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Abstract

The outbreak of the COVID-19 virus triggered restaurant companies to make digital changes in
their business models because of social distancing and lockdowns. The industries of traditional
commercial dining were under tremendous pressure due to a lack of traffic, supply chain
disruptions, and shifting consumer trends. To overcome these disruptions, digital ordering
websites were introduced in many restaurants as an essential tool to keep operations going and
generate revenues. These allowed restaurants to go online seamlessly, rapidly, massively, and
conveniently with tools such as real-time menus, payment gateways, and delivery services.
Using template-based digital ordering systems made it possible to implement these solutions
quickly, thanks to which restaurants could create functional Internet profiles in a few days.
These templates provided flexibility, customer-specific implementation, and fit within other
systems, increasing organizational effectiveness as customer needs shifted toward safety,
convenience, and speed. In addition to solving present-day crises arising from the pandemic,
digital ordering websites unlocked new sources of revenue and enhanced customer interactions.
They provided insightful data management tools for strategic management. Some of these
changes may be long-standing, but technology has transformed the restaurant industry with
new characteristics such as artificial intelligence, personalized orders, augmented reality, and
voice ordering. Nevertheless, going through the process, technology dawned on organizations
and is now a key question in business continuity. This article is an example of how ordering
platforms not only assisted the restaurant industry in surviving one of the most challenging
times in history but also laid the groundwork for a healthy future for the food delivery market
industry.
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Websites, Contactless Delivery, Customer Engagement, Operational Efficiency, Supply Chain,
Food Services, Mobile Optimization, User Experience, Payment Integration, Consumer
Behavior, Data Analytics, Technological Innovation.

I. INTRODUCTION
The outbreak of COVID-19 has caused unprecedented disruptions in global business
operations, and restaurants were affected massively (Chu et al., 2016). When it came to social
contact restrictions such as lockdowns and social isolation, traditional forms of dining were
affected, causing challenges in how restaurant owners could continue making an income. The
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restrictions have affected consumer behavior greatly, including the necessity of contactless and
online services. The analysis revealed that the restaurant industry has been hit, and it needs to
adapt to the use of technology to support its businesses.
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Figure 1: Advancement of Technology in E-Commerce

The possibility of using websites to order appeared as an effective solution. By facilitating
restaurants to open their businesses online, these platforms not only saved businesses
experiencing decreasing revenues during the pandemic. Online order and delivery web
platforms allowed customers to order food safely from their homes while the restaurants
continued to feed their communities. It helped businesses to stay open and made sure that
people stayed employed. Customers could get their favorite foods during the restrictions
caused by the pandemic. Businesses have embraced digital transformation as a subject of
interest for some time, with the pandemic bringing digital transformation into sectors,
especially food services (Bourlakis et al., 2008). Consequently, most small and medium-sized
restaurants depended on word-of-mouth, phone, and on-site customers. However, the dramatic
changes have led to the erosion of these methods, making it difficult to continue practicing
them, indicating that a digitally vulnerable area had to be addressed as soon as possible. Online
ordering was not a shift for the majority but more of a survival option brought about by the
COVID-19 pandemic.

New prominent approaches started the formation to enhance the efficiency of digital processes.
A practical method was designing template-based websites for ordering, such as those used in
opening a restaurant. This method helped hundreds of restaurants build sites ready to work, at
least in several days, not in several months. These templates were established to accommodate
several outlets and had flexibility, allowing them to be tailored for restaurants with different
capacities. With this solution, any changes that required business adaptation in the new normal
could easily be implemented, including online menus, payment platforms, and an embedded
order management system. The advantages of such a fast shift to the digital realm were not
limited to the mere survival of businesses (Libert et al., 2016). New sources of revenue and
customer contacts emerged in the form of web-based ordering sites that help restaurants
compete effectively in the newly structured environment. As usage restrictions lessened, some
restaurants discovered the strategic value of continuing to dine online to serve service users '
needs better.
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This article seeks to explain how web-based ordering systems contributed to the advancement
of the restaurant business during COVID-19 constraints. This report examines the problems
with restaurants, the solutions provided by template-based platforms, and the technical
feasibility of the approach that allowed the deployment of services during a two-and-a-half-
week period. In addition, it explores the effect of this change on the industry, its best practices,
and its failure mode. These insights serve as valuable directions for future changes and for
using technology for further growth and success. Digitalization has served restaurants well
during one of the most recent difficult time periods and laid the ground for the successful
management of restaurants in a digital space in the future (Wilson, 2012).

II. THE PROBLEM: CHALLENGES FACED BY RESTAURANTS DURING COVID-19
There are theoretical and practical reasons based on the analysis of the restaurant industry
development in 2020 and the impact of the COVID-19 pandemic on it (Gill, 2018). Due to the
COVID-19 cases, restaurants were closed for indoor dining, or customers had to maintain at
least a one-meter distance from each other, reducing the establishments” customer traffic, and
many restaurant operators and employees lacked confidence in various sectors. The restaurants
are the establishments that previously focused on customers’ on-site consumption of meals and
services. The actuality and novelty of the crisis revealed many companies that failed to
anticipate such dramatic shifts in the first place, making the entire industry uncertain about
how it should proceed.

