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01 - EXECUTIVE SUMMARY

Finding food is fast; price is busy; the bill is clear once you tap

Zomato - detailed report

Customer issue Sev Priorit

In one paragraph U
Zomato's customer flow makes finding food quick, and its cart shows a clear, itemised ® Too many price and offer signals compete 3-Major P1
bill with explained fees. The main weakness is the number of price and offer messages
competing on the menu and in the cart (®), plus a floating button that covers ADD @ Floating “Menu” button covers ADD 2 - Minor P1quick win
(@). On the restaurant side, public sources point to effortful onboarding and
deductions that are hard to trace. The redesign keeps what works, adds one clear ® Bill breakdown is one tap away (corrected) 1-Cosmetic P3
price and a one-line cost split for customers, and shows the money and next step at
every stage for restaurants. @ ‘Add-ons” mixes options with full-price upsells 2 -Minor P2

® Key details are truncated 1-Cosmetic P3
What changed since the first version ® Home offers many competing paths 1-Cosmetic P3
o New cart screenshots (19 Oct 2026) show a full Bill Summary.
« Issue ® corrected: “payment shows one total, no breakdown” - “breakdown is one tap @ A free Dining voucher is pre-added to the cart 1-Cosmetic P2

away”, Sev3—1.
¢ Prototype bill now matches the real lines: platform fee X14.99, GST incl. 18% on the
platform fee.
e |ssue @ added; restaurant partner journey added. R1deductions hard to trace - R2 per-order fees after sign-up - R3 document-heavy set-up and
waiting - R4 slow menu entry - R5 unclear offer funding.

Restaurant partner (hypotheses)



02 - BRIEF, SCOPE AND EVIDENCE

Two users, two flows, and what each claim rests on

Customer Restaurant partner

Who Smartphone user ordering delivery,
comparing offers

Goal Choose food, understand full cost, pay
confidently
Flow Home — search - menu — customise -

cart & bill » payment

Success Reaches payment knowing what they

pay

ASSIGNMENT BRIEF

Owner or manager of a single outlet

Go live, take orders, understand every
deduction

Register - details » documents - menu
- agreement - verification - orders -

payouts

Live and able to explain a payout line

Evaluate the flow with Nielsen’s 10 heuristics; at least five evidence-backed issues; map Hick’s,
Fitts’s and Jakob’s laws; before/after redesigns; validation plan. Do not invent screens,

interviews or analytics.

Zomato detailed report

Evidence Detail Label
S1-S8 8 iPhone screens, 13 Oct 2026, 04:43-04:47 IST, Seoul 0BSERVED

Burgers order
C1-C2 Cart and Bill Summary, 19 Oct 2026, 11:03, another order 0BSERVED
Personal data Name, phone and address replaced with samples -
Partner flow Public guides, news, app store listing; no screenshots HYPOTHESIS
Desktop web Not captured GAP
App version Not recorded GAP

HOW THE CORRECTION WAS HANDLED

The first version marked the cart as an evidence gap and still rated the payment total as a major
issue. The new cart screens disproved the core claim, so the finding was downgraded, re-
worded and logged here rather than quietly removed.



03 - CONTEXT AND MONEY ON BOTH SIDES

Zomato - detailed report

What the customer pays, and what the restaurant gives up

Platform fee per order (customer)

X14.9 X14.99
X12.5

%10

Late 2023 Apr 2024 Oct 2024 Sep 2025 Mar 2026 Oct 2026 (seen)

Reported: X14.90 from Mar 2026 (Business Today); X14.99 reported in Sep 2026 (Angel One) and seen
onthe 19 Oct bill. GST at 18% is charged on top and included in the GST line.

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced

2IM+ 300,000+

monthly customers (Eternal) restaurant partners (Eternal)

18-25% 30% cap

typical commission + GST for a single outlet on total charges incl. long-distance fee
(partner guide, 2026) (Outlook Business)
Regulation

India’s CCPA dark-pattern guidelines (2023) name drip pricing and basket sneaking. A clear,
itemised bill and opt-in extras keep both sides safe.

Restaurant economics in one line

Commission, GST on commission, distance fees, discounts and ads all come out of the order
value, so a partner’s payout statement is the restaurant’s “bill’, and needs the same clarity.

