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In on unprecedented calumity of Covid -19 pandemic which was set in the more than 180 countries all
o\.et the torltl accordirtg to the IIHO v'ebsite published a report in the month of March 2020, it was

imperative to understand the totlditions and challenges which v'ill be faced by the Stand-alone

testaurants.

'-[he sndy carried out in this research paper shows the change of mind set of the guests, lhe change is

seen across the strata of the people irrespective of lheir age groups, background and meal choices.

The stand-alone restauranls in Pune city is one of the large but unorganised business sector whtch is
growing rapidly in the last decade. This sector is very competitive, price sensitive and exploring

innovative ideas offood and service vety aggressively. The entire sector of stand- alone workt on very

narrow net profit margins of 10%-15%. This calls for vem accurate and precise execution of the

operalions.

The results of the studl shotts the expetted change in the spending patterns of the customers from
diferent age groups, the thotce oJ the out let will depend upon different parameters, the frequency of the

visit to et'en popular and preferred restuurants x'ili be reduced.

Key Words: Pandentic', Covid 19, Resraurant, Lockdo*,n, L'nlock, Customer Perception, Dark
Kitchens, Hygiene and Saniti:arion, Soc'ial Distancing, Take Atrays, Ecomic Slow Down.

Introduction to the problem and its background
After the outbreak of Covid-19, Govemmenl of india declared a lock down in the country from 25th

March 2020. The Stand Alone Restaurants u ere closed abruptly and for the entire period of lockdown.
This resulted in massrve losses. The restaurant orvners like many other businesspersons had never

prepared for this kind of problem. \ot only the businessmen community but even the Govemment of
India and all the State Govemrnents rrere unprepared. The lockdown brought down the cities and towns

to halt. None of the businesses were functioning in the initially excluding for the very essential

commodities and services for very little period during the day.

The lockdown and further slowing down the economy has led several effects on the society. The virus
has altered our mind set the way it spreads and is affecting people worldwide have made people more

cautious about tl.re choices they make snch as dine out get food from outdoor.

A fascinating and nouvelle trend was set in the last lew years of Dark Kitchens or the Cloud Kitchens.

These are only the production centres or in our terms called even as Ghost Kitchens, which only produce
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thefoodanddeliverthesamethrough,owndistributionchannelsorwiththehelpolmo:e.:::-.!:,-.-..
and national ievel distribution systems developed with the help ofnew technology like Zr::l,:. : ."

being the most popular, tmsted and having span in more than 24 countries and in more than 1t,'.'. . . : - , .

as per the reports of "Abonr Zomato". zomato.com. But apart tiom Zomato, there are ot:..: -. - -
cieliverv options such as Swiggy which has good distribution channel in more than 100 cities aL-...:--
to Madhav Chanchani (17 March 2019). "Online food delivery wars are moving from hdi; :,
Bharat". The Times of India. Retrieved 13 August 20l9.The dark kitchens are cost efl-ective and he:-:=

passing the benefits to the end consumers and are becoming popular over the Take Away'sll The 1'ou::
generation is interested in getting their high-quality meal delivered to their home/office and in perfectly

paclied and has the same quality that they would have been serued at the restaurant. There is a steep nse

in such organisations since restaurants were not allowed to do business on their premise.

A new competitors, which the restaurants, Take away's and dark kitchens will experience soon, is the

upsurge of Home Chefs in hugenumbersl! This will add another contestant for the same size of the

market, which will reduce the share of the established restaurants even more. This increase in number u.ri

Home Chet's is due to many reasons such as, less or almost NO Capital lnvestments, Iess stai
requirement, greater standards of hygiene as less or only couple of family members are involved in rhe

whole process from Purchasing to Pick up/ Delivery and over all execution of the order. Such Home
Chefs have also increased in numbers during this period of lock down.

In this settingkey question faced by the restaurateurs is, will the trusted brands be pret-erred over ne\i'
outlets and rvays of delivered food? This study tries to analyse when the lock down will be completell.
liftecl and stand-alone restaurants will be allowed to open lbr operations, what will be the approach oi
the customers tou'ards the restar,lrants? Wili the customers be happy to go back to the favourite tasr

food out lets/ restaurants or there will be many speculations that will come to their mind about rvhether

or not to go to restaurant?

