduled delivery, fast commerce (Q-commerce), gig economy models, and click-and-collect services. Results show that service quality—including speed, cost 

transparency, and delivery dependability—defines repeat business somewhat significantly. Conversely, high-speed delivery systems have main operational costs 

that compromise long-term profitability. The study promotes technology driven hybrid delivery methods that control costs and offer tailored options for several 

client categories. Strategic advice highlight flexible delivery architecture, technology-enabled logistics, and sustainable practices. Recommendations for future 

research including green logistics, cross-sectoral delivery benchmarks, and artificial intelligence integration round out the article. 
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1. Introduction 

Thanks to retail sector fast digitization, last-mile delivery has changed from a logistical need to a strategic factor influencing company profitability. 

This research looks at how fresh last-mile delivery techniques are influencing operational effectiveness and consumer retention in an online grocery 

company. Based on a qualitative methodology anchored in a review of the literature and case studies of Ocado, Instacart, and Zepto, the study 

distinguishes and contrasts scheduled delivery, fast commerce (Q-commerce), gig economy models, and click-and-collect services. Results show that 

service quality—including speed, cost transparency, and delivery dependability—defines repeat business somewhat significantly. Conversely, high-

speed delivery systems have main operational costs that compromise long-term profitability. The study promotes technology driven hybrid delivery 

methods that control costs and offer tailored options for several client categories. Strategic advice highlight flexible delivery architecture, technology-

enabled logistics, and sustainable practices. Recommendations for future research including green logistics, cross-sectoral delivery benchmarks, and 

artificial intelligence integration round out the article.  

2. Literature Review 

The literature identifies four dominant last-mile delivery models: 

• Scheduled Delivery: Offers high delivery density and reliability (e.g., Ocado). 

• Gig Economy Delivery: Provides flexibility but suffers from variable service quality (e.g., Instacart). 

• Q-Commerce: Delivers ultra-fast but with high cost-per-delivery and scalability concerns (e.g., Zepto). 

• Click-and-Collect: Low-cost, customer-managed delivery but less convenient. 

 
oretical models include Expectation-Confirmation Theory, Service-Profit Chain, and ServQUAL help to clarify how retention is affected by alignment 

of expectation and service dependability. Important KPIs related with operational efficiency are cost per delivery (CPD), on-time-in- full (OTIF), and 

delivery density.  

3. Methodology 

Combining secondary data from industry publications, corporate disclosures, and academic journals, the study employs a qualitative multiple-case 

analysis approach. Companies were chosen depending on their geographic diversity and different delivery strategies. Comparative and topical study 

helped to compile the results.  
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4. Results and Discussion 

4.1 Impact on client retention  

 

1.Regarding inspiring return business, dependability takes front stage above speed.  

2.Order tracking, accurate delivery, and competent behavior in delivery all greatly affect customer satisfaction.  

3. Consistency and trust keep present clients even as speed draws new ones.  

 

4.2 Operational Effect  

 

1. Designed models decrease expenses and maximize delivery density.  

2. Q-commerce reaches great service levels even at unsustainable cost levels.  

For little overhead or flexibility, click-and-collect and gig models trade scalability.  

 

4.3 Strategic Trade-off  

 

1.No one model is flawless. Infrastructure, customer segmentation, product kind, geography, and 2.so on determine the suitable line of action.  

3.Two approaches seem to be the most effective blended one.  

5. Strategic Recommendations 

1. Adopt Modular Fulfillment: Offer tiered delivery choices (standard, express, click-and-collect). 

2. Leverage AI for Route Optimization: Reduce CPD and environmental impact. 
3. Collect Customer Feedback: Drive continuous improvement. 

4. Integrate Real-Time Tracking: Enhance transparency and trust. 

5. Form Last-Mile Partnerships: Expand quickly with 3PL or dark store operators. 
6. Monitor Sustainability Metrics: Report carbon, fuel, and labor efficiency indicators. 

6. Limitations and Future Research 

Though main data from polls or interviews is provided, the study depends on secondary data.  

The findings mostly relate to the food industry; other sectors (such as electronics and drugs) could be compared in following research.  

Future studies should investigate artificial intelligence, drone technology, and green logistics solutions. 

Conclusion 

Last-minute delivery is today a strategic action directly impacting customer experience, brand impression, and profitability, not a backend operation. 
Online grocery stores have to balance environmental effect, cost control, and quickness with each other. One will find this balance by applying hybrid 

delivery methods motivated by consumer knowledge and technologies. 
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