Contents-05/19



04 - METHOD

Heuristics, laws, severity and labels

Zomato - detailed report

Heuristic review UX laws Priority
All10 of Nielsen’s heuristics checked on each screen; a Hick’s, Fitts's and Jakob’s laws used only where they explain Severity x user benefit x confidence + effort. Effortis an
violation is reported only where a screen shows it; each an observed issue. Target sizes measured on 3x evaluator assumption to confirm with engineering.
underlying problem counted once. screenshots (3 px = 1pt).
Rating el ) Customerissues 0BSERVED Seen in areal screenshot
1 Cosmetic 6e® INTERPRETATION expertreasoning
_ HYPOTHESIS nNeeds testing or screens
2 Minor @@
PROPOSED redesign concept
3 Major @ (provisional)

Partner pain points R1-R5 are all hypotheses: they come from public reporting, not from evaluating

partner-app screens.
4 Catastrophe none



05 - CUSTOMER WALKTHROUGH: FINDING FOOD

S1-S4: search is strong; offers compete

Zomato - detailed report

4:43 9 all = 887

all F G

Q@ Home

redactec
district .
redacted @ 3 @

. VE
Q Search "Date night"” ) ..G YOUR RECENT SEARCHES

) Itminaan ... 1) Online Cake 1) Cake

&~ Q) search £

Seoul Burgers & Shakes ®
(®) 6.7 km - Sector 85 o H e

(%) 60-65 mins - Schedule for later

Cake Pizza Burger

l IOST ‘IA P_ RT\' . . WHAT'S ON YOUR MIND? 43 RESTAURANTS DELIVERING TO YOU

with the best caterers in town

il @

@ Items starting at #99 o

= Filters v [(®)Veg [(a)Non-veg C Highly reordered

| Explore now > |

: “1;‘3'\#“ Most ordered together

= Fiitae | [ Nawisived | [ N6 paskiging dharges z (®) Ordered by 40+ customers (®) Ordered by 70+
Seoul Burgers & Shakes The OG Veggie Burger + Peri Korean Honey G
RECOMMENDED FOR YOU : J 0 Pe ; N ) 60-65mins 6.7 km & Free O Peri Masala Fries Veggie Burger (I
. - £} Items starting at #99 F467 See items » #538
40% OFF select items S8
ST1Home - 04:43 S2 Search- 04:43 S3 Results - 04:44 S4 Restaurant - 04:44
Search first, voice, VEG toggle. Many promos ®; v Recent searches with Clear; dish grid. v Time, distance, free delivery per card. Namescut ®. v Rating, “Schedule for later”. “5 offers’, Gold, deal

addresscut ®. sections @.



05 - CUSTOMER WALKTHROUGH:

CHOOSING AND PAYING

S5-S8 and the cart from a second order

4:44 all = ED
&« Q Search in Seoul Burgers & Shakes
Items starting at ¥99
NOT ELIGIBLE FOR COUPONS

o &

®\®
Crispy Chicken Burger (VR)
e Highly reordered

#2859
Get for ?1440

Minced Chicken Patty fried to
perfection topped with House... more .

NOT ELIGIBLE FOR COUPONS o

0 w»

O]

Berry Bomb Mojito with
Popping Bubbles

2249

Get for ¥149

A fizzy blend of mixed berries,
topped with fruity popping b... more

4:44

&« Q Search "cold coffee”

Items starting at 99

@

Korean BBQ Chicken Wings -
(4 Pcs)

09

Get for #179

The magic begins with our authentic
Korean BBQ glazed chicken w... more

NOT ELIGIBLE FOR COUPONS

o #

@

Crispy Fried Chicken Wings
4 Pcs

2390

Get for F179

Golden, juicy, and irresistibly crispy!
Qur signature chicken wings ... more

NOT ELIGIBLE FOR COUPONS

o =

g The OG Veggie Burger

Choice of Cheese
Required » Select any 1 option o

Without Cheese

With Cheese

Add-ons o

(®) Taro Lava Bubble Tea

(®) Tender Coconut Bubble Tea

11:03 il T €

Housewives Kitchen
35-40 mins to Home Flat 1204, Tower B, Sec... *

«

i You saved 7185, including ¥45 with Gold

=
GRSl TR O
Sweet Lassi Honey Chilli Hariyali Chaap

789 Potato 7299
2299

&

Afghar
7299

& Upto 50% OFF applied! -%139.50

(% Save ¥75 with 'ZINGYBITE75'
View all coupons »

Special offer for you

[y
L)

Get a free Zomato Dining voucher ADDED x
é worth 300

Claim voucher after order is placed

Delivery in 35-40 mins
Want this later? Schedule it

Delivery at Home
Flat 1204, Tower B, Sector 85, Gurugram..