There ri,i1l be lerv other concerns as well! Such as, 'Will they put the hygiene on major imponance :t:
visiting the restaurants l On the other hand, will it be still the taste and the quality of food, u ill be :::
primary concerned of the people'?

Future for restaurants may be locally sourced food, ghost / cloud kitchens, more dependency on on1Lr.

services and Hygiene, Hygiene, Hygiene I I

Scope of the Study
The scope of the study is primarily targeted at the guest perception towards the changed mtnd ser ib
revisiting their favourite restaurant and fast food joilts for socializing or even for recreational neecs

This study will also aim at the challenges faced by the restaurants due to changed perceprion ol th3:

patrons.

Objectives
r To study the perception of the customers for visiting restaurant post Unlock.
o To assess the parameters that contributes the change ifanl'and sfud)'the causes and remedies.
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Researeh Design : Exploratory
o Research \'lethod - OnJine Survey

o Research losm.rment - Questionnaire
. Proposed Sample Size - At least 100 customers from different strata.

r SampLe Tlpe - Random

o Secondary Dara

o Hospitality Jormals and Magazines

. Research Paflers

. Relevant \\-ebsrtes.

Literature Reyie*
Accordi-ng Io \\'HO rvebsite https://www.who.int/emergencies/diseases/novel-coronavirus-2019

COVID-19 is a Crs:ase "-aused by a new strain of corotra virus. 'CO' stands for corona, 'VI' for virus,

and 'D ior J.isease . Formerly,this disease was refened to as '2019 novel corona virus' or '2019-nCoV'.
The CO\'ID- 19 rirus is a ne*' vims linked to the same family of viruses as Severe Acute Respiratory

Syndrome (SARST and some tlpes of common cold. Virus spreads though contact The virus spreads

between people in close contact (u'ithin 6 feet) through respiratory droplets produced when an infected
person cougls or sneezes. But the infection can spread before people develop symptoms, which, on an

average. take around llve dars to appear. Some people develop no symptoms and others have mild
disease but still infect others. Stepprng out also results in contamination of surfaces or objects, from
where it can infect people who touch the surface and then touch their own mouth, nose, or eyes. The
virus spreads very easily in areas rvhere there is community transmission of the disease, according to the

Centres for Disease Control and Prevention in US. Infection may occru without having close contact
also!l

Scientists have documented a cluster of cases among people who worked in shops, visitors or were staff
of a mall without direct contact q.ith an infected person, according to a research document called
"Indirect Virus Transmission in Cluster of Covid-19 Cases, Wenzhou" in China published by the CDC
on March 12. Indirect transmission may have happened among these unrelated cases from spread via
surfaces like elevator buttons or restroom taps, said the paper. For case-patients who were customers in
the shopping mall but did not report using the restroom, the source of infection could have been the
elevators or aslmptomatic patients.
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Primary.* Data
. Io collect ttedback from the guests from different strata ofthe society. ' To collect information

fiom r arious guests who choose a particular out let over the other options available based on

certain perameters.

o To collect information about changed parameters and the causes.

o To u-n,iersrand rhe nerv challenges which the stand- alone restaurants will have to face.
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How Lockdown helps in reducing of spread of the disease?

I-ockdown greatly reduces transmission. A recent study by the Imperial College London's Covic--:
team found that population-wide social distancing would have the largest impact in transmrssi.:-

reduction; and, in combination with other interventions, such as home isolation of infected people arr-

closure of schools and universities. There are many more scientit-rc studies that prove massive social

distancing measures can stabilise transmission and give govemments time to prepare for a spurt in
infections.

One positive change is boosting Ghost / Dark / Central kitchens with delivery-only concept where food
is sold online or through a mobile app, instead of traditional establishments will raise which may
increase the reach of,restaurants where they can reach more people and have less overheads.
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According to Encr clopaedre Britrnnica. 'Restaurant' is an establishment where the publio may procure
relieshments or meals.