Challenge Impact Root Cause Outcome
Reduced Customer Loss of revenue Lockdowns and social Shift to online
Traffic distancing rules ordering platforms
Supply Chain Inventory shortages and | Limited transport and Difficulty
Disruptions delays unpredictable demand | maintaining menu
offerings
Staffing Issues Employee layoffs and Health risks and Increased
overwork of retained financial instability operational strain
staff
Technological Limited online presence Lack of digital Slow adaptation to
Unpreparedness infrastructure and consumer
expertise expectations

Tablel: Challenges Faced by Restaurants Summary

Before COVID-19, captive sales primarily consisted of food consumed on-site in restaurants,
including most independent and small to medium-sized operations. As lockdown measures
were implemented, this revenue line was cut off almost entirely (Graham et al., 2010). Although
some of the restaurants already had prior experience implementing online ordering or delivery
services, many more did not have the framework or capability to expand on these opportunities
during the increase in patronage. The emergent COVID-19 pandemic saw most customers avoid

212



iJCEM

International Journal of Core
Engineering & Management

International Journal of Core Engineering & Management
Volume-$, Issue-07, 2020 ISSN No: 2348-9510

physically interacting with service providers. This worsened the problem by rendering previous
processes, such as phone-in orders, slow and incapable of catering to new unprecedentedly
high expectations of convenience and speed.

Figure 2: Challenges Facing Restaurants

Another significant risk was the disruption of supply chains. Involvements that have limited
transport and conveyance services operations affect the flow of food and other materials that
restaurants require. Some of the problems that many suppliers encountered were stock-out or
slow delivery, which made it almost impossible for restaurants to offer affordable yet quality
meals on standard menus. Just as demand was unpredictable, so did the task of inventory
control become a nightmare. While eateries seek to transition to takeout and delivery services,
such as those driven by COVID-19, these challenges amplify the current press. Staffing was also
another big problem when the pandemic began. As restaurants, cafes, and other places shut for
either minimal operations or completely or employees struggled to receive proper wages, many
restaurant employees lost their jobs. Others could not return to work for fear of contracting the
virus, making it hard to determine the right manpower (Chung et al., 2005). Fine dining
restaurants that were struggling to change their strategies to online ordering and contactless
delivery became a new norm and required an immediate overhaul of staff, increasing the strain.
There have been changes in customer behaviors during the pandemic, adding another challenge
for restaurants. The stigma attributable to the virus reduced a lot of people’s willingness to
engage in old-style social interactions, even when it was just to pick up take-out orders.
Customers became accustomed to using e-systems to view menus and orders and for payments.
These movements proved a problem for restaurants with no web presence by default before the
change. Several had no experience in application development or were financially incapable of
constructing digital applications from scratch, while other competitors already had advanced
technological processes.
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Figure 3: Tackling Challenges Facing Restaurants

These challenges were at their worst for the stretched-thin and independent restaurants. While
chain restaurants reported healthy financial positions and well-developed digital assets,
independent businesses were often marginal. Despite the shift to third parties or developing
their applications to complete orders online, the expenses incidental to completing an online
change-over suggested assessed value (Redmond, 2011). Third-party apps, though tempting,
came with costly commission charges, something that reduced already low returns. There were
regulatory requirements for these restaurants, which further elevated the challenges faced by
these restaurants. Measures regarding health and safety were fluid and changing consistently to
reflect new information authorities uncovered regarding the same virus. Restaurant sanitation
and physical layout were changed to accommodate social distancing, and the public needed to
be informed of the changes. For those restaurants switching to takeout, there is a new condition
when compliance with food safety standards in the contactless model poses additional
organizational challenges (Nyati, 2018).

One of the most critical concerns was the timely availability of adaptation. There is a significant
difference between the situation in the restaurant industry and other similar periods of
economic instability or changes. The COVID-19 pandemic gave little time to respond. The
changes were sudden, as the organizations could not afford to start struggling, which imposed
no tolerance for experimenting. This urgency often created pressure to make wrong decisions,
for instance, choosing the wrong delivery platforms or technologies, which added more
pressure. Another hidden but immense issue was stress for restaurant owners and employees,
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both at an individual and organizational level. The instability of the environment due to the
placement of MRI, as well as the potential loss of jobs, made it demanding. The majority of the
respondents consider their restaurants their main source of income and their personal interests.
Seeing these businesses perform poorly or even shut down completely was rather painful.
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Figure 4: Online Ordering Systems

The COVID-19 pandemic caused many challenges that threatened the very existence of these
businesses both effectively and efficiently, which means that restaurants were faced with a
perfect storm. Often tumbling on numerous fronts, the industry suffered significant blows,
which affected revenue sources, availability of supplies, shortage of staff, and changes in
customers’ eating habits due to the effects of the COVID-19 virus. Smaller and medium
businesses were the hardest affected as most could not afford to implement the structural
changes often needed to keep the business running. For the restaurant industry, the dynamics
of the pandemic acted both as a caveat and as the groundwork for subsequent steps in
surviving a crisis. To overcome these challenges, solutions that are workable and preferred are
those that can be quickly and cheaply instituted. The following section will also analyze how,
through online ordering websites, restaurants managed to survive and thrive during the
tumultuous period described above and adapt to a new era (Enz, 2009).

III.  The Solution: Digital Ordering Websites

Due to the outbreak of COVID-19, the restaurant business realized that it could not continue
working conventionally anymore. When people went out, dining in restaurants vanished
almost instantly, and restaurants had no option but to look for a way to survive (Jakle et al.,
2002). Digital ordering websites stand out as an innovative approach that has become a lifesaver
for restaurants, allowing them to remain open during lockdowns and practice social distancing.
As such, moving to such platforms was also an opportunity to sustain some revenues and adapt
to new customers” demands and safety concerns.
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Figure 5: Digital Ordering Platforms

3.1 What Are Digital Ordering Websites?

Digital ordering websites can be described as websites where customers can view the menu,
order food, and make payments online from the comfort of their homes (Chorneukar, 2014).
While an establishment may have just a general website to showcase their restaurants or other
establishments and provide general information about them, digital ordering websites are more
dynamic in that they are ordering websites. They enhance the user experience by enabling such
features as menu and payment systems flexibility and real-time order tracking. These platforms
were instrumental in substituting physical contact touching while ordering food as restaurants
continue to deliver to their customers without compromising COVID-19 restrictions. These
websites became essential to restaurants and their operations as an adaptation tool during the
pandemic. They allowed consumers and workers to interact without necessarily coming close
physically to each other, thus reducing virus spread. Consumers could order food directly from
the restaurant without commuting to the physical location, while employees would have an
opportunity to cook and deliver food without much contact with clients. This change solved
pressing public health issues and was relevant to changing consumer behavior, constantly
moving toward the digital sphere.