FREE

Zomato - detailed report

4:47

v Bill total: #176.85 (3]

RECOMMENDED (&

¢ N

' CRED UPI

payim Paytm UPI

APPLE PAY

Apple Pay

¥ Pa
Y Only available for eligible cards

E5 Add credit or debit cards

NOT ELIGIBLE FOR COUPONS O] pluxee  Add Pluxee
Taro Lava Bubble Tea (®) Fries + Coke (250 ML) + Dip Add instructions for delivery partner
[ e Highly reordered (save 10%)
S5 Menu S5b Menu, scrolled S7 Customise C1Cart-19Oct S8 Payment
Price text on every item ©; Menu button @.  Menu button over ADD and “customisable” v Required choice, live price. Upsells as 50% off + another coupon @; voucher v Grouped methods. “Bill total” collapsed
@. ‘Add-ons” @. ADDED @. 3.

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced Contents-08/19



06 - THE BILL, VERIFIED

The real Bill Summary, line by line

11:03 all €

Housewives Kitchen

2 T
35-40 mins fo Home Flat 1204, Tower B, sec.. + =

&«

i You saved %185, including 45 with Gold

=
) T o=
o= &) )
Sweet Lassi Honey Chilli Hariyali Chaap  Afghar

289 Potato 299 299
7299

@& Upto 50% OFF applied! -%139.50

& Save ¥75 with 'ZINGYBITE75'
View all coupons »

Special offer for you -I‘
Get a free Zomato Dining voucher ADDED x

worth ¥300

Claim voucher after order is placed #5060 FREE

@ Delivery in 35-40 mins
Want this later? Schedule it

©® Delivery at Home
Flat 1204, Tower B, Sector 85, Gurugram...

Add instructions for delivery partner

@3 Rohan Mehta, +91-98XXXXXX10

Zomato Money Balance: #0 « Add money

© PAY USING ~ F613.56

PhonePe UPI S Place Order »

Bill Summary

Item total F07¥567.50
Delivery partner fee 4570
Platform fee 71499

GST (govt. taxes) ¥31.07
To pay ¥613.56
5;5 You saved ¥185, including 45 with Gold

GRATITUDE CORNER

Tip your delivery partner

They'll get notified instantly. The full
tip is sent after delivery

Join us at feedingindia ®

Together, we can fuel young minds
to grow, learn, and thrive

Line (as shown) Amount

Item total I787%567.50
Delivery partner fee 34530
Platform fee 14.99

GST (govt. taxes) X31.07

To pay X613.56
Savings banner 185

What works

Zomato - detailed report

What it means

“Upto 50% OFF applied” -X139.50

Free with Gold (45 saved)

Fixed per-order fee

5% xX567.50 = X28.38 +18% x X14.99 = X2.70
567.50+0+14.99 + 31.07 = 613.56 v

139.50 + 45 = 184.50, rounded

Every charge is itemised; labels have dotted underlines that explain them; Gold savings are shown as struck prices;
the tip is optional and not pre-selected; the GST line is labelled as government tax.

What remains

The breakdown sits in a sheet; the Place Order bar shows only “X613.56 TOTAL” (®, minor). Two offer messages

appear together and a Dining voucher is pre-added (@, @).

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced
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07

ALL TEN HEURISTICS (CUSTOMER)

Every heuristic checked; violations
only where a screen shows it

#

10

Heuristic

Visibility of system status
Match with the real world

User control and freedom
Consistency and standards
Error prevention

Recognition rather than recall
Flexibility and efficiency
Aesthetic and minimalist design
Recover from errors

Help and documentation

What was seen

Live price in “Add item”; full Bill Summary in cart; total-only on the pay bar
Veg marks, familiar labels; “Add-ons” used for separate full-price items
Back, close, steppers; voucher pre-added (removable)

Price styles and ADD buttons consistent

Menu button overlaps ADD

Recent searches help; offers behind “5 offers”, truncated text

Voice search, filters, schedule later, saved payments

Repeated price/offer text; busy home

No errors observed

Dotted labels explain fees

Verdict

Minor violation

Violation

Minor violation

No violation seen

Violation

Violation

No violation seen

Violation

Not assessed

No violation seen

Zomato

detailed report

Issue

@6

@®

GAP



08 - CUSTOMER ISSUES (D - ®

The highest-priority fixes, and a corrected finding

G Too many price and offer signals compete

Sev 3 - Major (prov.) OBSERVED

Where: S4-S5 menu, C1 cart - Heuristic: #8 Aesthetic & minimalist; #6
Recognition rather than recall

Evidence: Menu: “ltems starting at 99, “5 offers’, Gold banner, struck X289 —»
“Get for X144’ “NOT ELIGIBLE FOR COUPONS” on every item. Cart: “Upto 50% OFF
applied -X139.50" next to another coupon to APPLY, plus a Gold saving.