It is a public dining place r', here i:'crpl: come togcther. Food is prepared and served to the customers on
the premise. This detlnjti.,n neeC to bc elaborated in today's world where restaurants not only serve food
on the premise but also sen e lcoJ b-' .,nline takeau,ay medium.

These meals are prepare.l and sen eJ to customers and during this time they are exchanged through
many hands

Let's look at a ti,pical process in u hich cookeil rbod is handed over to guest--
. Guest on premise:

Chel cooks food (let's start iiom pLrllit \\'here tbod is cooked as when fbod iscooked there will be no
contamination considering the microbial actrr itf is killed at temperatures above 80 degree Celsius) and
plates it, the plates are rvashed by Steu arding assistants. Plated food is handed over to the Aboyeur (One
who announces the orders and handover correct food to the waiter ) Waiter then carry the food most of
the time by himself and in certain cases one brings it out in restauant upto the sideboard and head
rvaiter seres it. So the lood travels liom Chef -- Steq'ardin.g assistants - Aboyer Waiter -- head waiter

Gnest.

lrternotional Journal of Management and Sotial .science Research fleviev', vol-g, Issrrc-], January-2T21 page lS
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o Take away by help of a Online food-delivery platforms:
Agent from Online food-delivery piatforms brings order to restaurant Chef cooks food and hands over tc

assistant for packing it. Packed food is handed over to the Aboyeur who further handover to Agent frorr
Online fbod-delivery platforms who carries tbod to guest .

Chef - Assistants fbr packing - Aboyeur - Agent from Online food-delivery platforms - Guest ,The
above examples show that food comes in contact with many people before being sened which makes it
vulnerable for getting infected Also in a t)?ical restarrants guests come in contact with many people

other than food handlers which is also to be considered tbr example, r'alet. welcoming staff, other
peopie rvho are visiting restaurant, the cashier, waiting area assistant, housekeeping staff in restaurant,

etc.

So considering the spread of the corona virus its method restaurant goers will have many questions

before going to the restaurant.

Bob Goldin, a padner at consulting flrm Pentallect lnc. in the article published in The Print an lndian
online nervspaper published on i7 April,2020 expressed a concem about the customers thinking rvho is
touching there food, also they are thinking to live wiihout restaurants . In the same article Dr. Erin
DiCaprio, an expert on food safety from the University of Catifomia, Davis also raised the concem that
social distancing will remain lbr long time and also customers who go to restaurants will have fear to go

to crowded places.

To overcome these doubts restaurant owners will need to take precautions to assure customers
about their safety.

In an article - How Indian restaurants will change post lockdown. Published in THE HINDU on April
17,2020 and updated on April 18,2020 restaurateur Ashish Kapur brought forward the necessiry of
Technology for ensuring safety of customers use of automatio temperature checks for stafl portable
washing sinks, minirnises contact - mobile wallets, menus on personal devices and automated surface

sanitising were hightighted in the article. In the same article restaurateur AD Singh raises the concerr-

about social distancing which will eliminate the crowded bars and restaurants particularly on weekends

which are major revenue generators. Chef Manish Mehrotra of lodian Accent brought tbrth the issue of
sourcing of ingredients which have to be done carefully by the restaurants as the guests may be

concemed about it, he also raised a thought that customers may also change their diet pattem and prefer

more healthy options. in the same article also Sandeep Tandon, managing director of Old World
Hospitality that owns Delhi's Indian Accent emphasised that customers may not be willing to pay more
lbr all the extra care taken for the hygiene and sanitisation.

The article What's cooking? Pune restaurants are uncertain as lockdown changes rules of engagement

published in The Indian Express Written by Dipanita Nath in May 11,2020 issue Devesh Bhatia of the

Pan Indian Eatery says that trimming of menu, changing it every few days, smaller staff and also the
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:r-:i-:.---,.:.;-:rr-::.:":-:.:llclinali\eplaceswhomaynotrenlm,extraexpensesonsanitizationalso
i.'.i : j t.i rr-:i :.::.:-:r::i ..,\ ncrs ileve to pay may not reduce are thc major concems of restaurateurs.