3.2 The Template-Based Approach
Pandemic conditions accelerated the search for faster and more effective solutions for food
delivery, which led to the creation of template digital ordering websites. In contrast to unique,
differential web designs that usually involve vast amounts of time and money, template-based
platforms provide an already-designed format that can be easily customized to meet the distinct
needs of a given restaurant. This provided opportunities for restaurants to create websites for
business within a short span of time and with less fuss of designing sites and coding them from
scratch. It didn’t take long for the coordinators to realize that the template-based model was
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exactly what they needed. It addressed several vital challenges restaurants face, like time
horizons, funding opportunities, and the number of patients. Web developers adopted easy-to-
use themes developed with contemporary web technologies like React and Bootstrap to provide
sleek and efficient templates (Mahemoff, 2006). The formats could then be branded with the
restaurant’s name, offered menus, and working parameters to allow for swift dissemination.
Restaurant owners could establish their website for digital ordering in days. The usual process,
in contrast, would take weeks or even months in custom development. This speed was critical
during the pandemic when every delayed decision could be the difference between keeping the
business running and closing it.

Figure 6: Restaurant Ordering and Delivery Optimization

3.3 Customization and Flexibility

Even if template-based solutions targeted rapid deployment, they did not stand for inflexible
shifts. One of the significant benefits of the discussed platforms was their flexibility when it
came to addressing all the needs of the restaurants. Businesses could add features to their
menu, including the menu layout, promotional banners, changes in price, and unique features
like the ability to filter the menu by diet preferences or a menu that is good for a particular
season (Kumar, 2019). This level of customized branding enabled individual restaurants to
sustain specific identity characteristics and provide differentiated customer experiences. While
an upscale restaurant’s digital ordering website might feature elaborate dishes or special wines,
a fast-food outlet’s website might emphasize combos or quick service. Such distinctions allow
restaurants to stand out in a congested online platform, thus targeting their respective
audiences. This flexibility was not limited to structural design alone but was also applied to the
functionality of the resultant structure. Template-based platforms may include POS software
and inventory tracking systems most restaurants use. Its integration proved very effective in
allowing real-time updates concerning the availability of menu items, their prices, and the
status of the orders. This translated into lower errors or delays for customers.
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3.4 The Role of Technology
Technological growth made the growth of many digital ordering websites during this period
possible. Through frameworks like React and Bootstrap, readily available today, developers
could design websites that look good and are very sensitive to a user’s input (Firdaus, 2014).
These technologies enabled websites to work well on portable devices, such as smartphones
and tablet computers, and fixed devices, including computers.

Figure 7: Bootstrap is a Popular Website Design Framework

Mobile optimization was essential because most customers made orders using their phones.
Specifically, attractively designed apps with touch controls, quick and easy one-click ordering,
and mobile payment options improved the customer experience and allowed customers to use
the application more efficiently. Moreover, where potency was concerned, backend systems
were adequate to support website traffic for customer visits during heavy meals. Another
essential characteristic of these platforms was implementing payment systems to provide means
for receiving payment from clients. These solutions included accepting credit card sales, using
small digital wallets, and integrating contactless payments into websites. Organizing the
payment process with customers and restaurants that received effective utilities for managing
transactions was convenient.

3.5 Scalability and Accessibility

Scalability was another innovation, born from the fact that template-based digital ordering
websites were a significant characteristic of the digital ordering business. As developed, the
approach can handle hundreds or even thousands of restaurants at once, and this is well-suited
for deployment during a crisis such as the one posed by COVID-19. By defining some aspects of
the platform as core components, developers could reuse and redeploy the solution across
several businesses with relative ease. This scalability also meant the technology was available in
restaurants of all sizes, small family restaurants, or large chains. Template-based websites were
found to be cheap by many small companies that previously could not afford to develop
company-specific solutions. These platforms, highlighted by some of the following attributes,
made digital transformation achievable regardless of the restaurant’s capital- the cost-
effectiveness of the platforms (Pantelidis, 2019).
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3.6 Addressing Customer Expectations

Customers became less or more demanding during the pandemic, which significantly changed
from before. Safety, convenience, and speed have made it to the list of essential things, and
digital ordering websites meet these requirements. Dealing with COVID-19-related issues gave
customers confidence and relieved them of health risks, while fewer waits from ordering
problems were attributed to reduced queues. Digital ordering websites provide features that
could improve the customer experience. Live menus with sharp images and proper descriptions
and the opportunity to customize a meal to customers” preferences provided the best decision-
making (Hibbard et al., 2003). Other features that the platform can also complement include
loyalty programs, discounts, and promotions, which could help bolster additional sales to
customers and assist the business in building customer relations.
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Figure 8: Exceeding Customer Satisfaction and Loyalty

3.7 Long-Term Benefits

Even though the primary aim of creating digital ordering websites was to sustain restaurants
during the pandemic, its advantages were considerably beyond the concourse. These platforms
offered businesses the platform they could strive for in the long term from an overall digital
perspective. Some restaurants used to operate primarily on dine-in services and found other
sources of income containing take-out and delivery services (Heide et al., 2008). The data
collected through these platforms also provided relevant information concerning customers,
which helped restaurants determine their operations, promotions, and menus. It also allowed
businesses to keep their business models adaptive and relevant and enabled them to favor data
instead of intuition. Implementing new sources during COVID-19 changed the restaurants and
prepared them for further problems. Thus, the transition secured them increased
responsiveness that would serve them well in handling disruptions, including exploiting them
in a rapidly changing environment.