Impact: People must reconcile 4-5 price rules and still can't tell if offers stack.

Fix: One price line per item; the deal rule once per section; in cart, say plainly
whether a second coupon can stack.

& You saved 2185, including 45 with Gold

GRATITUDE CORNER

o Bill breakdown is one tap away (corrected)

Sev1-Cosmetic N CORRECTED 19 0CT JENEVCIECIRET]

Where: C1-C2 cart, S8 payment - Heuristic: #1 Visibility of system status (minor)

Evidence: CORRECTED 19 Oct: the cart’s Bill Summary lists Item total X707 -
X567.50, Delivery partner fee 45 - X0 (Gold), Platform fee X14.99, GST X31.07, To
pay X613.56. The Place Order bar shows only the total; payment shows “Bill total”
collapsed.

Impact: The full bill exists, so the earlier “no breakdown” finding was wrong. Only a
small cost remains: one tap to see what the total contains.

Fix: Show a one-line split next to the pay button: “Food X567.50 + fees & taxes
46.06".

J

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced

(® Taro Lava Bubble Tea

) Tender Coconut Bubble Tea

ries + Coke (250 ML) + Dip.
10%)

ic Cold Coffee

Add item - 7199

Zomato detailed report

o Floating “Menu” button covers ADD

Where: S5-S6 menu - Heuristic: #5 Error prevention

Fitts’s law

Evidence: The ~83x39 pt Menu button hides ~27% of a ~120x39 pt ADD button
and the “customisable” hint (measured on the 3x screenshot).

Impact: Mis-taps and a hidden hint on the most frequent action.

Fix: Place the button above the cart bar or hide it while scrolling; add bottom
padding.

e “Add-ons” mixes options with full-price upsells

Where: S7 customise - Heuristic: #2 Match with the real world; #8 Minimalist

Hick’s law

Evidence: Bubble teas X229-239, cold coffee X249 and a X199 combo are listed as
‘Add-ons” under a X199 burger, below the required cheese choice.

Impact: A two-option choice becomes a long scan; risk of costly extras.

Fix: “Make it yours” first; “Pair it with (optional)” collapsed; nothing pre-selected.

Contents-11/19



88 - CUSTOMER ISSUES ® ® @ ——

Small cuts, a busy home, a pre-added extra

4:44
Q Restaurant nan
e

All

Seoul Burgers & Shakes
®60-65mins 67km @Free @
3 Items starting at €99

@ Korean Veg Ram.

Subscription plans availabl

Boba bhai - Bubble Te@x Kore...

o Key details are truncated

Sev 1-Cosmetic O0BSERVED

Evidence: Address cut after “Sect..” onhome and “Gur...” in the
cart; “Korean Honey Sri...”; descriptions end “... more”.

Fix: Two-line titles; show locality + landmark for the address.

all & 884

Q Search "Date night”

HOST A PARTY

M- \ith the best caterersinfown _#°

i

Explore now >

EFilters ¥ Newtoyou Nopackaging charges  Greaf

RECOMMENDED FOR YOU

Seoul Burgers &..  Boba bhai - Bubb... McDonald's
 60-65 mins ® 60-65 mins @ 80-85 mins

EXPLORE MORE

o Home offers many competing paths

Sev 1-Cosmetic OBSERVED

Evidence: Catering banner, district button, categories, filter
chips, recommendations, Explore more, 4 tabs.

Fix: Keep search first; fewer promos above the fold for returning
users; test “Order again”.