''-:. 
-..: .-::...:ii,. ,,,, c g ill trinl the menu and keep changing it every l-ew days. The mles of social

J :::".: ::::r::n \1 e ma), operate l0-15 guestsatatime. The statTwill also be smaller as many of them,
,rt : .:.:: !:ck during the locl<dos.n, *'rll want to return home, outstation, to their worried families.

- , :. .: :hrllences *e are going to lace as soon as the lockdown is lifted, is that at least halfofthe staff

-- . - ,r.:. se:r'ice and utility sections - will go back. We hope there will be a reduction in rent from our

.:.'.:..:u. Sanrtisation will also have to be carried out frequently, probably every hour, which means that

::': J.,,i of running the restaurant will go up," says Devesh Bhatia of the Pan Indian Eatery. Vaibhav

i".r.'.al of Nukkad Ca16 in thc same article say that the covidl9 situation have altected the culture of
:r;.ii.ring rvith people and that people are not allorved to meet, listen and talk which is one of the main

rerson lbr pcople to patronise the restaurants apart form 1bod. Smita Murthy one of the orvners of The

Fat Labrador Cafe in Bavdhan, Vishal Pipraiya who started Pagdandi Bookstore and Caft and Shruti

Kapre of I\lidnight Kaker,v are the owners ol restaurants which operate with a thought of building
communities and relationshrps lbr doing business arc concemed as they have to depend on the food
delivering apps to reach tl.le customers this is also onc oi the concem raised in the article.

Anurag Katiyar, president of the National Restaurant Association of lndia in a recent inten iew on the

ibod satetl'equinox. Said that Hlgiene requirements will change the restaurant industry post COVID as

it u,as changed lor securitv atier 9,'11 terror attacks. Hygiene will be the key marketing factor in the

tlrtr.rre.

Accordrng the pap.r puL,1i--h;d bl Prof Rayarikar and Ms. Anahita Manna in the journal International
Journal oJ Busine.ss tittd lilntitiistrotietn Research Review, Vol. 2, Issue.l, Jan-March, 2016. Page 317 ,

'Nowadays. the trend of dining in restaurants has become quite prominent. Frequent restaurant visits are

not onl) the reflecrron of satrs f\'ing hedonistic needs, but also the result of increasing number of single-
person households as u ell as adjustrrent to the business hours'

Method and Procedures

This is a explanatory research trying to explain the consequences of the problems that rcstauant
business is going to face after the covid-l9 lock down. This is an initial research on a newly-generated

issue in the restaurant business. This research is trying to analyse the impact of covid-19 on perception

of customers towards restaurants through quantitative research. It is a field research where the
questioner is circulated with sample size of 322 and ananalysis was done on the data collected about
causes and etTect.
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Data Presentation, Analysis and Interpretation of Data

Q.1 Age of the respondents

a 1{1 ?5

a :a*i<'l
.*,rdr-r1ll

t Al-riln .i-r

Maximum respondents were in between age group of26 to 65 ivhich includes a large number ofpeople
who go out for work and are from the eaming class ofsociety who can spend on restaurants.

A very small section of the respondents are those who go for eating out very rarely. Because most

respondents are regular visitors to restaurants the feed back given to the questioner can be considered a

valid data

l!hnt \rrill you pretBr rnof€ atrBr 1'3{ k6 o\o1r' ig qr,iq!-

3?2Ierp,:,t11€3

f- li.-i.' - -: -.-: - -
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140 i.l3.5trl

1frkr l}*a! rxr, 1'.inl rllr,iuri'r

N61c al th: Eb€!r;

?5 i23.5%:

il (:2.tn:l

r_1 ill 1r)ll ft:l

After lock down is over most people are preferring to bring food home than to go to the restaurant. Also

there is substantial amount ofrespondents who dont want to get food from restaurants at all

International .lournal of Management and Social Science Research Reviev.,, Vol-8, lssue- I , Januarl-2021 Page 18
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Most people have preferred to cook at home than ordering food fiom restaurants.

3l] t'.U t\inli R€ai3ur,rfi'ts a13 Erncng : n-. h:'ie.:-'-ilt i ' 1n*3 cc,r' iC - 19 pendenric ?

i tt,.
S I'o

Most people agree that restaurants are among the hardest hit sectors.

