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Abstract

Zepto’s Al-driven transformation marks a pivotal shift in quick commerce as it embraces
the principles of Industry 5.0. With over 10 million app downloads and an average delivery time
of 10 minutes, Zepto leverages artificial intelligence to optimize inventory, forecast demand, and
automate dispatch systems across 100+ dark stores in major Indian cities. Industry 5.0 emphasizes
human-Al collaboration, and Zepto integrates this by enhancing customer experience through
personalized recommendations and real-time tracking. Its Al algorithms reportedly improve order
accuracy by 98% and reduce wastage by 30%, contributing to sustainable operations. Zepto’s
monthly order volume has surpassed 8 million, supported by machine learning models that adjust
logistics in milliseconds. This article explores how Zepto’s innovative use of Al exemplifies the
core of Industry 5.0—blending intelligent automation with human-centric service—to redefine the
landscape of ultra-fast delivery. The study highlights the strategic and technological advancements
positioning Zepto as a leader in next-gen commerce.
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Introduction

In an era where convenience and speed dictate consumer behavior, quick commerce (qg-
commerce) has emerged as a revolutionary model in the retail industry. At the forefront of this
transformation is Zepto, an Indian startup that has rapidly gained traction by delivering groceries
and essentials in as little as 10 minutes. This remarkable efficiency is not merely a result of logistics
innovation but is powered by the strategic integration of Artificial Intelligence (AI) aligned with
the principles of Industry 5.0—a paradigm that emphasizes the collaboration between advanced
technologies and human-centric values.

Zepto operates through a network of 100+ dark stores in urban areas, each optimized by Al
systems that predict demand patterns, automate inventory restocking, and dynamically plan
delivery routes. With over 10 million app downloads and 8 million+ monthly orders, Zepto
exemplifies how Al can transform the g-commerce model from a logistical challenge into a
seamless, intelligent experience.

Industry 5.0 focuses not only on automation and digitalization but also on sustainability,
personalization, and the synergy between human insight and machine precision. Zepto's Al tools
personalize product suggestions, enhance customer support interactions, and minimize wastage
through accurate forecasting—reducing inventory losses by 30%. These advancements not only
improve customer satisfaction but also promote operational sustainability.

As competition in the g-commerce space intensifies, Zepto’s Al-driven approach offers a
blueprint for integrating cutting-edge technology with human-centric service. This paper delves
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into how Zepto harnesses Al across its supply chain, customer interface, and decision-making
processes to redefine quick commerce in alignment with Industry 5.0. The case of Zepto stands as
a powerful example of how startups can scale rapidly and sustainably by placing intelligent systems
at the heart of business strategy while preserving the essence of human-centric innovation.

Statement of Problem

The rapid growth of quick commerce has intensified the need for ultra-fast, accurate, and
sustainable delivery systems. Companies like Zepto face increasing pressure to meet customer
expectations for 10-minute deliveries while managing operational efficiency, inventory accuracy,
and environmental sustainability. Traditional logistics models struggle to support this demand,
leading to challenges such as delivery delays, stockouts, increased costs, and resource wastage.
Despite leveraging Al technologies, aligning these innovations with human-centric values as
emphasized in Industry 5.0 remains a complex task. This study addresses how Zepto navigates
these challenges through Al integration, redefining quick commerce for the next industrial era.

Objectives of the Study

To study Zepto’s Al use in logistics and supply chain efficiency.

To assess Zepto’s Industry 5.0 alignment through automation and human-centric
innovation.

Hypothesis
The integration of Al in Zepto’s operations significantly enhances delivery speed, inventory
accuracy, and customer satisfaction, aligning with Industry 5.0 principles.

Literature Review

According to Singh et al. (2023), the growth of quick commerce relies heavily on logistics
innovation and digital platforms. However, challenges like operational scalability, customer
retention, and delivery accuracy persist, requiring smart technology adoption for sustainable
growth.

A study by Rao & Patel (2023) emphasizes that Al-driven personalization, chatbots, and
recommendation engines enhance user satisfaction in e-commerce. Companies integrating such
tools report increased engagement, loyalty, and sales, aligning with Zepto’s approach to improving
the customer journey.

Research by Kumar & Sharma (2022) highlights how Al optimizes supply chain
operations by enabling demand forecasting, inventory control, and route optimization. These tools
enhance speed and reduce errors, making Al indispensable for quick commerce models like Zepto.

Verma (2021) describes Industry 5.0 as a shift from full automation to a balanced model
that combines Al with human insight. This framework promotes personalized service,
sustainability, and employee empowerment—Kkey values for modern startups like Zepto.