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced

Zomato - detailed report

11:03 ol T €

Housewives Kitchen

35-40 mins to Home Flat 1204, Tower 8, Sec

<« @

& You saved 7185, including ¥45 with Gold

o &) ) G
Sweet Lassi Honey Chilli Hariyali Chaap  Afghar

289 Potato
2299

@ Upto 50% OFF applied! - #139.50

@ Save ¥75 with 'ZINGYBITE7S'
View all coupons »

Special offer for you

Get a free Zomato Dining voucher
() | worth#300

Claim voucher after order is placed

® Delivery in 35-40 mins
Want this later? Schedule it

Delivery at Home
Flat 1204, Tower B, Sector 85, Gurugram.
Add instructions for delivery partner

Qg Rohan Mehta, +91-98XXXXXX10

Zomato Money Balance: 0 « Add money

© PAYUSING « 261356
PhonePe UPT Sl Place Order »

A free Dining voucher
is pre-added to the cart

Sev 1-Cosmetic O0BSERVED

Evidence: “Get a free Zomato Dining voucher worth X300 —
ADDED x”. It costs X0, but it is added by default and must be
removed.

Fix: Make it an opt-in tick: “Add a free Dining voucher (X0)”

Contents

-12/19



09 - UX LAWS AND PRIORITIES

Observed issue — law - reasoning -, change

Zomato - detailed report

Law Observed issue Reasoning Change
Hick’s @ 6 add-ons + “2 more” beside a 2-option required choice; More, and more mixed, choices lengthen decisions. Fewer is not Required choice first; extras collapsed; fewer
® many paths on home always better; grouping is. promos above the fold

Fitts’s @ ADD =120x39 pt, ~27% covered by the Menu button A partly covered target is effectively smaller; Apple suggests Keep ADD fully exposed; Menu button above the
=44 pt. cart bar

Jakob’s ® total-only on the pay bar; breakdown in a sheet Most checkouts show a short split next to the pay button. “Food X567.50 + fees & taxes X46.06” by Place Order

Priority Fix Issues Why

P1 One clear price; say if offers stack @ Sev 3 (prov.) - every order - medium effort

P1 Move the Menu button ) Sev 2 - quick win - low effort

P2 Separate options from upsells; opt-in voucher @ Sev 1-2 - low-medium effort

P3 Inline cost split; two-line titles; calmer home ®6® Sev 1-polish



10 - RESTAURANT PARTNER JOURNEY

From “Partner with us” to the first payout (desk research)

Register Details Documents Menu & photos Agreement Verification Onboarding call Go live
~5min ~10 min ~10 min ~30 min 3-7 days

Zomato - detailed report

Documents asked for Partner app today Money in the agreement

o FSSAllicence (14-digit) ¢ Accept and track orders; reply to reviews » Commission per order, typically 18-25% + GST (guide)
e GSTIN, if registered e Markitems and variants out of stock  Long-distance fee: X20 (4-6 km, orders >X150), I40
e PAN (business or owner) « Edit menu, categories, timings, photos beyond 6 km (May 2025)

 Bankaccount + cancelled cheque « Offers and ads with performance * Total charges capped at 30% of order value

« Address proof « Payouts, sales, AOV, funnel, dish trends * Adsand discountson top, if run

¢ Menu with prices and descriptions ¢ Rush hour; outlet, FSSAI, bank, staff Sources: Agile Regulatory; Outlook Business.

¢ 5-10 photos: dishes, kitchen, outside Source: app listing, v10.8.0 (Oct 2026).

Sources: Agile Regulatory, DineOpen (2026).

EVIDENCE LEVEL This page describes the journey from public sources. To turn it into evaluated findings, capture the partner app’s registration and payout screens and interview 5-6 owners.

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced Contents-14/19



11 - RESTAURANT PARTNER PAIN POINTS

Zomato - detailed report

Five hypotheses, each with a heuristic and a design response

What public sources say

Heuristic

Design response

Pain point
R1 Deductions are hard to trace
R2 New per-order fees arrive

after sign-up

R3 Document-heavy set-up,
then days of waiting

R4 Menu entry is slow
RS Who pays for an offer is
unclear

Biggest risk: R1. A payout that can't be explained damages

trust faster than any Ul friction.

Restaurateurs reported ads and discounts running without
consent and being deducted from earnings (Outlook Business,
Jul 2025).

A long-distance fee of 20 (4-6 km, orders above X150) and 340
(beyond 6 km) began in May 2025, capped at 30% of order value

(Outlook Business).

FSSAI (14—digit), GSTIN, PAN, bank, address proof, menu and 5+
photos; review 3-7 working days (partner guides).

A full menu with prices, descriptions and photos takes about 30
minutes (DineOpen guide).

Offers and ads are managed in the partner app (app listing);
owners report surprise deductions (R1).

change needed.

#1 Visibility - #5 Error
prevention

Payout lines that each link to an approval the owner
gave, with a query button per line.

#1 Visibility of system status Show commission, GST and distance fees with the net

payout before agreeing and on every order.