!i/ili f aL; to ta n esttLtrant for dilir!:fter tr: b,:kcicr','n :s or''er?
lll::.:c,r-5.i

I rr.'i

{rtr
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OniLy 22.1 % people have responded positive towards going to restaurants after lockdown
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Which is the most important aspect that you \\'ill consider to go to a restaurant after the lock down rs

Iifred?

,: l-
urilen :F bBl.'Farr'rgllilr?

-..r .r . :'i ,i ia:rLr

Food quality and lbod taste are no more important for in selection ol restaurant

VJill" s urknor"rr persr:n harrdling your r-ocd :efore it is be:n ser 
'.+d' 

. aifecl tour Jercepl.ion tc gD

or rKlt t(: $,) te restirrrants?
:1r l rFrlinr€*

I ves

a r{o

Perception about restaurants is changed after covid-19. People do consider the fact that food which i
handled by an unkno\\rn person may not bs safe to eat.

l^rhich 
"f 

ihe follolving !'till ntereit you ta qt,rne t! reitalt.6.rt$' Corlniderrnll {:are !f s*^.;i l

distan{ring ?

Ctrrla:.lHia n).r'ru ?3O i 1"4fi\t

ilri$1 9cth:..*s aj j<l*: i,Yl 7' 7 t6r 4 ii,1
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.\ll :te C,-,ntact less options are considered by respondents as important

lc vcl th,nk scci;l d'stancing ,llill ce required even afterthe effecl of oandemic is reduced ?

I Yes

I t'to

Nearly all thinks that social distancing is to stay with us

vlill you expeot t'rat r.;orkers need to wear glcves 1,,,1a$ks and other safety geafs as pr€scribed?
:r?2 re:por5er

e 'r*
l tlc,

Safety gears are compulsory and will allect the decision whether to choose an outlet or not
Do you expect Restarrants to keep pric$ same?
j2: respo'lse;

O vis
* t"tc
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There is a large section ofrespondents who have no effect on lood preflerences.
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Most respondents say that people will spend less in restaurants after covid-19
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\1os: oreferred joinls are quality restaurants chains and Stand alone restaurants.

Frndrogs

-:.-. :: :{.' ro summanes the findings rve arrive at are rather unusual out comes through the online survey

:,: li- iespondents from various age groups and strata ofthe society.

l.1::.. olrhe respondents are frequcnt restaurant customers and are fond of variety of food available in

:l:: :,:arb! restaurants.

Finding I
The f-rrst question was targeted to find the age group of the liequent customer of the restaurants. From

ihe responses received we are able to say the largest group is from age group of 26Yrs. to 40Yrs. This

reveals that they are from the middle-aged group having better income and hence higher spending

power.

The second highest spending group is from the younger age $oup of 16 Yrs. To 25Yrs. And has less

spending capacity and hence they are not regular patrons ofstand- alone restaurants.

Finding 2

The second question was aimed at finding out the frequency of the visits to restaurants. The outcome

tells us that most of the customers do visit Stand-alone Restaurants l-2 times in a month. As the stand-

aione restaurants are usually higher priced and hence the frequency is relatively low.

Finding 3& 6

This question gn'es us the percentage of the patrons who preferred home deliveries over the other option
post Unlock.
The response received teLls us clearly that almost 44Yo ol the respondents pret'er home delivered food
tiom their choice ofrestaurant rather than visiting a public place physically.

Only 22,7 % people responded positive towards going to restaurants after lockdown is lifted.

Finding 4

The impact ofthe pandemic was grave on the mind set of the respondents and due to the fear 72Yo of the
people pret'er Not to order lbod tiom their favourite restaurant or any takeaway kitchens during the

lockdown.

Finding 5

As we wanted to know if the patrons are aware about, How badly the Hotels and Restaurant Industry is

affected? The response was very satist'actory as almost 87% of the respondents agree that Hotels and

Restaurant Industry is the most or one ofthe most afl-ected industry.

Finding 7

This question has revealed a new paramet for selection of a restaurant post unlock. The parameter is

Hygiene!! Now more than 68% of the prospective customers are prefemng higher and better standards

ofhygiene ifthey decide to go the public place such as restaurant.
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Finding 8& Y

Tiris question rvas asked to the customers to understand their perception of social distancing and

contactless options they would seek if and when they decide to go to the restaurant.