Online ordering platforms were the game changers for restaurant businesses during the
COVID-19 pandemic. As the novel coronavirus swept across the world, these platforms
responded to the main concerns that arose, setting up a quick, growing, and adaptable model
for restaurants to go online. They not only helped companies sustain revenues and customers’
well-being but also facilitated future success in the digital environment. This period shows that
innovation and embracing technology will bring about much-needed change. Digital ordering
websites were not a tremendous temporary measure but reflected the reality of digital
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transformation in establishing durable and adaptive businesses (Westerman et al., 2014).

Solution Key Features Benefit Outcome
Aspect
Template- Pre-designed Fast Enabled
Based customizable deployment restaurants
Websites formats and cost- to go online
effectiveness quickly
Integration POS and Reduced errors Seamless
with Systems inventory and improved operations
management efficiency
synchronization
Enhanced Real-time menus, Improved user Increased
Customer mobile experience and customer
Features optimization convenience satisfaction
Scalable and Cloud hosting, Support for Sustained
Secure payment high traffic and operations
Platforms gateways, SSL safe during peak
transactions periods

Table 2: Addressing Restaurant Challenges

IV. TECHNICAL IMPLEMENTATION

Adopting digital ordering websites during the COVID-19 pandemic was only possible due to
sound technical systems. Originally, developers were challenged by the need for efficient and
easy-to-use platforms that were responsive to the needs of restaurant owners and customers.
This needed a solid foundation in architecture, tools, and integration to provide a seamless
process (Broy et al., 2010). The following sections describe the most critical elements of the
technical working process and the conceptualization of the technological stack to deployment
and regulation.

4.1 Technology Stack
Web platforms for digital ordering were built upon a selected and highly regarded technology
foundation that would remain fast and expandable while intuitive and easy to use. The
JavaScript library called React was applied for the front end of these websites (Guo, 2013). The
application's architecture was relatively component-based, enabling the development of
composite components called screens, including menu displays, order forms, and checkout
pages. This modularity made development very fast and made it easy to have a high degree of
uniformity in the various websites. Front-end development and Bootstrap further worked hand
in hand by easing the design process with React. Bootstrap offered attributes that allowed for
the development of friendly sites with regard to tablet, desktop, and mobile devices. This was
important because, during the pandemic, many customers depended on their mobile devices to
place orders. The back-end structure was developed with up-to-date server-side technology,
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which provides improved data processing and communication with other website applications.
Secure APIs were used to maintain continuity between the digital ordering websites, POS
systems, and payment gateways by developers. Such APIs provided real-time information for
menus, prices, and orders to be up to date at any given time.
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Figure 9: Marketing Technology Stacking

Some examples of DBs employed included MySQL or MongoDB, where vital information
regarding customers' orders, menus, and transaction records is stored. These databases were
fine-tuned to achieve high throughput and accommodate the increase in traffic during meal
times. AWS or Azure hosting services are used for site hosting and server-side programming to
ensure site reliability and the capability to work under load.

4.2 Website Design & Customization

Another essential aspect that was deemed to have affected the uptake of digital ordering
websites was the UL Developers also prioritized simplicity and ease of use, aiming the platform
and ordering system at the customer's ability to comprehend the application and order food
from the menus. Factors such as food images and branding were optimized to build a quality
visual appeal and interactive experience. Customization was critical in addressing the specific
requirements of specific restaurants (Wind et al., 2001). Every website was unique and crafted
to fit best the restaurant branding, logos, color, and typography selection. Concerning layout,
navigability options were personalized per their client's requirement for arranging daily
specials, dietary requirements, or promotional codes or packages. It integrated easy-to-use but
efficient admin panels that enabled restaurant owners to update and change their menus and
prices in real-time without them having to be developers (Nyati, 2018). In order to improve the
usability of the sites, many dynamic components were implemented, including mobile
navigation menus and real-time order status updates. It is very convenient for customers
because they can resolve such issues as changing an order, applying a discount code, or
choosing an option for delivery in the app. All these features have not only delivered value to
customers but also helped cut down heavy burdens on restaurants' employees.
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4.3 Integration with Existing Systems

Blending the system with existing restaurant systems was also an important consideration
when it came to the technical procedures involved in implementing the system. Online ordering
websites were created with an integration interface that allows POS systems to sit well and
synchronize with the restaurant's order operations and event flow. This has eliminated manual
entry, thus reducing the many errors in order processing. Another significant technical
integration was the payment gateway integration. Safe payment options like Stripe or PayPal
were integrated into the websites to support easy and secure payments. All these gateways also
made provisions for payment through credit and debit cards, wallets, and even a contactless
payment feature. Adhere to PCI DSS to guarantee that customer information is secure and to
earn their trust (Kim et al., 2008).

Restaurants are increasingly
taking mobile payments like
Q Apple Pay, Google Pay, and

Samsung Pay, with set
- up to accept all three.

