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Innovation Case Study: Menulog
Introduction
Menulog is a Sydney based online food ordering platform developed in 2006. It is one of the long-serving food ordering platforms in Australia and New Zealand. Menulog currently serves more than 12,000 local restaurants. It comprises 3 million customers that use and visits its website as well as mobile Apps. This platform allows customers to connect to various local restaurants and businesses for their needed products. With the Menulog courier, Menulog can make on-time deliveries to multiple customers’ destinations. With the increased online demands of food and other products, Menulog is worth to research as it has managed to circumnavigate the market to become one of the valued online service providers in Australia and New Zealand. Moreover, Menulog has tremendously improved and advanced in Victoria for 14 years. Concerning this, Menulog has managed to withstand its competitors to remain on top of the business. This is despite many online service providers such as Uber Eats and Deliveroo venturing into the market. Menulog is an innovative service as it connects and allows customers to order food from their local restaurants through the mobile Application. As the consumers’ behavior has currently shifted from homemade food to already prepared food, Menulog has become vital as it exhausts this behavior to enable consumers’ access to the needed services online. This paper examines Menulog innovation. It provides its backround information, evaluate the innovation and provide two recommendations for the improvement of Food delivery Apps.
Background History of Menulog
Menulog is an online food delivery platform operating in New Zealand and Australia. It was developed by Dan Katz, Leon Kamenev, and Kevin Sherman in 2006. It connects about 11,000 local Australian restaurants to more than 3 million customers (Menulog PTY LTD, 2019). Menulog PTY LTD (2019) illustrates that the customers and the restaurants can connect through the mobile Application as well as the Menulog website. The services allow the user a variety of choices for the products. The customers may choose to pick up, catering, and delivery. Moreover, the innovation of Menulog provides services such as free websites; order now buttons, delivery tracking, and in-store devices. These services allow users to choose what to do while using the Application. Customers' experience is also core when using the Application. The customers can streamline their restaurants’ kitchen while making food through the order pads provided for the restaurants. Menulog also uses predictive analysis to enable restaurants to understand the behaviors of their consumers. 
Menulog is one of the most significant and valued online delivery marketplaces in Australia. As a result, Menulog serves about 90 percent of Australian online delivery destinations. In 2015, Menulog was acquired by Just Eat, which has further improved the operation systems of Menulog. With the acquisition, Menulog managed to launch its delivery service in 2018. Before the introduction of the delivery service by Menulog, the platform allowed restaurants to operate through self-delivery systems. This somehow inhibited and limited the number of services to the restaurants without their delivery systems. However, with the launch of delivery service by Menulog, such restaurants have been offered the opportunity to meet a more extensive range of customers. Menulog PTY LTD (2019) highlights how the Menulog delivery service enables restaurants to connect to couriers for their deliveries.
Menulog was developed on a simple premise to provide its users with accurate access to their most preferred local restaurants. According to Menulog PTY LTD (2019), the restaurants also get the opportunities to tap into the diverse network of customers online. The restaurants with their deliveries are allowed to use them for customer’s product delivery (Menulog PTY LTD, 2019). The customers also have the opportunities to make their choices with the diverse options given in the Application. The customers can choose to click and collect, catering, or delivery. With this kind of network of doing things, Menulog operates nationwide. The restaurants can connect to their customers, whether in regional areas or suburban. As such, Menulog has managed to open more of its premises in Brisbane, Melbourne, and Sydney.
Evaluation of Innovation
Menulog is a disruptive innovation that has replaced the existing offline restaurant and business operations. According to Christensen, Raynor, and McDonald (2015), disruptive innovation provides a marketplace where it did not exist. Menulog has exhausted the new market of the online platform to create customers and enhance restaurant sales. As Christensen, McDonald, Altman, and Palmer (2016) report, many people have managed to accept this kind of innovation due to its services. The consumer behaviors in the market change with time; as such, the amendments require strategies to outsmart the incumbent businesses. According to Christensen et al. (2015), disruptive innovation is one of the ways used by startup businesses to manage to venture into the market. As a new setup in the market, Menulog exhausted the use of online as opposed to the offline market to maintain consumer changes. With consistent consumer behavior in the market, businesses have emphasized the use of innovation. As such, the source for Menulog innovation is consumer demand and behavior change. According to Menulog (2019), consumers have made it a habit to order things online than offline shopping. Moreover, other consumers prefer restaurant made food than homemade. As a result, many have shifted their needs to online food ordering (Menulog, 2019). This could not be easy with offline purchases as it is time-consuming. As such, the online marketplace offers a convenient means to restaurants and customers (Menulog, 2019). This is what informed the innovation behind Menulog to enable restaurants to meet the increasing online food demand. Consumers also had a platform to make their orders at their appropriate locations conveniently.