1he response reveals that all the contactless options such as app based menu and ordering and even

contaotless payment options are preferred options.

More than 9270 customers feel that social distancing will continue and is the New Normal!!

Finding l0
The customers are now more concerned about staff wearing all possible sat'ety gears

The gears include such as Masks, Hand Gloves a:rd Face shield.

Finding 13

This question t'as inclnde in the survey to check the financial constraint of the customers post unlock. It
clearly indicatcs that even as the restaurants will re-open but the customers will have relatively less

spending power to spend on leisure and restaurant visits.

Finding l4
This question revealed that customers now prefer only such restaurants, which assures quality in terms
of food and hygiene. Tliese restaurants may be stand alone or a part of a well known chain which may
include branded fast food out lets as well.

Conclusion
The pandemic has changed the perception of the customers significantly. Many aspects and

considerations to which custonlers pay attention to were evaluated through this research work. Study
revealed that large number of respondents are betrveen the age group of 26 to 65 years and are from the

earning group and hence they have additional disposable income which they usually spend on leiswe in
various rvays. These respondents used to visit the restaurants 2-3 times in month before the lock dorvn
was imposed.

As the first lockdown was extended further with some sectors conditionally reopened the Cloud
Kitchens/ Dark Kitchens/ Ghost Kitchens were on the fore front to deliver the food/ meal to the end
consumers, restaurants on the other hand took some time to restart and the delivenes with the help of
delivery channel partners such as ZOMATO, SWIGY, etc. This increased the scope of this delivery app.

Finding 11:

Most of the customers expect the menu pricing will not be changed and they will get the same service
and quality after restaurants resume their operations.

Finding l2
This question was aimcd at the choice of the food that customers seek post unlock. According to the
responses received the customers will Not change their preference of being vegetarian or non-vegetarian
or the newer options such as vegan etc,
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\fosr of rhe respt.rndents \\'ere a\\.are that restaurants and over all the hospitality industry is one of the

hardest hir due to rhis pandemic. But due to the fear of pandemic more than 50% of the respondents

\\'ere nor sure il rhel wish to visit the restaurants after the lockdown will be lifted. One of the basic

concerrrs shos n by the respondents was Hygiene, and hence that will be the most important criteria if
ihel decide to visit the restaurant after the pandemic or even post lockdown. This is one of the major

change rhat is observed through this study.

Hence customers rvill prefer Stand alone rcstaurants and quality restaurants chains-

Though many organizations had been lbllowing decent levels of hygiene and employees have been

tbliorving hygienic practices. But due to the pandemic newer and higher levels ofhygienic practices are

required to be implemented. Contact less options for menu, placing the order and even service options

need to be explored.

Safety gears such as Face Shields, Masks, Disposable hand gloves have become an essentiat and

somewhat compulsory and will affect the decision whether place an order from a particular outlet or not

Food quality and lbod taste are no more important for in selection of restaurant!!

Restaurant industry is poised and awaiting for the further guidelines from the competent authority.
Post CO\aID 19 pandemic most customers would prefer 'Take Away' of food deliveries by popular
agencies, channels and food delivery app such as ZOMATO, SWIGY, etc.

This study also highlights that many ofthe respondents are reluctant to order any food from any of the
restaurants in near fiuture. People have given preference to home cooked food over the restaurant/ food
from Cloud Kitchens/ Dark Kitchens. This has given a rise ol another contender, Home Chefs/ Cooks in
the existing and stipulated business domain oleach ofthe restaurant.

Perception about restaurants has changed atler covid-19. People do consider the fact that tbod which is
handled by an unknown person may not be safe to eat. Nearly all the respondents thinks that social
distancing is to stay in the near future. Most people expect the prices ofthe menu to remain unchanged.

There is a large section of respondents u'ho have no effect on food preferences but prefrence of the tlpe
of restaurants has changed!! Due to lockdou,n the economy has slowed down this will result in less

spending on fbod and leisure after covid-19.
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