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Abstract: The shift toward Hyperlocal delivery operations created revolutionary changes in end-point
distribution of services that deliver exceptional convenience but struggle to fulfil sustainability goals. This
research analyses sustainability across multiple dimensions in Hyperlocal delivery services by studying
economic aspects together with environmental and social variables. Beyond enhancing operational
performance and protecting the environment this research considers customer retention and satisfaction as
essential growth factors for Hyperlocal businesses. The research examines how delivery reliability and
personalization alongside service quality build customer loyalty through approaches which minimize carbon
emissions while maximizing resource efficiency. The study analyses industry practices alongside customer
behaviour and feedback mechanisms to establish new approaches which unite sustainability goals with
customer-driven operations. Stakeholders can employ this complete framework to develop Hyperlocal
delivery systems which are both efficient and resilient and focused on customers so they succeed for the long-
term in a competitive market.

Index Terms — HyperLocal Delivery,Micro-Fulfillment Centers (MFCs), Sustainability, HyperLocal
Logistics, End-Mile Connectivity.

1.Introduction

The development of Hyperlocal services has transformed how companies fulfill end-mile delivery by
providing quick delivery throughout urban and suburban regions. The operations encounter multiple
challenges that balance their economic performance with their sustainable practices. Hyperlocal services have
expanded at high speed, which generates improper delivery routes that cause increased fuel usage and adverse
ecological effects. Labor-intensive delivery methods create dilemmas about employees welfare standards
along with their fair compensation practices. This paper examines how sustainability issues affect Hyperlocal
delivery operations as they balance operational efficiency, environmental responsibility, and customer
satisfaction management efforts.

2. Literature Review

Current scientific research has studied both sustainability within logistics operations and final delivery
procedures. The existing research has identified three essential elements of sustainability

IJCRT25A4731 | International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org o778


http://www.ijcrt.org/

www.ijcrt.org © 2025 IJCRT | Volume 13, Issue 4 April 2025 | ISSN: 2320-2882

Current scientific research has studied both sustainability within logistics operations and final delivery
procedures. The existing research has identified three essential elements of sustainability.
e Economic Sustainability: Cost-efficient business models, resource optimization, and profitability.
e Environmental Sustainability: Carbon footprint reduction, alternative fuel adoption, and eco-
friendly packaging.
e Social Sustainability: The dimensions of social sustainability include ensuring labor rights and
achieving customer satisfaction together with reliable service
Studies in green logistics approaches alongside the implementation of Al technology for route optimization
and the understanding of sustainable brand preferences from consumers dominate current research. Research
that combines the complete set of sustainability factors for Hyperlocal delivery remains scarce. This study
integrates an all-inclusive method to handle an identified knowledge gap.

3. Research Methodology

The research uses secondary data analysis through industry reports academic publications combined with case
studies within a qualitative framework. The qualitative investigation studies sustainability developments
affecting operational achievements and the durability of customer loyalty.

4. Sustainability in Hyperlocal Delivery
4.1 Economic Sustainability

Introduction

Indians have witnessed explosive growth in their instant delivery sector which consists of grocery and
essential retail platforms such as Blinkit, Zepto, BigBasket and Dunzo. The startup expansion in this market
segment exceeded 80% during the period from 2014 to the present day due to rapid urbanization and
smartphone availability combined with fast delivery options. The platforms enable the connection of nearby
local stores or dark warehouses for same-hour (10-30 minutes typically) delivery services to customers. The
convenience of this model is challenged by intense market competition since businesses compete fiercely to
provide reduced delivery fees combined with bigger discounts and shorter delivery times to gain more users.
Strategies employed for expanding user bases have caused significant economic challenges to the survival of
hyperlocal models. The research investigates delivery costs alongside revenue performance and operational
problems coupled with survival strategies through informational data extracted from latest studies.

4.2 Cost Structures and Profitability Models

Hyperlocal delivery platforms incur a complex mix of costs. end-mile delivery is the single largest cost
component, often accounting for about 41%b of total supply chain costs. This includes rider wages, fuel, and
vehicle costs, and is high because each order is delivered individually to the customer’s doorstep. In dense
Indian cities, traffic and infrastructure hurdles add to these end-mile expenses — urban congestion and poor
road conditions mean more time and. Beyond end-mile costs, companies invest heavily in infrastructure:
many use networks of dark stores (small fulfillment centers) or partner retailers located close to customers.
Maintaining these warehouses entails rent, utilities, inventory holding costs, and staff. For example, leasing
and setting up a basic single dark store can require significant upfront investment (estimated 36-9 Lakhs) and
ongoing operating costs such as rent and utilities that add roughly ¥20-25 per order at scale. There is also
substantial spend on technology (apps, routing algorithms, inventory systems) and customer support A
typical quick-commerce order is only about ¥150-200 in value (e.g. a few grocery items), so the platform’s
commission or margin per order might be ¥15-30 — often not enough to cover a I50+ delivery cost unless
customers pay a fee. Most Indian hyperlocal platforms remain in a loss-making phase, subsisting on investor
capital while chasing scale. Their revenue models vary slightly: Blinkit (formerly Grofers) earns 8-15%
commission on each order from suppliers/brands and is developing private labels for extra margin, while
also charging modest delivery fees to customers on small baskets. The marketplace BigBasket manages
inventory for themselves by buying products for re-sale plus charging customers delivery expenses. The
attempts made by these companies have struggled to improve their unit economic performance. Blinkit uses
Zomato Gold subscriptions under an agreement with Blinkit for free deliveries while dynamic surge fees
during high-demand periods boost revenue margins. BigBasket achieved operational profitability during 2022
with an annual revenue of ~$1.4 billion while operating through its hybrid scheduled and quick delivery
system. During a decade of operations the company gained operational profitability through streamlining its
operations and building diverse revenue sources including business-to-business supply contracts. Newer 10-
minute delivery startups demonstrate unprofitability since they have decided to prioritize expansion over
profitability by accepting reduced margins.
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4.3 Comparative Revenue Growth and Investment Trends