#10Help &docs - #5 - #1 Checklist before effort, format checks as you type, a

#7 Flexibility & efficiency

status tracker with ETA and edit-in-review.

Create the menu from a photo or PDF, then edit.

#2 Match with the real world Offer builder that shows “you fund XX" and the payout

- #5

Quickest win: R3 checklist and format checks; no policy

on a sample order before it starts.

Needs business input: R2 and R5 depend on how fees and
offer funding are set in the agreement.



12 - CUSTOMER REDESIGN (PROPOSED)

Seven screens from the clickable prototype

Zomato - detailed report

9:41 : 9:41 Eled [ 1] 2:41 5G 2:41 9:41 s5Gum

? Homev

< Cart - Seoul Burgers & Shakes Bill details every charge shown < Payment €« Order summary
Flat 1204, Tower B, Sector 85, Near City Park

seoul Bl.l rgers & Sha kes g Item total (3 items) <667 2462 Seoul Burgers & Shakes - #ZM48388
[} y " (8) The OG Veggie Burger Bill total : . H H
°\ Search “burger” or a restaurant Korean, Burgers, Shakes - Sector 85 - 1.8 km S thaasa Delivery partner fee (7) 24520 Gold 2502.79 Hide billa Picked up by Rohit
) 25-30 min - Free delivery on ¥199+ . Arriving in14 min

ORDER/AGAIN Platform fee () %14.99
Items marked DEAL already have a lower price @ 2 5
The OG Veggie Burger - coupons apply to the other items C"SPS(Ch'Cke“ Burger
Seoul Burgers & L &5 The OG Veggie Burger Dieal prica™cadpans don't apply Topay oy Delivery partner fee (7) #45 %0 Gold

3 i = i -
;Z:k:i i BESTSELLERS & MENU Customise as per your taste Platform fee (7 #11:99

reler >

Peri Peri Fries &/ You saved ¥190 on this order

GST (govt. taxes) 0} 325.80 Item total (3 items) 6673462

(®) * Bestseller
WHAT'S ON YOUR MIND? The OG Veggie Burger
@ Without cheese 2199 Total ¥502.79
2 :r %199 @ @ Tip your delivery partner - optional e o S A TR
D \o‘/.; (@) = Crispy vea patty; gochujangimayo; + Add more items A Cooking request & You saved 2190 on this order ‘

e :
: lettuce, onion n @ With cheese 2219 ©0 @0 | w0 e ®
Burger Pizza Biryani Bubble

Customisable
Nothing is pre-selected. 100% of the tip goes to the
Apply a coupon CHOOSE HOW TO PAY

o o " o Y partner.
Pair it with (optional) - 4 2 available for this order

Make it yours Required - pick 1 GST (govt. taxes) 0] T2588

tea

4 RESTAURANTS DELIVERING TO YOU @ DEAL
Crispy Chicken Burger
%144 w289

Rohitis your delivery
Google Pay UPI @ partner

Bill details every charge shown Optional - %0 - not added unless you tick it

Buttermilk fried chicken, slaw, honey

'\-‘;ﬁ srimcha: - @ Berry Bomb Mojito +3149 Item total (3 iterne) e PhonePe UPI
i f Donate 23 to Feeding Indi Order confirmed
(@ Taro Bubble Tea +3229 Delivery partner ee@ 5 %0 Gold onate 0 Feeding India

Optional - off unless you tick it == HDFC Visa ++++ 0000 (sample)

S
‘ (@) Peri Peri Fries +3119 Add a free Dining voucher worth 300 Recommended Vaccinated - 4.8 * - Masked
1 +

Items from 299 Restaurant accepted your order

@
Korean Honey Sriracha
Burger

%229

. Nothing is pre-selected.
Double chicken, honey sriracha glaze,

kimchi slaw.