Figure 10: Exploring Different Payment Options

The delivery management systems were also implemented to provide better supply chain
management solutions. For restaurants that provided delivery services, the websites offered
tools for tracking delivery routes and assigning drivers. For those that contracted third-party
delivery services, APIs linked the digital ordering websites to the Uber Eats or DoorDash
services, for example, to smoothly transfer the handoff from the restaurant to the delivery
service. Inventory management integration enabled restaurant owners to open stores and save
time, as they could quickly identify that they were out of stock for several items. Real-time
updates reached customers only with available products, reducing the chances of conveying a
negative impression from unavailable menu items.

4.4 Scalability and Performance Optimization
Since many orders were received online during the pandemic, scale was essential during
technical deployment. Dynamic resource distribution was achieved by hosting the application
on the cloud, where web traffic was predicted correctly using cloud hosting platforms. This
helped the website stay functional in the event that many users would be visiting during
breakfast, lunch, or dinner time. New Content Delivery Networks (CDNs) were used. CDNs
minimize latency and guarantee high performance for the end user by caching static assets like
images and scripts on servers worldwide (Pathan, 2014).Performance optimization also
compelled changes in the site's actual code. Optimization methods included mechanisms like
lazy loading, whereby unimportant components are loaded after someone wants to use them,
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and code minification, whereby large files are compressed to require fewer bytes. Such
optimizations aimed to make websites small, open up quickly, and make the experience
seamless on slower connections.

4.5 Security Measures

An important consideration during the building of the digital ordering websites was security.
As online purchasing activities gained popularity, the customer's data and cyber-attacks were
high priorities. Web developers use SSL (Secure Socket Layer) certificates to protect data
communication between the site and the user and keep secure information like payment details
safe. Facilities were provided for security audits, which were done as often as possible to
discover the system's weaknesses. Strategies, such as firewalls, IDS, and automatic monitoring,
were used to keep the websites secure. Also, strict authentication measures, including MFA,
were implemented to prevent unauthorized access to the admin accounts. Confidence with
general data protection regulations, including GDPR or CCPA, was also maintained. This
included getting user permission when collecting data, companies having a privacy statement,
and enabling users to remove their data.
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Figure 11: Restaurant Security Measures

4.6 Deployment Process

The deployment process of the digital ordering websites was to be more streamlined and fast.
When specific requirements of a restaurant were brought into focus, the development team
chose the suitable template to be used and then proceeded to modify it. Incorporating pre-built
templates ultimately helped trim development time; with this, it can soon as in days go live as
straight live, organized quality and reliability mechanisms ensure systematic deployment.
Prelaunch point checks were made through developing around the clock to try and fix any bugs
noted. These included functional, responsive, compatibility, and performance tests. Once the
site was coded, it was simply migrated to the live server again with great care and the use of
tools that ensured it did not take long to do so. Restaurant employees were trained and
supported to facilitate a transition onto the new platform. This comprised instructions on how
to navigate through the admin panel, handle orders, and meet frequent customer inquiries.
Technical support was also provided for any problems arising after the launch while continuing
to operate.

4.7 Post-Implementation Management
After deployment, maintenance was required for the sites to ensure that they still fulfilled their
purpose and functions for ordering. Newer versions with improved features, corrections of
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bugs' outcomes, and counteracts to potential security threats were released regularly. All of
these updates were rolled out smoothly to minimize their impact on restaurant functions. Web
analysis tools were incorporated into the website to support decision-making on customer
patterns and business operations. Restaurant owners and managers could view sales revenue
analytics such as order volume and frequency, most popular dishes, and the times at which
orders are most frequent. Opinions from the customers were encouraged to be given to capture
improvement areas. From the users' suggestions, new features were added, and existing ones
were upgraded to continue addressing emerging requirements.

The digitization of ordering websites made it easier for the business to succeed during the
COVID-19 restriction period. Using the best technologies and systems integration, as well as
focusing on scalability and security, the developers have designed platforms that are solving
the acute needs of the restaurant business. These websites allowed the restaurants to run
efficiently during the crisis and ensured significant customer interactions. The facts and
experience described in this paper's implementation process reveal the tendencies of
technological agility and innovation. The companies' developments will act as benchmarks for
future industries to implement transformations. This will help businesses develop long-term
strategies where technical solutions can adapt dynamically to ongoing practice circumstances as
securely as possible.

V. IMPACT ON THE RESTAURANT INDUSTRY

COVID-19 accelerated the growth of the restaurant's digital ordering websites as a shift in the
industry. Those restaurants that could integrate these platforms could sustain themselves
during these technological shifts and find innovative ways to continue providing service. The
effect of this change was dramatic and emerged as a concern of operational tactics, customer
relations, and strategic planning (Helfat et al., 2009). This section discusses how the ordering
sites revolutionized the restaurant industry and assisted companies in overcoming one of the
significant adversities of the modern era.

5.1 Adoption and Deployment Statistics
Website services, especially digital ordering websites, have become as popular among
restaurants as ever before. Coffee shops and eateries, down to small, individually owned
franchises combined with large-scale franchises, moved online as soon as the pandemic began.
This change was made possible by developers of template solutions, who offered rapid,
incremental, and inexpensive ways of creating websites within the reach of any established
business, no matter how limited in resources.
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Figure 12: Increasing Efficiency in Restaurant Operations

The speed of deployment was a key to success. While creating websites using the traditional
method typically requires many months, the current design uses templates that only take days
to complete. This made it possible for restaurants to adapt promptly to lockdowns or changes in
anyone's behavior, thus causing negligible interferences to their functions. When comparing the
data from the industry reports, restaurants that turned to digital ordering systems were more
likely to sustain some share of their pre-shutdown sales compared to restaurants utilizing
conventional approaches only. The use of these platforms also differs by region (Kozich et al.,
2013). It is still possible to notice that the urban segments of the economy, where the usage of
technologies was higher than in rural communities, shifted to a faster and more profound
introduction of digital solutions. However, rural areas took longer to receive these changes, and
while template-based structures assisted many small businesses in the urban centers, there was
a gap in these rural areas.