Company has grown a lot in revenue numbers and it is flooded with money from the Investors, and hence
Indian Platforms that have hyper local have thin margins. According to estimates, the quick commerce market
in India is at approx. $3.3 billion in 2024 and is expected to reach nearly $10 billion by 2029 with the wide
number of consumer adoption. For example, operational revenues of Blinkit have increased from INR 236
crore in FY 2021-22 to INR 724 crore in FY 2022-23 i.e. 3x. Zepto, another startup was started in 2021 and
made over 1000 percent faster still as well as FY2022-23 (from a low base) driven revenues of approx. 32,025
crore. In FY2022-23, dunzo facilitated its instant delivery service to gain tripled revenues from 3226 crore.
Regrettably, it has benefited from such top line growth due to rise in venture capital and corporate investment.
Zepto had a funding of $200 million (1,600 + crore) in 2022 and raised $300 million at $1.4 billion valuation
in 2023. This came on its heels after Zomato bought Blinkit for $568 million at mid 2022 during the time
when Zomato itself reached a $1 billion valuation funds round, and was consolidation in the face of operators
moving into the sector. Last year in 2022, Reliance Retail and Google both pumped in about $240 million to
invest in Dunzo to get a stake in this space. And dark store networks, technologies, and user acquisition
campaigns (Zepto’s flamboyant ads for Gen Z, for example) have quickly filled up their coffers with just such
cash.

But while the losses are mounting and growing doubts hang over just how long the current model can keep
rolling in the revenue growth lanes, it has seen them for naught.

Operating Revenue vs Net Loss (FY 2022-23)
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Figure: Operating revenue vs net loss (FY2022-23) for major Indian hyperlocal startups.

Blinkit’s revenue was X724 crore against a net loss of 1,079 crore; Zepto, ~32,025 crore revenue Versus
%1,272 crore loss (FY23); and Dunzo, 3227 crore revenue against a staggering 1,802 crore loss. In effect,
these companies are spending far more on operations and customer acquisition than they earn, as they chase
growth. For example, Dunzo’s total expenses ballooned nearly 4x in one year to over 22,050 crore in FY2023
(with advertising alone costing ¥310 crore during a major campaign). Such cash burn has tested investors’
patience, especially as global capital markets tighten. By 2022, analysts warned of a “quick commerce
bubble,” predicting that pressure on profitability would force pivots or consolidation. Indeed, we have seen
strategic shifts: Zomato integrated Blinkit to leverage synergies with its food delivery fleet, and Dunzo, after
burning cash on dark stores, has scaled back consumer deliveries to focus on B2B logistics for other retailers

Yet, leading players are racing to grab market share while funding lasts. As of early 2024, Blinkit commands
roughly 45% of India’s quick-commerce market, with Zepto (~25-30%) and Swiggy’s Instamart (~25%)
splitting most of the remainder. This pecking order, coupled with the large addressable market of urban
shoppers, has kept investors interested. Platforms are now touting improving unit economics: for example,
Zepto’s net loss margin improved from -63% in FY2022-23 to -28% in FY2023-24 with scale, and Blinkit
reportedly achieved a positive adjusted EBITDA in March 2024. It was these trends that called into question
whether the sector will enter an era of long-term economic sustainability rooted in recalibrating the model —
one of balancing growth to efficiency, perhaps, and ultimately trading off more moderate expansion in return
for viable margins.

4.4 Operational Challenges in end-mile Delivery, Infrastructure and Warehousing

Operating hyperlocal delivery in India presents significant on-ground challenges that impact cost and
efficiency. end-mile delivery is notoriously difficult: riders must navigate dense city traffic, narrow lanes,
and sometimes distant peri-urban neighborhoods to meet tight delivery windows. “Last mile is loaded with
challenges like city traffic in urban areas and longer journeys in remote areas,” note Siyodia and
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Yelamanchili, adding that “poor infrastructure in developing countries adds to the distress...involving more
time and cost, thus impacting unit economics.” Delays caused by traffic jams or wrong addresses directly
inflate fulfillment costs and hurt customer satisfaction. Additionally, safety and fuel expenses are concerns —
gig couriers often use personal motorbikes, bearing high fuel costs (or dealing with limited electric vehicle
range), and companies face pressure to incentivize riders sufficiently without eroding margins. The gig
workforce itself can be a limiting factor: there is a finite pool of delivery personnel in each city, and high
turnover rates. Platforms end up in bidding wars for riders, offering joining bonuses or surge pay.