Platform fee 214.99 . o
® Food is being prepared
GST (govt. taxes) ® ¥25.80 Cash on delivery Usually takes 10-12 min
Delivering to Home Pay the rid Hor UPI
ay the rider in cash or
Separate items, added to the cart at their own price Flat 1204, Tower B, Sector 85, Near Change v Picked up by Rohit
To pay ¥502.79 City Park, Gurugram 122004

Seoul Burgers & Shakes
Korean, Burgers, Shakes
5 25-30 min - 1.8 km - Free delivery

() Oreo Thick Shake +2189

Rider has your food

& You saved %190 on this order & Demo only. No money moves and no payment app opens. On the way
Food ¥462 + fees & taxes 40.79 il Food %462 + fees & taxes ¥40.79 il Following the fastest route

Sitems adied View cart> Additem - ¥199 Proceed to pay - €502.79 Proceed to pay - ¥502.79 Pay ¥502.79 Dellvered

Est. total ¥502.79 incl. fees what's this? ¥ . o

Orders Profile AL Handed over at your door

PROPOSED PROPOSED PROPOSED PROPOSED PROPOSED PROPOSED PROPOSED
Home Menu Customise Cart Bill Payment Tracking
Searchfirst; “Orderagain”®  One price; Menu above cartbar  Options first; extras collapsed  Opt-in voucher; clear coupon  Reallines + “Food + fees” split ®  “View bill” expands the same Status, ETA, rider
(O} @ rules @ © lines

Bill lines follow the real app (19 Oct 2026). GST = 5% on food after discounts + 18% on platform and delivery fees. Item prices and restaurants are samples. Prototype: zomato-varun.netlify.app

Varun Kumar - Zomato UX case study - detailed report - not affiliated with Zomato / Eternal Ltd. - personal details replaced Contents-16 /19
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RESTAURANT PARTNER REDESIGN (PROPOSED)

Eight screens: show the money and the next step

5€

Prototype - sample data only - nothing is sent
FOR RESTAURANT OWNERS

Get your kitchen e
online with Zomato

Reach customers near you. No upfront fe:
to register (as reported); commission per
order.

Register
~45 min

3-7 days
You'll need
FSSAl licence PAN

= GSTIN (if registered
& 5+ photos

% Bank details

['] Menu with prices

Register your restaurant

I'm already a partner : Login

CONCEPT

Welcome

Time and steps upfront

Accessibility:

9:4
< Before you start

Keep these ready. It takes about 45
minutes.

FSSAllicence
14-digit number. No licence yet? You can
apply first

PAN
Business or owner PAN

GSTIN
Only if your business is GST-registered

Bank account
Account number, IFSC and a cancelled cheque}

Menu
Items, prices and descriptions; a photo of you
menu works

Photos
5+ dish, kitchen and outside photos, landscapd

After you submit: document check, menu review, an
onboarding call, then go live. Usually 3-7 working days
reported by partner guides)

Start registration

EPT

Checklist

Documents before effort
(R3)

arge targets for busy kitchens, text errors (not

colour only), labels on every field.

9:4

< Documents

Step 2 of 5 - saved as you go
Each number is format-checked as you type.

FSSAllicence number *

[12345

FSSAI licence number has 14 digits

GSTIN *

My business is not GST-registered

PAN *

[ABC‘IZ

PAN looks like ABCDE1234F

IFSC * Account number *

. Upload photos of documents
D FssAl, PAN, cancelled cheque - JPG or PDF

@ Used only for verification and payouts. Never shown
customers.

CEPT

Documents

Format checks with
examples (R3)

9:41
¢ Menu & photos

Step 3 of 5 - saved as you go

v We read 6 items from your menu photo. Cheg|
prices before you continue.

(¢} Paneer Butter Masala
Dal Makhani
Chicken Biryani
Veg Hakka Noodles
Chilli Chicken

Butter Naan

Photos 5/5

Save and continue

From a photo (R4)

oM

¢ Fees and payout

Step 4 of 5 - saved as you go

‘What you earn on an order

Order value

—

)
Under 4 km 4-6 km Over 6 km

Order value
Commission (20%, sample) [0)
GST on commission (18%)

Long-distance fee ®

Youreceive ¥438

Your partner agreement sets the real commission. Disc
and ads are charged only if you turn them on, and each|
listed in your payout

I've read the commission and fee terms (sam|

CONCEPT

Fees

Net payout before agreeing
(R2)

Dependencies: menu OCR, document verification APIs, a

payout ledger that links deductions to approvals.

9:M

¢ Registration status

Under review - expected in 3-7 workil

days

Spice Route Kitchen - Sector 85, Gurugram

Submitted
Today

Documents checked
Usually 1-2 days

Menu reviewed
Usually 1-2 days

Onboarding call
We'll call 98765 43210

Live on Zomato
Start taking orders

“. Edit details

If anything needs fixing, we'll say exactly which field an|
No resubmitting everything.