5.2 Maintaining Revenue Streams

One of the easiest and most tangible benefits business people enjoyed when adopting ordering
websites was the cessation of lockdowns. These platforms helped restaurants that had closed
their dining rooms as an added outlet to feed the clients. The takeout and delivery orders took
over the restaurant's source of income primarily via digital ordering. Some businesses recorded
that digital ordering contributed to about 80% of their sales during COVID Worst. The
introduction of protected payment modes and delivery solutions made the tasks much more
manageable, as they provided proper interaction channels for facilitating secure payments and
delivery arrangements. By utilizing these features, restaurants were able to capture more
numbers of customers with a relatively shorter time duration and equal efficiency. For many,
this entailed hanging onto existing clientele that could easily switch to a competitor offering a
convenient mouse-click experience (Dyché et al., 2006). Most importantly, the case exposed
digital ordering websites as offering restaurants ways of increasing revenues through
promotions and add-ons. Components like the suggested products and promotions helped the
customers order more items per sale, compensating for the restaurant's loss in earnings from
dine-ins.

225



P

—
iJCEM

International Journal of Core
Engineering & Management

International Journal of Core Engineering & Management
Volume-$é, Issue-07, 2020 ISSN No: 2348-9510

5.3 Customer Retention and Relationship Building

The chain of digital ordering websites has also added to building customer loyalty in the short
run. At some point, when people experienced doubts and concerns due to the pandemic, these
applications ensured that restaurants would not lose touch with consumers. More individual
facets like loyalty programs and site-specific promotions ensured that businesses in the sector
remained relevant and communicated with the customers whose repeat patronage is critical to
their survival. Ordering through a digital platform has also brought customer information
collection and analysis for restaurants to fruition. This paper outlined trends in ordering
patterns, consumer preferences, and unsatisfactory evaluations that promoted product and
promotional improvements in businesses. For example, restaurants could analyze what
products are popular and rearrange the menu to reflect that, or the restaurant could promote a
specific meal to a particular customer demographic. Another strength was the ability to
establish constant communication with customers. As shown in the present study, customers
received emails or application notifications about new meals, promotions, or changes in
operating hours. The top-line establishments implementing these tools forged a more
sustainable relationship by locking consumers to them. Especially during the rebranding of
restaurants after the COVID-19 pandemic.

Provide exceptional service Let data do the work

CRM Features

Custom Campaigns  Integrations

Case Data Analysis

Email Workflows Data Storage

Knowledge Management

Makeit personal

Figure 13: Customer Retention Strategies

5.4 Improved Operational Efficiency
The websites involved with the ordering process simplified the restaurant business in ways that
surpassed the impact of the pandemic. Self-ordering and payment cut down the burden of the
staff's daily tasks, such as processing orders over the phone or manually entering the orders
from the phone. Interface with POS systems meant that order entry information was captured
adequately, and the inventory update was updated in real-time, thus reducing mistakes. For
restaurants that had adopted delivery services, these solutions streamlined order delivery by
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offering options for order routing and driver management solutions. Third-party delivery
integrations also improved significantly during the year. AP integration guaranteed that all the
orders were processed and tracked well without complications. The application of digital
platforms reduced human interjection in the ordering process, eliminating the chances of errors.
Consumers enjoyed the restaurant's services within a shorter period, and restaurant owners
also experienced the least interruption and enhanced efficiency.

5.5 Case Studies: Success Stories

Many restaurant businesses that adopted the digital ordering website platforms came out as
explicit models of the success and prospects offered to different stakeholders. For example, a
suburban family-owned restaurant changed from physical order to a template-based online
order system within one week of the first lockdown. Through special discounts for online
orders and stressing their security measures, some managed to keep 70 percent of consumers
and attracted new clients for those who preferred digital communication (Cain, 2000). A
regional restaurant chain that mainly credits its revenues to dine-in could diversify its business
by adopting an online ordering app. The chain could then use data from the platform to find
regions with high demand for delivery service and improve its operations in those areas to
facilitate more orders. These success stories point toward flexibility and the use of technology in
managing such disasters. Restaurants that developed digital solutions as soon as possible
emerged as winners because of the shutdown and the long-term trend toward digitalization.

5.6 Long-Term Industry Transformation

The result of digital ordering websites did not stop at the problems only in the COVID-19 era. It
influenced restaurants in the long run. Many restaurants incorporating these platforms during
the emergence stage have sustained their use as strategic weapons. The pandemic has shifted
the focus of the restaurant industry to implementing digital strategies, forcing most restaurants
to adapt by adding online ordering options. Consumers also enjoy the ease of using digital
channels, and hence, it could be very hard for the demand for such services to reduce.
Companies that built strong digital foundations can now adapt to the new and higher levels of
consumer expectation in a more technologically advanced landscape.

4 IRESARAT
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Figure 14: Technological Advancements in Restaurant Business
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Adopting digital solutions during the COVID era has created a culture of innovation
throughout the banking sector. Restaurants have started to look into secondary use cases like
the use of Al in personalized recommendations, voice commands for ordering, and augmented
reality previews of the menu (Marr, 2019). These concepts, based on the ordering applications
introduced during COVID-19, are defining the restaurant experience of the future.