Another challenge lies in infrastructure and warehousing. To promise 10-20 minute deliveries, companies
have established dense networks of dark stores stocked with popular products near customer hubs. Blinkit and
Zepto each operate hundreds of such micro-warehouses across metros. However, securing and running these
facilities is expensive. Real estate in city centers is costly and in short supply, so finding suitable 1,500-2,500
sq.ft spaces for dark stores is non-trivial. High rental rates and a scarcity of space in city centers will force
businesses to collaborate and devise novel inventory storage techniques, observes one study. Rent and utilities
add substantially to fixed costs — for example, electricity (for lighting and cold storage) andMoreover, each
dark store needs staff (pickers, supervisors) and an inventory buffer. Managing inventory is tricky: hyperlocal
services must predict demand at a very granular level to stock the right products in each neighborhood store.
Wastage and stock outs pose risks — if fresh foods expire unsold, that’s a direct hit to profitability, whereas
running out of requested items means lost orders. Ensuring the cold chain for perishables (dairy, produce)
adds complexity and cost (specialized freezers, etc.).

Order volatility is another operational headache. Demand for hyperlocal delivery spikes in certain hours (e.g.
evenings, weekends) and dips at other times. This makes staffing and resource allocation difficult. If a
platform hires toThe same applies to warehousing: a dark store might be swamped with orders on a Sunday
night but relatively quiet on a Tuesday afternoon. Companies struggle to balance capacity and demand.
Some use part-time or gig labor to scale up or down, but managing this flexibly is complex. Poor weather
(monsoon rains) or sudden events can also disrupt service and add cost — e.g. delivering through waterlogged
streets takes extra time and hazards. . In summary, the hyperlocal model’s very promise of speed and
convenience magnifies the logistical challenges, forcing companies to spend aggressively on infrastructure
and operations to uphold service levels — a key reason profitability has been elusive.

4.5 Strategies for Cost Efficiency and Long-term Viability

The sustainable development of hyperlocal operations by Indian platforms relies on various cost management
approaches and improved unit economic performance that maintain delivery efficiency and superior customer
interaction. The main focus of present-day approaches employs technology together with Al optimization for
business delivery operations. Advanced route planning algorithms help reduce travel distance and time per
order. For example, using a traveling salesman problem (TSP) solver combined with precise digital maps,
a system can determine the optimal path for a rider to complete all assigned deliveries in the least time. This
minimizes fuel consumption and allows each delivery agent to complete more orders per hour. Such dynamic
routing, updated with real-time traffic data, also enhances reliability — if the app can provide an accurate ETA
and route, the driver need not rush unsafely, and the customer remains informed. Predictive supply chain
analytics with machine learning technologies enables businesses to forecast exact customer demands hourly
which allows optimal operation and reduced costs alongside reduced requirements for staff. Better warehouse
operations efficiency results from strategic item placement in warehouses together with improved order
packaging methods. Process streamlining and optimized inventory management at Blinkit allowed them to
reach 2.5-minute packaging preparation times. Organizations achieve consistent fast service through
technology applications that reduce operational costs for the company.

4.6 Case Studies and Insights from Recent Analyses

Recent academic and industry analyses provide valuable insights into the financial and operational nuances
of India’s hyperlocal delivery. A 2023 study in YMER by Goritiyal and Ramdugwar highlighted the razor-
thin margins and need for innovation in this sector. It noted that many companies initially tried to win
customers with zero delivery fees and minute-level delivery promises, only to suffer “severe drain in their
profitability” as a result. The paper underscored how “traffic, weather, and socio-geographic conditions”
make it “extremely difficult to uphold the promise of faster delivery times” without hiring extra manpower
and opening more fulfillment nodes — which “cut into their profits.” Notably, it recounted how even well-
funded pioneers like Flipkart Nearby, Ola Cafe, Foodpanda, Roadrunnr, and Zomato Market had to
shut down their hyperlocal ventures because their models could not achieve net positive returns. These

IJCRT25A4731 \ International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org ] 0781


http://www.ijcrt.org/

www.ijcrt.org © 2025 IJCRT | Volume 13, Issue 4 April 2025 | ISSN: 2320-2882

cautionary cases from 2015-2016 illustrate that growth alone is not enough — economic fundamentals must
align. On a more positive note, the YMER study also pointed out consumer trends and opportunities. Survey
data indicated that speed and low delivery cost are the top factors for Indian customers when choosing a
platform. It also found openness among consumers to new categories — for example, a significant segment
showed interest in ordering liquor and fresh beverages online, leading the authors to suggest adding those
to product lines for boosting usage. This insight has indeed played out, with quick-commerce apps now
delivering niche categories like craft beers and specialty coffees. The study’s overarching recommendation
was to leverage advanced technologies (Al/ML, satellite navigation, precision mapping) for efficiency
and to diversify offerings — a direction the industry is clearly taking.