Innovations are made for various purposes in the market; however, some of them destroy or enhance competence. Menulog is one of the changes that destroy competence. According to Zhou (2018), innovations such as Menulogs take businesses’ control rather than the businesses’ owners. With the effective deals they offer the companies, they ensure they control the businesses’ customers rather than the businesses. Moreover, Zhou (2018) examines that the lack of control of the companies gives third-party platforms such as Menulog to operate their products. Featherstone (2015) further demonstrates that online purchases are unhealthy for restaurants. According to Featherstone (2015), restaurants have become more focused on online consumers than offline consumers. In this case, instead of Menulog innovation to enhance competence, restaurants’ competencies have been undermined as the third-party platforms tend to control the businesses. Restaurants seem to be focused on strengthening online companies rather than focusing on both online and offline. According to Featherstone (2015), the customers who physically visit the restaurants get lower attention because of the high demand on Menulog and other online food ordering platforms. However, the perception of the enhancement and destruction of competence differs. This is because the consumers who prefer offline orders tend to perceive this kind of innovation as destroying. According to this kind of consumer, online platforms for food purchase overwhelm the restaurants. As a result, the restaurants fail to attend to their offline customers. However, online consumers glimpse Menulog and other innovations like it as enhancing. This is because; they can manage to get their order at their convenient place and time. 
Nevertheless, issues such as the consumers’ preference for online services contributed to the success of Menulog. With three million users, Menulog has managed to reach a diverse range of customers and restaurants. Additionally, the Just Eat acquisition of Menulog in 2015 rated this service on top. As such, it has managed to increase some of its services, such as delivery. However, the emergence of other similar services has interrupted its performance. As such, Menulog has incurred some losses since its acquisition in 2015 (Koehn, 2019). Yet, since it operates in the whole of Australia, a significant number of customers have been impacted. According to Menulog PTY LTD (2019), Menulog serves three million customers and many of the local restaurants. According to Koehn (2019), many Australians have shifted to online food ordering. As such, Menulog has made it easier for this demography to access their food from their local restaurants. Moreover, Koehn (2019) asserts that Menulog has opened a free space for their customers to order any kind of food they need. Furthermore, Menulog has positively impacted the sales of the restaurants they have integrated into their system. According to Menulog (2019), the restaurants have the opportunity to connect to the many consumers online to order their products. In effect, the restaurants make good sales from the connection.
With a more significant demographic of Australians preferring online orders, Menulog has been widely diffused in the market. It is nationwide used; in the suburbs and regional areas. Menulog PTY LTD (2019) demonstrates that Menulog covers about 90 percent of delivery destinations in Australia. This shows that Menulog has been successfully adopted in the Australian market. Thus, it has become the dominant service in the Australian market. Although there are other similar services such as Deliveroo and Uber Eat in the global market, Menulog stands as a significant food online ordering in Australia. This is because it covers a substantial number of cities in Australia as opposed to Deliveroo, which only operates in 13 cities. Moreover, Menulog offers user-friendly services, unlike the Uber Eat services. This is because; Menulog offers its restaurant partners to use their deliveries. As such, Menulog has rates at the top in the S-curve. Since it provides options for users to choose, Menulog has a significant area of the market in Australia. Moreover, Menulog (2019) reports how its platform offers restaurants a means to use their platforms as well as have control over their businesses. Unlike Uber Eats, which uses its Uber Drive for delivery, Menulog allows the restaurants to use their deliveries. Although this is not to all the restaurants, it is a space for only the restaurants with delivery vehicles. This has enabled Menulog to be distinctive among its competitors. Furthermore, this means of doing business has enhanced Menulog’s customer interface. Thus, it has become one of the most preferred online food ordering platforms.
Conclusion
Innovations such as Menulog usually have specific weaknesses that may inhibit or limit their performance. As an online platform, some issues may arise that need further development as well as improvement. According to Kolhekar (2020), online delivery apps sometimes experience driver’s laxity. The customers may order food online; however, the driver who makes the delivery is not the one given the duty. In this case, the reputation of both the restaurant and the Application is at stake. This is because the customers may opt for a refund or wait for another delivery. In this regard, one of the things the Apps’ developer need to ensure that the apps contain options to ascertain the drivers' work, make the proper delivery. This will reduce the number of customers’ inconveniences and refund demands from customers. Moreover, this will ensure that the drivers to whom the apps pay do their jobs. According to Kolhekar (2020), the delivery drivers have been engaged in the wrong delivery from the wrong restaurant. Curbing this can also involve a collaboration of the apps and the restaurants to offer their customers substitute order in place of the missing order. 
Another recommendation is the display of discounts or offers on food during the slack period and slow hours. Due to sizes, restaurants make a large number of foodstuffs. This results in wastage of food without purchase. As no business would prefer to make losses due to food wastage, having a platform to sell these products can help. Therefore, food delivery Apps, such as Menulog, should enhance their services. This is to allow the restaurants to provide customers with a discount on the surplus products. In return, the restaurants will be able to make further sales on their surplus products. Moreover, this increases the customer base for the restaurants as well as users for mobile applications such as Menulog as every business glimpses to sell and enhance its customers’ loyalty, creating a platform where customers can have discounts improve the customer access. However, to achieve this demand, mobile food delivery Apps such as Menulog will need collaboration with the restaurants' owner. Thus, driver tracking, discount and offer, and substitute offers for the customers should be some of the things to be looked at to improve the services of Menulog. Although issues such as wrong deliveries are not rampant in the Menulog deliveries, the business must prioritize it as it stands to ruin its reputation. 
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