5.7 Economic and Social Impacts

Digital ordering websites had economic and social impacts on the economy. These platforms
allowed restaurants to remain open and kept the work for cooks, delivery people, and other
employees in demand. Many functions required changes as the patterns were altered, but the
balance meant that employment stability improved during economic changes. These platforms
helped develop community resilience. Local eateries that are typically liked by people as social
and cultural places were able to stay connected to people even during social distancing
measures. To customers, using digital ordering to support local businesses also became a way to
keep life as close to usual as possible and stand together when moments were difficult.

5.8 Challenges and Areas for Improvement

It was clear that digital ordering websites had more benefits than drawbacks, but that was not
to say that there were no difficulties. Independent restaurants were less likely to overcome the
learning curve when it came to adopting new technologies. Teaching employees to monitor
digital environments and solve tech problems was also time-consuming, and some companies
struggled to combine it with other tasks effectively. Several factors arose, including high
commission fees charged by third-party delivery apps (Lieb et al., 2005). Some restaurants
dependent on these services realized their profit margins were decreasing, so they attempted to
search for cheaper and more independent services. This issue raised concerns about the need to
adopt internal digital ordering to increase business control and actualize cost control.

Solution Key Features Benefit Outcome
Aspect
Template- Pre-designed Fast Enabled
Based customizable deployment restaurants to
Websites formats and cost- go online
effectiveness quickly
Integration POS and Reduced errors Seamless
with Systems inventory and improved operations
management efficiency
synchronization
Enhanced Real-time menus, Improved user Increased
Customer mobile experience and customer
Features optimization convenience satisfaction
Scalable and Cloud hosting, Support for Sustained
Secure payment high traffic and operations
Platforms gateways, SSL safe during  peak
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Table 3: Impact of Technology in Restaurants

The COVID-19 pandemic completely changed the nature of the restaurant business with the
help of digital ordering websites. Through the ability to keep revenues, customers, and orders,
these platforms assumed the role of tools to sustain and develop businesses in the restaurant
industry. The success stories show how the alumni turned the challenges they faced and the
evolution of the technological environment to their advantage. Ideas for future developments
are and will continue to be driven by new experiences that this industry is likely to have in the
future but which have had a beneficial experience during this period. It was a temporary
solution for a long time, and now it is a fixed element of the restaurant industry. Such
restaurants can systematically build their business as the importance of convenience, time-
saving, efficiency, and digital interactions gains influence.

VI. LESSONS LEARNED AND FUTURE PERSPECTIVES

The lessons learned from establishing digital ordering websites during COVID-19 are
enlightening and demonstrate how the restaurant industry will operate in the future. These
insights go well beyond the current crisis and indicate the need for operational activities, the
change of business models, and the implementation of digital initiatives. Thus, these lessons are
an excellent foundation for further transformations in the way people's life improved by
emerging challenges in the world.

6.1 Lessons Learned

The pandemic has shown that technology needs to be accepted to survive and compete, a
critical lesson learned during this period. Among those sectors that did not initially embrace
digital solutions, many ended up disadvantaged when people's social distancing led to
restaurant lockdowns. It was shown that technology is not an additional element but an
essential element of the modern economy (Beniger, 2009). Taking advantage of the online
platforms became critical for eateries, which retained customers and orders amid the crisis.
Other noticeable trends observed in the work were the importance of both the speed and
scalability of the digital solutions utilized. These privatized website designs were beneficial
because this template-based technique enabled eateries to create strategy-responsive websites in
a few days. This rapid deployment model demonstrated a requirement for ready-made and
easily maintainable solutions that can be further adapted and utilized to address unique needs.
To businesses, tactful change was recognized as one of the most profound aspects of
reactiveness to new conditions.

Another important lesson learned was about customer-oriented design. Websites that focused
on features that can help users navigate the site more efficiently use their mobile devices while
ordering, and integrate smooth payment options saw better customer loyalty and more
customers in return. Customers set demands on restaurants, which are essential factors in
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mitigating and helping sustain the convenience of doing business. In the digital space, high
pressures require restaurant operations to rise to the challenges. Applying data analytics to
digital platforms helped give insights into the research. This extent allowed restaurants to
understand the ordering, customers, and operational performance trends, allowing decision-
making based on predictive data. This capability enhanced productivity and enabled businesses
to predict future trends with adequate precautions. Data has become a powerful weapon in
restaurants, and different restaurants have used different strategies in their management. It also
signified how the unprecedented times need more coordination and cooperation. Several
restaurants had to rely on third-party developers, delivery platforms, and technology providers
to guide them in transitioning to digital selling. It has played an efficient role in overcoming
technical issues, geographical outreach, and sustaining operations. Creating a successful
relationship with the technology and logistics partners will continue to be critically important
for companies aiming at building successful businesses.

6.2 Future Perspectives
Digital ordering websites are to remain the core of management. Due to the COVID crisis, the
masses have adopted these platforms, changing customers' habits and permanently eliminating
traditional alternatives. Establishments that continue to advance or at least maintain their
digital infrastructure will be fully equipped to grasp rising exigencies and stakeholder
expectations and position themselves for the opportunity to gain market share.