Overall, the literature and case evidence reinforce that economic sustainability in hyperlocal delivery is
attainable, but only through disciplined innovation. The failures of earlier entrants taught the importance
of unit economics and operational excellence, not just growth. The current cohort of companies is
experimenting with solutions that earlier case studies only theorized — Al-driven route planning, hybrid
models, shared dark stores, and more. As the hyperlocal delivery sector in India evolves, it is essentially
writing the playbook on marrying speed with sustainability. The coming years will reveal which strategies
from this “natural experiment” prove most effective in turning India’s hyperlocal delivery from a cash-burning
sprint into a financially sustainable marathon.

4.7 Strategies for Reducing Carbon Emissions in End-Mile Delivery

Introduction

Hyperlocal delivery — the rapid fulfillment of orders within a small geographic area — has surged in India’s
urban centers with the rise of “quick commerce” groceries and on-demand services. This growth, while
convenient, poses environmental challenges in crowded cities.The proliferation of delivery vehicles
contributes to traffic congestion, fuel consumption, and greenhouse gas emissions. One analysis estimates that
by 2030, the increase in end-mile delivery vehicles could drive a 32% rise in carbon emissions and a 21%
increase in urban traffic congestion under business-as-usual conditions. Already crowded with air pollution
in the most populous cities, the demand for hyperlocal logistics to be as environmentally sustainable as
possible is pressing. Now companies, consumers and policymakers are betting green solutions to reduce the
carbon footprint of fast deliveries with no loss of efficiency or speed.

4.8 Electrifying the Delivery Fleet

The goal of reducing carbon emissions becomes most effective through replacing existing gasoline-powered
two-wheelers and diesel vans with electric vehicle technologies (EVs) for end-mile delivery activities. The
operation of electric scooters and bikes and small e-vans results in zero emissions from their tailpipes that
lead to decreased air pollution in cities. Indian hyperlocal delivery platforms now use electric vehicles for
their delivery fleet operations. By 2021 Blinkit (formerly Grofers) achieved an 80% electric share of its
delivery fleet in Gurgaon through its partnership with multiple logistics providers. Electric two-wheelers
substituted for petrol vehicles result in a 9% decrease in CO: emissions for every delivery according to the
company report. BigBasket transformed its operations from an online grocer to the largest distribution
provider in India by adopting 6,491 electric delivery vehicles including e-bikes and e-autos during 2016 to
2023. This expansion contributed to removing 10,429 tons of CO2 emissions annually. The carbon capture
through this initiative stands equivalent to what more than 450 thousand trees could absorb during one year.
The number of EV vehicles at BigBasket expanded significantly from 2022 to 2023 leading to higher carbon
emission reductions - see Figure 1.below illustrates how BigBasket’s expanding EV fleet dramatically
increased its carbon savings from 2022 to 2023. BigBasket’s EV expansion dramatically increased carbon
savings from 2022 to 2023, as shown below
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Based on this, Figure 1 shows the CO: emissions (t) avoided by BigBasket’s electric delivery fleet in 2022
and 2023. Data from BigBasket’s sustainability reports. EVs go further still, making for city air quality by
reducing tailpipe PM and NOx emissions other than decreasing greenhouse gases. However, many of the
startups have partnered with EV providers to ease the transition — for instance, Zypp Electric has leased e-
scooters to delivery riders servicing services like BigBasket, Zepto, Blinkit .Electricity is cheaper than petrol,
so it helps gig workers escape the volatility in fuel price, and helps riders too: delivery costs get reduced. In
summary, electric fleet is a crucial component in the sustainable hyperlocal logistics, and provides instant
emission reductions and the long run cost savings after initial hurdles are resolved (upfront cost of vehicle,
access to charging) emerge.

4.9 Optimized Routing & Efficient Dispatch

Companies use Al-driven route optimization to reduce travel distance, idle time, and emissions by up to 50%.
Real-time GPS routing, dense order clustering, and dynamic dispatch algorithms minimize backtracking and
fuel consumption. Indian quick-commerce platforms leverage hyperlocal dark stores (within 2-3 km),
enabling shorter trips and 99% efficient order allocation.

4.10 Sustainable Packaging & Waste Reduction

The reduction of plastic waste on platforms happens through the use of biodegradable materials and reusable
crates together with minimal packaging formats. Blinkit introduced recyclable polybags which are thicker
than single-use plastics and BigBasket established a retrieval system for customers to return recyclable
materials. The use of lighter packaging helps reduce transportation emissions during transport. The initiatives
follow the timeline established by India for banning single-use plastics in 2022.