Research Design

This study employs a mixed-methods research approach to examine how Zepto integrates
Artificial Intelligence (Al) to redefine quick commerce within the context of Industry 5.0. Both
quantitative and qualitative methods are used to gain a deeper understanding of the technological,
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operational, and human-centric innovations adopted by the company. Primary data was collected
through a structured questionnaire from a sample size of 65 respondents, including Zepto
customers, delivery personnel, and mid-level managers. Purposive sampling ensured that
participants had direct experience with Zepto’s operations. The questionnaire explored areas such
as Al in delivery, customer personalization, and service efficiency. Secondary data was obtained

Sl Demographic Category No. of Percentage
No Variable Respondents (%)
1 |Gender Male 36 55.38%
Female 29 44.62%
2 |Age Group 18-25 years 28 43.08%
26-35 years 24 36.92%
3645 years 10 15.38%
46 and above 3 4.62%
3 |Occupation Student 18 27.69%
Working Professional 30 46.15%
Self-employed/Business 9 13.85%
Homemaker/Others 8 12.31%
4 Educ:el tion:all Undergraduate 22 33.85%
Qualification
Postgraduate 27 41.54%
Diploma/Technical 8 12.31%
Others 8 12.31%
5 [Frequency of Zepto o 16 24.62%
Usage
Weekly 27 41.54%
Monthly 15 23.08%
Rarely 7 10.77%
6 [Mode of Access Mobile App 57 87.69%
Website/Desktop 8 12.31%
7 City of Residence [ retro City (Mumbal, Delhi, 42 64.62%
Bengaluru)
Tier-2 City 18 27.69%
Rural/Semi-Urban 5 7.69%

from academic articles, industry reports, company websites, and news sources to contextualize
Zepto’s Al adoption and business model. The data was analyzed using descriptive statistics for
quantitative responses and thematic content analysis for qualitative insights.
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Results and Discussions:
Table 1-
Analysis of Variable of the Respondents under the Percentage Method

The survey reveals that 55.38% of respondents are male, with 80% aged between 18-35, indicating
strong usage among young adults. Around 46% are working professionals, and 75% possess higher
education, highlighting Zepto’s appeal to educated, time-conscious users. Over 65% use Zepto
daily or weekly, demonstrating high engagement. A dominant 87.69% access the service via mobile
apps, aligning with Zepto’s digital strategy. Additionally, 64.62% of users reside in metro cities,
emphasizing its urban market dominance.

Analysis of Variable of the Respondents under the T test

SI. t- p-

No Variables Tested Hypothesis Value | Value Significance

Gender vs Frequency of Zepto|Ho: No difference in usage

1 2.14 | 0.036 |Significant
Usage frequency between genders ‘gntican
) Age Group (18-35 vs 36+) vs [Ho: No difference in Al 191 | o0.060 Not
Perception of AI Accuracy  |perception by age ' ' Significant
. Ho: No difference in app
E P A
3 |Fducation (UG vs PG) vs APl o1 iiity rating by 2.37 | 0.021 [Significant

Usability education

ti tudent
Occupation (Students vs Ho: No difference in

4 |Professionals) vs Delivery delivery satisfaction 2.89 | 0.005 [Significant

Satisfaction
Location (Met Non- . .
ocation (Metro VS. o.n Ho: No difference in Not
5 |Metro) vs Personalization . . ) 1.55 | 0.125 | . .
personalization satisfaction Significant

Satisfaction

Gender vs Al-based Customer|Ho: No gender difference

6 2.02 | 0.047 |Significant
Support Effectiveness in Al support perception ‘gntican
. Mobile App vs Website Users [Ho: No difference in 3.45 | 0.001 Highly
vs Overall Experience experience by access mode| ' Significant

The t-test analysis reveals that gender significantly influences Zepto usage, with males using the
platform more frequently (p = 0.036). Age does not impact Al accuracy perception (p = 0.060),
while education level affects app usability, with postgraduates giving higher ratings (p = 0.021).
Professionals show greater delivery satisfaction than students (p = 0.005). Personalization
satisfaction is similar across locations (p = 0.125). Males rate Al-based support slightly higher (p
=0.047), and mobile app users report a superior experience (p = 0.001).

https.//doi.org/10.26524/royal.239.2 8l Page



Al in Industry 5.0: Revolutionizing Business and Technology ISBN: 978-93-48505-13-2

Conclusion

Zepto’s Al-driven approach exemplifies how quick commerce is evolving in alignment
with Industry 5.0, blending advanced automation with human-centric values. The integration of
artificial intelligence in logistics, delivery tracking, inventory management, and personalized
customer service has significantly enhanced user experience and operational efficiency. Findings
from the study reveal that young, educated, urban users form the core customer base, with a strong
preference for mobile app-based interactions. T-test analysis highlights significant differences in
user perceptions based on demographics, especially in usability and satisfaction levels. Zepto’s
model demonstrates that Al, when strategically implemented, not only accelerates service but also
builds deeper customer relationships. As quick commerce continues to expand, Zepto stands as a
pioneering example of innovation driven by Industry 5.0 principles.
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