® @6 @@
@ @ @ ©

Figure 15: Smart Restaurant Tech Solutions

One of the trends perceived is that advanced technologies are being incorporated into digital
ordering portals. Al and machine learning have already been applied to improve interactions
through recommendation systems, price variation, and forecasts. For instance, Al can use a
client's past order profiles to recommend the meals they should order next or suggest ordering
side dishes related to their previous order. They also enhance the requirement satisfaction and
increase the possible average revenue produced per sale. Another advance is automated
ordering by voice. As voice assistance, such as Amazon Alexa or Google Assistant, continues to
gain popularity, including it as another interface of the digital ordering system, it will add
another layer of convenience to the customer experience (Tien, 2017). The advantages of using
voice-enabled interfaces for restaurants include the fact that establishments that implement the
application will be able to expand their client base and make concepts more stimulating.
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Augmented reality is also expected to be involved in the future of the digital ordering system.
Through augmented reality, engaging menu experiences can be developed to give customers an
actual view of foods that must be ordered. This feature can improve the level of trust and
enthusiasm from the clients, most notably in the marketing category, say burgers, steaks, or any
attractive food products. The integration of the digital model, where actual physical and digital
outputs are merged, is also anticipated to rise (Vermesan et al., 2013). For instance, self-service
ordering machines in a restaurant can enhance online ordering results and provide the best
experience to customers who prefer to place their orders physically. This approach also allows
restaurants to meet the needs and wants of the customer while keeping operations effective.
Sustainability will also be the key that will dictate the prospects of digital ordering. Customers
and consumers are raising the bar to incorporate environmentally friendly practices daily, and
restaurants will not be exempted. Sustainability can be incorporated into digital platforms
through features such as calculating carbon emissions, providing receipts electronically, and
environmentally friendly delivery options.

6.3 Challenges and Opportunities

Despite the prospects of digital ordering websites, there are issues associated with the future.
That way, particularly independent restaurants may find it increasingly difficult to adapt to
quickly evolving technology because they lack the financial means or knowledge. It is
important to ensure that key sources remain affordable and easy to scale to ensure that all types
of businesses can start benefiting from the digital shift. There will also be data security and
privacy. Technological advancement continues to embrace digital platforms, hence boosting the
collection of customer data. This means that restaurants need to ensure they hire the best
cybersecurity to protect their businesses and abide by the ever-changing laws. Recent
developments have emphasized the importance of establishing customer trust by providing a
clear view of data-related activities in the long run. Despite the challenges above, opportunities
to grow and develop new methods are significant. Only restaurants that are open to
innovations and constantly seek new technology will not only be successful and survive but
also dictate the trends in the restaurant business. The pandemic has taught the best lessons
about using digital propositions throughout operations and improving customer interaction to
increase revenues.

Digital ordering websites became a turning point in the restaurant business when the infection
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by COVID-19 became a turning point (Lazard et al., 2015). They emphasized flexibility, the role
of technology, and commitment to customers. These valuable lessons will, therefore, remain
relevant for businesses as they pave the way for future turbulence and utilization opportunities
in the industry. The restaurant industry's future is digital, and restaurants that invest in
dynamic solutions would be in a better position to attend to the market's demand. The
boundary between traditional and tech-advanced solutions is fragile, and there are so many
opportunities for development and change, be it artificial intelligence's personalization,
Augmented Reality menus, and eco-friendlier approaches. The industry can develop
environmentally sustainable and customer-centric business models that are ready for anything
that may come their way.

VII. CONCLUSION

COVID-19 became an accelerator, driving fast changes in the restaurant world toward
digitization. Another radical improvement was the online ordering sites. The restaurants can
efficiently implement changes connected with the COVID-19 lockdowns and changing
consumer behavior. These platforms also generated new business prospects for future
development. These lessons will be incorporated into the future to prepare the restaurant
industry for new challenges that come with new improvements. This evidence shows that
technology plays a crucial role in the daily running of business. What once was a quick fix
digital ordering websites became a permanent part of restaurant offerings. Through offering
easy, convenient, and safe interactions, these platforms responded to the immediate need
occasioned by the pandemic and created a foundation for long-term success. Those who
implemented these tools could sustain revenues, customer base, and processes through one of
the most challenging periods in history.

The efficiency of template-based methods on digital ordering showed the importance of time
and scale-sensitive approaches to crisis management. These applications enabled restaurants,
no matter how small or big, to immediately set up an online presence to continue feeding their
consumers instead of experiencing significant disruption. This rapid deployment model
complemented addressing the pandemic's requirements and showcased the ability of scalable
models to foster efficiency and innovation in the industry. Another strategic implication of the
research was the improvements in customer interaction brought about by digital ordering
websites. Through features such as individual approach, promos and bonuses, and perfect
integration with clients, these platforms enabled restaurateurs to develop closer bonds with the
clientele. The information collected through these interactions proved helpful in assessing
restaurant consumers' needs and actions and achieving strategic insight for restaurants with a
good understanding of the ever-changing marketplace needs.

The wisdom drawn from the past will be the key to the sophistication of the restaurant
business. Digital ordering platforms will expand their use of the latest technologies, whether
artificial intelligence, voiced order, or augmented reality. Sustainability will also be the focal
point since customers will embrace environmentally friendly actions and take cues from the

232



d

1iJCEM

International Journal of Core
Engineering & Management

International Journal of Core Engineering & Management
Volume-$é, Issue-07, 2020 ISSN No: 2348-9510

companies. There are still issues to be solved, such as how to lock out the smaller players and
safeguard user data, but there is much potential for companies to grow and develop. Physical
dining places that adapt to digital technology and remain optimistic about new technology
systems will vantage in prevailing circumstances. The restaurant industry emerged as a
tenacious market. Using online ordering websites was servico especially crucial during this
period. It showed that not only can they serve as a measure of getting through these tough
economic times but also act as a way to ensure sustainable growth and development in the
future. These minors laid down proactive models and directions for establishing disaster-proof,
customer and tech, logically sophisticated organizations in the coming years. The digitization of
the restaurant business cannot be reversed, so those who are ready to sail the ship of change
will be the ones who define the next phase of this industry.
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