4.11 Case Studies: Green Initiatives in India
BigBasket: Electric Fleets & Renewable Energy
e BigBasket continues to operate over 6000 Electric Vehicles as part of its delivery fleet which
represents 25% of their operations while eliminating 10,429 tons of CO: emissions in 2023.
e Solar-powered warehouses generate 5,268 MWh annually.
e Their program enables customers to return packaging materials then support organic agricultural
methods..
Blinkit: EVs & Eco-Friendly Packaging
e The proportion of EVs within the Gurgaon fleet reached 80% in 2021 thus lowering emissions by 9%
for each trip..
e The company executes deliveries with compostable/recyclable packaging while demanding that its
suppliers reduce packaging materials to minimum levels.
e Plans solar-powered dark stores; part of Zomato’s 100% EV-by-2030 pledge.
Zepto: Fast & Green Deliveries
e The company partners with BatterySmart to implement e-bike battery swapping services.
e The company tests eco-friendly packing materials in addition to implementing Al as a route
optimization solution.
e The company uses micro-warehouses as well as tree-planting campaigns to minimize delivery
distances.
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Dunzo: On-Demand Sustainability
e Collaborates with Zypp Electric for e-scooter rentals.
e The Al engine enhances the efficiency of multiple delivery orders while it motivates sellers to select
sustainable packaging materials.
e The company participates in the Shoonya EV adoption movement and advocates for sustainable green
delivery services.

The combination of smart routing technology and sustainable packaging materials and the adoption of electric
vehicles creates a strategy to lower environmental impacts from last-mile delivery operations without reducing
efficiency standards.

4.12 Government Initiatives and Policies Supporting Green Logistics

Measures by the Indian government have been taken to promote sustainable urban logistics through policy
and incentives. Key initiatives include:

National EV Incentive Programs:

e FAME-II Scheme (2019): Under this scheme, the electric two wheelers, three wheelers and
commercial vehicles are duly subsidised to the extent of 10,000+ crore. By 2024, it has supported
over 1.6 million EVs - 1.4 million e-scooters and 164,000 e-rickshaws.

e Production Linked Incentive (PLI) Scheme: Helps in local manufacturing of EV components, cutting
down the costs for their logistics.

e This is promoted under Shoonya Campaign, led by NITI Aayog, of 100% electrification of urban
deliveries. Delivery is billed by major players like BigBasket, Zomato, as well as Dunzo as zero
emission for consumer awareness, and the likes have pledged to switch to the EV.

State and City Policies:

e Delhi EV Policy 2020: It aims to have 25 per cent of new vehicles to be electric by 2024 and promise
waiver in road tax and registration fees on EVs.

e Maharashtra EV Policy 2021: Subsidies and infrastructure for charging support 25% electrification of
urban delivery fleets by 2025.

e Battery swapping stations & EV zones in Bengaluru and Other cities to support last mile delivery
riders..

Sustainable Urban Mobility and Infrastructure:

¢ Intelligent traffic management: aims to control congestion and waste fuel under Smart Cities Mission.

e Bicycle/E-Bike Deliveries: Tested in Mumbai and Bengaluru for hyperlocal deliveries in dense areas.

e Public private partnerships would install chargers and battery swapping kiosks (SUN Mobility in
Delhi).

4.13 Role of Technology (Al, ML, 10T) in Enabling Greener Operations

Al & Machine Learning for Efficiency
¢ Route Optimization: By using Al Algorithms, travel distance is minimised (by 10 to 30%), they avoid
traffic and optimize routes in order to save fuel.
e Demand Forecasting: It optimises the location of the dark stores’ inventory to limit trips.
10T & Telematics
e Real-Time Vehicle Monitoring: Measures speed, idling and battery health to improve behaviour.
e Battery Management Systems: Schedules of delivery vehicle charging and battery swaps optimized.
Warehouse & Delivery Automation
e It greatly minimizes the material waste and dilates the load capacity.
e Early stage usage to track sustainability sourcing (SCon).
Consumer Engagement
e "Green Delivery" Labels: Highlight EV-based orders on apps.
e Ask customers to take part in bundled deliveries or low packaging.
e Knowing how many carbon footprint you or your company are emitting per delivery.
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4.14 SOCIAL SUSTAINABILITY IN HYPERLOCAL DELIVERY SERVICES IN INDIA

Overview: Social sustainability through India’s hyperlocal delivery sector: this section takes a look at such
examples from companies like BigBasket, Blinkit, Dunzo, Zepto, and Swiggy. Labor practices, workforce
welfare, customer satisfaction, community inclusivity, supportive regulations are the key dimensions..

1. Fair Labor Practices for Delivery Partners

Fair pay: The majority of delivery platforms do not comply with minimum wage standards after expenses
yet BigBasket establishes a minimum hourly wage for their staff. The delivery fee reduction by Blinkit to 15
caused both worker strikes and closures of Blinkit's dark stores across the Delhi NCR region.

Insurance & Safety: While BigBasket provides universal 1 lakh health and %5 lakh life insurance, Swiggy's
performance-tiered system (2023) grants full family coverage only to top-rated "Gold" riders—a policy 65%
of couriers called unfair. All major platforms now supply helmets, jackets, and safety training, with accident
coverage becoming standard.