EPT

Status

Tracker with ETA (R3)

5€

Skip ahead (dem

Zomato - detailed

report

9:41 5€ 9:4

Spice Route Kitchen < Payouts

Sector 85, Gurugram y
Orders today Sales
18 %7,240

Rating
4.3 %

Next payout - Wed, 22 Oct

¥39,262.88

to HDFC =+ ++6789

H#ZMA482M - 3items ® 90s to acd

Sales (142 orders) ¥58,420.00
2 x Paneer Butter Masala - 4 x Butter Naan - 1x DJ
Makhani

Commission (20%, sample) -311,684.00

Note: less spicy, please

GST on commission (18%) -%2,10312

Prep time -5 15 min

Discounts you funded -¥3,250.00
Offer "20% off" you started on 12 Oct - 41 orders

37949

Order value #1,043 - you receive

Reject Accept order

Ads -¥1,500.00

Long-distance fees -¥620.00

ﬂ, Rush hour

Adds 10 min to prep time for new orders

Question about a line? Raise a query

Tap any line to see why it was charged. Sample numbers.

3

Payouts.

CEPT

Orders

Each line traced (R1)

Payout on every order

Samples: 20% commission, 18% GST on commission, distance
fee asreported. The agreement sets real values.



14 - VALIDATION PLAN

Test both sides; compare fairly; watch the guardrails

Zomato - detailed report

Customers - 6-8 people Restaurant partners - 5-6 owners
iOS and Android, budget-conscious and Gold users; current app vs prototype, counterbalanced; New and existing partners; current partner app vs prototype; same sample menu and
think-aloud. documents.

Task Prompt Success Task Prompt Success

T Order a meal under X300 and say what you'll pay Correct total and parts T Register with these documents and menu Submitted, first-time pass

T2 Can you use a second coupon? Correct yes/no + why T2 What do you get on a X600 order 5 km away? Correct net payout

T3 Add two items while scrolling No mis-tap on Menu T3 Why was last week’s payout lower? Finds the line and its approval
Menu - cart = payment completion Primary Registration drop-off by step; time to go live Primary

Payment abandonment; charge-related contacts Primary Payout queries per outlet Primary

Cancellations in 2 min; add-ons removed Guardrail Genuine documents rejected by checks Guardrail

Average order value Guardrail



15 - REFERENCES AND LIMITS

Sources and what this report cannot claim

1. Business Today (20 Mar 2026): Zomato platform fee to X14.90

.Angel One (12 Sep 2026): X14.99 platform fee; X5 cash-on-delivery fee; GST on platform fee
. Outlook Business (Jul 2025): long-distance fee, NRAI concerns

. Agile Regulatory (2026): Zomato restaurant registration, documents, 18-25% commission

. DineOpen: Zomato onboarding steps and timelines

. APKMirror: Zomato Restaurant Partner app (v10.8.0, Oct 2026) feature list

.Eternal Ltd.: scale (27M+ monthly customers, 300,000+ restaurants)

0 N O o &~ W N

. Nielsen Norman Group: 10 usability heuristics; severity ratings
9. Laws of UX: Hick’s, Fitts's, Jakob’s law
10. Baymard Institute: cart abandonment (48% cite extra costs)

11. Varun Kumar's screenshots of the Zomato iOS app, 13 and 19 Oct 2026 (personal details replaced).

Zomato - detailed report

Limitations

¢ One evaluator; two orders on one iPhone

¢ No partner-app screenshots; R1-R5 are hypotheses

¢ No Zomato analytics or support data

e Touch sizes measured from pixels

e Desktop web and error states not evaluated

» Reported figures vary (314.90 vs X14.99); the bill seen is used

Thank you

Varun Kumar - zomato-varun.netlify.app
< Back to contents



https://www.businesstoday.in/technology/story/zomato-hikes-platform-fee-to-rs-15-per-order-521610-2026-03-20
https://www.angelone.in/news/stocks/zomato-adds-5-cash-on-delivery-fee-separate-from-platform-fee-and-gst-report
https://www.outlookbusiness.com/start-up/e-commerce/zomato-faces-continued-flak-over-long-distance-fee-nrai-plans-talks-with-deepinder-goyal
https://www.agileregulatory.com/blogs/how-to-apply-for-zomato-restaurant-partner-registration-in-2026-
https://www.dineopen.com/resources/zomato-onboarding
https://www.apkmirror.com/apk/zomato/zomato-restaurant-partner
https://www.eternal.com/
https://www.nngroup.com/articles/ten-usability-heuristics/
https://lawsofux.com/
https://baymard.com/lists/cart-abandonment-rate
https://zomato-varun.netlify.app/