Employment Conditions: Riders function as independent contractors who lack both sick leave benefits and
PF payments. All contracts now utilize native languages while exempting riders from penalties related to app
malfunctions although none of these platforms shows fair representation (0/10) because they reject labor
organization. Security improvements at Airbnb have occurred while basic concerns about job security together
with employee advocacy continue to persist unresolved

2. Workforce Welfare in the Gig Economy

Gig Economy Issues: The physical and monetary challenges faced by delivery workers include prolonged
hours combined with unpredictable pay systems in the delivery industry. Delivering workers routinely stay
on their shifts for at least twelve hours up until fourteen hours to reach their performance goals. The Gold
status provided by Swiggy requires delivery bike operators to maintain 70+ “perfect deliveries” during each
week to qualify for this level. The maintenance of Gold status at Swiggy required delivery agents to put in
additional 1-2 hours each day which resulted in an average workday of 15-16 hours. The high-pressure
parameters increase the chances of burnout. Requests between traffic conditions and weather patterns together
with algorithmic regulations cause riders to risk earning status reductions that affect their financial benefits
and payment levels. According to research conducted by Rest of World newspaper workers lost their health
benefits when they stopped working because their family needed care yet this medical break resulted in rank
deduction.

Burnout & Satisfaction: Employee job satisfaction shows inconsistent results according to survey data.
Customers consider self-directing their work as one of the main benefits of delivery jobs while also
appreciating their potential for substantial monthly earnings which BigBasket advertises up to 50k. However,
high attrition signals dissatisfaction. The following illustration shows the conspicuous distinction between
these two job sectors:

Attrition Rate Comparison
2507
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200

150t

100t

Annual Attrition Rate (%)

501
20%

Hyperlocal Delivery Jobs Average Across Sectors

Figure 1: Attrition rates in hyperlocal delivery (~200% annual) vs. overall sectors (~20%). High churn
underscores retention challenges.
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Companies are revising payouts and perks in an attempt to combat turnover.. It also offers scholarships for
riders’ children, on-call doctors, and ties with banks for low-interest loans. These measures are part of
retaining loyalty in lieu of formal benefits. Management faces a tough challenge to maintain personnel because
drivers frequently shift away due to superior incentives and terms offered by competitors and rising fuel costs
surpassing earnings.

Retention & Welfare Stats: The workforce platform Betterplace indicates that laborers who engage in
continuous migration patterns between different places create turnover issues. Workers using the gig economy
system frequently move between different towns during certain periods which creates temporary job
vacancies. Zomato faced the need to recruit 5,000 riders per week for maintaining operations after COVID-
19 lockdowns were lifted. Welfare measures will be essential for creating sustainability in this labor situation.
Employee retention improves when platforms uphold welfare programs that secure predictable wage
payments and social insurance and financial loans and educational benefits. BigBasket secured 6/10 points on
the Fairwork 2023 index because it promises minimum wage and insurance to its delivery riders, leading to
increased satisfaction among them. Mass exits led Dunzo to downscale its operations as the platform received
only a 1/10 score point. The development of workforce welfare continues as an ongoing effort since flexible
employment comes with an unstable environment leading employees to burn out while frequent changes result
from inadequate protection and inadequate pay.

4.15 Customer Satisfaction and Trust Factors

Consumer Trust Drivers: Consumer satisfaction depends on three trust drivers for hyperlocal delivery
service which consist of quick delivery together with dependable service and convenient fulfillment. Order
tracking systems combined with swift delivery services form the base requirements for success. Survey results
from users of Swiggy indicated that 71% of respondents awarded the app 9 or 10 out of 10 points due to their
satisfaction with fast service delivery and convenient platform operation. Customer satisfaction with Swiggy's
service quality stood at 69% while dissatisfaction levels were under 2%, according to research data Key
factors include:

e Delivery Speed & Accuracy: The quick commerce sector provides 10-20 minute grocery delivery
through services like Blinkit and Zepto. Meeting these promises builds trust. Customer satisfaction
increases when they receive precise Estimated Time of Arrival (ETA) calculations together with GPS
tracking updates which show their orders in real time. Swiggy utilizes predictive ETA models which
enhance trust through successful delay prevention of deliveries.

e Service Reliability: The reliability of service consists of performing accurate delivery that combines
proper item selection with strong packaging and skilled handling. Research indicates delivery quality
holds paramount importance to customer satisfaction since 72% of users stated their food came in
good shape. The COVID-19 pandemic brought about contactless delivery services that continue to be
used while increasing both safety perceptions and reliability levels for customers.

Personalization & Engagement: Through artificial intelligence the company delivers personalized
recommendations together with usage preferences and Loyalty program benefits like "Swiggy One™ which
creates better user loyalty. Together with secure payment options (used by over 60% of users) Cash on
Delivery serves as the main driver for new users while users can see all the prices without any hidden terms.
Satisfaction vs. Complaints: The NPS score reaches 80%+ while consumers report numerous cases of
spoiled deliveries and product shortages. Companies have launched solutions to manage customer complaints
through local store connections and instant delivery ratings and instant item replacements.

Customer Retention: The basis of loyalty programs and interactive rewards leads to approximately 60%
weekly customer retention together with service dependability. Operations improvements alongside fair
pricing become essential for long-term success after companies establish tracking and reactive delivery speed.

4.16 Government Regulations and NGO Support

Current Status:

Universal social security coverage for gig workers stands as a provision in the Code on Social Security from
2020 since its unexecuted state in 2023.Social Security standards demand businesses to deposit 1-2% of their
turnover up to 5% of their payment amounts into a Social Security Fund for health, disability and pension
coverage.The platform Urban Company joins Zomato among others in providing restricted ESI insurance
benefits or health protection programs.The e-Shram portal brings potential expansion of benefits to 28+
crore registered users although its actual usage remains low.
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Challenges & Initiatives:

Worker protection policies remain undeveloped so NGOs and collectives take action to support_platform
workers (such as dispensing COVID-19 relief aid and Fairwork microgrants).

The new gig worker regulations in Rajasthan potentially serve as an example for creating national laws about
minimum salaries and pension funds and Employee State Insurance scheme coverage.

The gradual improvement in work conditions is demonstrated by BigBasket and Urban Company as they
adopt wage guarantee systems.

Future Outlook:
The realization of progress depends on collaborative stakeholder activities between governments, business
entities and worker organizations to ensure social protections for people working in the gig economy.

Conclusion: In India’s hyperlocal delivery sector, social sustainability efforts are underway but have much
room to grow. Fair labor practices are improving in pockets (minimum wage policies, insurance), yet
challenges like gig worker burnout and attrition remain high. Customer satisfaction drives the business case
for these services, and maintaining it requires not just speed but treating the workforce well — the two are
interconnected. Building an inclusive model (more women, rural reach, skill development) can enhance
community impact and long-term viability. Finally, supportive regulations and collective action are pushing
the industry toward a more equitable.

5. SUSTAINABLE HYPERLOCAL DELIVERY IN INDIA: FRAMEWORK AND KEY FINDINGS
Framework for Sustainable Hyperlocal Delivery

Key Pillars of Sustainable Hyperlocal Delivery
(Pillars with Strategies and Metrics)

Economic Pillar Environmental Pillar Social Pillar

Strategies: Strategies: Strategies:

* Optimize operations (efficiency, tq * Adopt green delivery (EVs, e-bikeq * Ensure rider safety (realistic timelines)

* Pricing strategies (min order, dyng * Route optimization & batch delive| * Fair wages & benefits (insurance, training)

* Diversify revenue (ads, new prody « Eco-friendly packaging e Local community engagement
Metrics: Metrics: Metrics:

* Profit margin & ROI « Carbon emissions per delivery * Worker satisfaction index

* Average order value (AOV) * Fuel consumption * Accident/incident rates

* Delivery cost per order « Waste reduction * Jobs created locally

Figure 1: Framework illustrating the key pillars (economic, environmental, social) of sustainable hyperlocal
delivery, with core strategies and representative metrics for each pillar.

The sustainability evaluation framework for hyperlocal delivery services consists of three essential elements
involving economic aspects and environmental aspects together with social aspects. Long-term viability is
achieved through the cumulative efforts between sustainability pillars which address different areas of
sustainability. Financial along with market success form the economic pillar which requires business models
to demonstrate profit and productivity while possessing resilience features. Operations sustainability
evaluations through the environmental pillar measure all environmental effects of operating activities focusing
on emissions reduction and waste minimization to decrease delivery impact. The social pillar considers the
impact on people and society, including worker welfare, customer satisfaction, community benefits, and
ethical practices.

Strategies: Each pillar of sustainability requires particular strategies adopted by India's hyperlocal delivery
businesses for them to achieve sustainability. Firms optimize their business operations by automating
processes while implementing route optimization methods to determine cost-effective delivery fees by
establishing fixed order minimums and adjustable delivery costs. Delivery companies in India enhance their
revenue stability by developing multiple income streams such as product and service expansions alongside
in-app advertising. Firms pursue environmental goals through several initiatives which combine the adoption
of electric delivery vehicles and experimental e-bike and drone deliveries for reducing fuel consumption along
with emission reductions. Companies utilize route batching and harmonize delivery addresses through
clustering orders to optimize their routes while starting to use sustainable packaging materials to lower waste
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production. Hyperlocal services have established detailed safety protocols to safeguard their delivery
employees and public customers through realistic delivery wait times instead of offering unrealistic ten-
minute service promises. The companies enhance worker welfare through courier healthcare services and
insurance benefits in addition to their local hiring trains which promote community growth. The outlined
strategies create a sustainable connection between the hyperlocal business structure and worldwide
sustainable development objectives.

Metrics: The tracking of each pillar includes appropriate performance metrics for evaluation. Economic
measures consist of profitability indicators net profit margin and return on investment while operational
efficiency depends on average order value and delivery cost per order as performance indicators. AOV
represents a challenge for quick commerce delivery models which requires executives to develop methods for
enhancing basket sizes in each order. The evaluation of customer retention combined with order frequency
helps determine business sustainability in the market. Environmental metrics assess delivery carbon emissions
with an emphasis on delivery footprint as well as delivery distance and fuel usage amount. Businesses evaluate
their carbon dioxide emissions and fuel usage because they work to minimize them by using electric vehicle
kilometers and optimized routing programs. Waste reduction metrics focusing on reusable or recyclable
packaging serve firms in their dedication to reduce plastic waste as well as discarded expired goods. The
category of social metrics conducts assessments regarding employee well-being combined with customer
contentment levels. Organizations evaluate their delivery operations through courier turnover rates together
with customer satisfaction surveys as well as the number of accidents occurring during deliveries and their
local vendor partnership activities. A balanced scorecard that measures sustainable performance of all three
dimensions can be achieved through these collective metrics.

6. Summary of Research Findings

Economic sustainability: Income challenges plague the hyperlocal delivery startup in India, which is
growing rapidly (80% since 2014) and experiencing demand spurt of 80% during the pandemic in online
grocery. As a result of deep discounts and free deliveries created by intense competition, many firms are
running into losses that are being funded by investors. Among other things, companies are reducing discounts,
enforcing minimum order sizes, charging tiered delivery fees, automating warehousing (e.g. using automated
dark store), etc. The long term viability stresses are associated with strikes in the balance between growth and
profitability rather than for at any cost growth.

Environmental sustainability: Such ultra fast delivery models (via ~small order trips) are actually more
polluting in terms of carbon emissions and more polluting in terms of worsening urban congestion (via trip
deterioration), than are frequent large order trips. Environment is loaded with semi perishable or very
packaged wastes. Many firms are taking on EV, e-bike, and route optimization to cut their emissions, and
costs. Regulatory hurdles exist for others it’s drones. In this area, some ways can help to reduce the amount
of the waste like smart order batching, biodegradable packaging, and others; also inventory management is in
this area. It can also be used in greening operations to fulfil both the environmental necessity and cost savings.
Social sustainability: Workers welfare is always a top priority, with gig workers not enjoying neither job
security, fair pay nor safety protections. This means road safety and the firms start to make safety protocols,
train staff and take insurance. Guaranteed earnings are provided by companies seeking to increase quality of
jobs. The hyperlocal services are convenient to the consumers and, therefore, a platform to the local
businesses. Policymakers are focusing on social sustainability and are considering regulations to place to
ensure they, try to flourish long term with fair labor standards.

7. Conclusion: Importance of Integrating Sustainability in Hyperlocal Delivery

In conclusion, the research underlines that integrating economic, environmental, and social sustainability
is vital for the long-term success of hyperlocal delivery services. A hyperlocal delivery model that is only
economically aggressive — relying on investor funds and ignoring emissions or worker welfare — is unlikely
to thrive in the long run.Similarly tangible business foundations are required to support purely green initiatives
or community goodwill. Taken together, these findings indicate that any work arising from these not to
mention numerous others should balance financial viability with limited environmental impact and social
welfare. In practice, they would need to balance their sharp end hyperlocal delivery business with the need to
rise to the carbon challenge for which the hyperlocal in itself is not the answer. If these pillars do their work
together, the hyperlocal delivery service is not only sustainable in a larger scope but also more resilient and
respectable. For instance, raising costs by investing in electric bikes in the short run would result in fuel saving
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costs and that appeals to the eco aware customers while fair labor practices would have the effect of decreasing
staff turnover and improving service quality and contributing to better bottom line over the long run. By
embedding sustainability into their core strategy (rather than as an afterthought), hyperlocal delivery services
can achieve a triple win: economic profit, environmental stewardship, and social responsibility. This
integrated perspective is essential in the Indian context, where urban logistical efficiency, climate
commitments, and employment generation are all pressing concerns. Ultimately, sustainable hyperlocal
delivery is not just a corporate social responsibility slogan but a strategic imperative for enduring
competitiveness and positive societal impact. The research paper’s core message is that embracing this
triple-bottom-line approach will determine which hyperlocal delivery models endure and scale successfully
in the coming years.

8. Future Scope and Research Directions

Future research should address hyperlocal delivery sustainability with cooperative, public private partnership
types of innovative business models addressing the goals of profit, social equity, and environmental goals.
Beyond the piloting of advanced digital tools (e.g. Al, 10T, route optimization) which can further reduce waste
and use energy, policy frameworks (EV incentives, gig worker protections) can further promote sustainability
outcomes. However, the studies of environmental performance analysis and multi dimensional evaluations
are still in the process, and green delivery can be indicated for detailed sustainability metrics and consumer
behavior studies (e.g., willingness to pay). Adapting strategies to local contexts would require expanding case
studies across Indian cities (especially tier 2/ tier 3 towns). In the end, to enable hyperlocal logistics to be
agile resilient, sustainable, and SDG aligned, India must embody a model for sustainable urban delivery that
must be data driven and supported by supportive policies for which it would be responsible.
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