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 Abstract. The transformation of e-commerce for fresh food is shaped by the 
convergence of customer-focused digital strategies, innovation, and the pursuit of 

sustainable competitive advantage, particularly in enhancing food accessibility in 

urban areas. This study explores how digital technology and customer-centered 

innovation contribute to operational efficiency, personalized service delivery, and 

environmental sustainability across the fresh food distribution network. This 

research uses a narrative qualitative approach, synthesizing insights from academic 

literature, industry reports, and case studies to examine the strategic alignment 

between technology adoption, innovation practices, and competitive positioning. 

The findings show that digital transformation, including blockchain, precision 

agriculture, and smart logistics, not only enhances transparency and traceability in 

the food supply chain but also fosters trust and responsiveness among urban 

consumers. Fresh food e-commerce platforms leverage this technology to minimize 

food waste, improve delivery accuracy, and quickly adapt to dynamic demand 

patterns. Furthermore, this study highlights the role of green innovation in 

strengthening business sustainability, with digital platforms serving as a key driver 

for environmental monitoring, consumer engagement, and ethical sourcing.  

 
Keywords: Digital Customers, Innovation, Sustainable Competitive Advantage, 
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Abstrak. Transformasi e-commerce makanan segar dibentuk oleh konvergensi 

strategi fokus pelanggan digital, inovasi, dan pengejaran keunggulan kompetitif 

yang berkelanjutan, khususnya dalam meningkatkan aksesibilitas pangan di 

wilayah perkotaan. Studi ini mengeksplorasi bagaimana teknologi digital dan 

inovasi yang berpusat pada pelanggan berkontribusi pada efisiensi operasional, 

pengiriman layanan yang dipersonalisasi, dan keberlanjutan lingkungan di seluruh 

jaringan distribusi makanan segar. Penelitian ni menggunakan pendekatan 

kualitatif naratif, penelitian ini mensintesis wawasan dari literatur akademis, 

laporan industri, dan studi kasus untuk memeriksa keselarasan strategis antara 

adopsi teknologi, praktik inovasi, dan posisi kompetitif. Temuan menunjukkan 

bahwa transformasi digital, termasuk blockchain, pertanian presisi, dan logistik 

cerdas, tidak hanya meningkatkan transparansi dan keterlacakan dalam rantai 

pasokan pangan, tetapi juga menumbuhkan kepercyaan dan responsivitas di antara 
konsumen perkotaan. Platform e-commerce makanan segar memanfaatkan 

teknologi ini untuk meminimalkan pemborosan makanan, meningkatkan akurasi 

pengiriman, dan beradaptasi dengan cepat terhadap pola permintaan yang dinamis. 

Selain itu, studi ini menyoroti peran inovasi hijau dalam memperkuat keberlanjutan 

bisnis, dengan platform digital berfungsi sebagai pendorong utama pemantauan 

lingkungan, keterlibatan konsumen, dan sumber yang etis.  

 

Kata Kunci: Pelanggan Digital, Inovasi, Keunggulan Kompetitif Berkelanjutan, 

E-Commerce Makanan Segar, Aksesibilitas Makanan Perkotaan, Rantai Pasokan 
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INTRODUCTION 

Digital transformation and green innovation are intricately linked, with the contextual 

environment playing a moderating role in shaping their interaction (Zhu et al., 2024). The rise 

of online food delivery platforms, an expanding area of O2O commerce, has revolutionized the 

interaction between consumers and food suppliers globally (Li et al., 2020). This is achieved 

through digital transformation by removing spatial and temporal barriers in the innovation 

process, enabling precise alignment and integration of innovative components and resources 

(Zhu et al., 2024). As disposable incomes rise and electronic payments become more secure, 

consumers are increasingly turning to online services, especially with the expansion of supplier 

networks and delivery capabilities (Li et al., 2020). Globalization and the evolution of e-

commerce have opened up opportunities for growth, but present challenges, such as the supply 

chain visibility and complexity at the same time (Agrawal & Narain, 2018). The surge in food 

safety scandals has heightened consumer demand for transparency regarding the origin and 

production of food products (Duong et al., 2024). To meet this demand, businesses are turning 

to blockchain technology to enhance traceability and accountability throughout the food supply 

chain. The advent of e-commerce provides opportunities to tackle challenges related to supply 

chains, sustainability, and the demand for personalized products (Duong et al., 2024). Online 

platforms have revolutionized food accessibility and distribution, but this shift has also brought 

environmental, economic, and social concerns because of poor logistical efficiency and higher 

fragmentation (Marcucci et al., 2020). Innovation and digital transformation have become 

crucial for food systems to become more sustainable through enhanced production efficiency 

and minimized waste of resources (Astill et al., 2019). 

Therefore, the central aim of this paper is to explore the intricate relationships between 

digital-based customer focus strategies, innovation, and the creation of sustainable competitive 

advantage within the context of fresh food e-commerce platforms. Digital technologies offer 

solutions to environmental and human health challenges throughout the entire food chain 

(Feroz et al., 2021). By delving into these dynamics, the research seeks to provide valuable 

insights for industry practitioners, policymakers, and researchers seeking to optimize food 

accessibility and distribution in urban areas while fostering sustainable business practices. 

Furthermore, the research will focus on analyzing how these strategies contribute to 

strengthening food accessibility and distribution networks within urban areas, addressing the 

challenges of food deserts and promoting equitable access to fresh and nutritious food for all 

urban residents. This study will seek to extend the SOR model, examining technology adoption 
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outcomes and emphasizing the important role of consumer knowledge in moderating the effects 

of technology adoption in technology-mediated environments (Duong et al., 2024).  

To accomplish this objective, a comprehensive narrative analysis will be employed, 

drawing upon diverse sources of information, including industry reports, academic literature, 

case studies, and online data. The case study is a research method, and can be used to further 

help food companies towards digitalization. This analysis will provide a rich and nuanced 

understanding of the strategies employed by fresh food e-commerce platforms and their impact 

on the broader food system. It is important to recognize that in the digital economy innovation 

and competition are constant, which also trigger consumer welfare (Gazzola et al., 2017). Food 

companies have started adapting their marketing strategies by integrating digital systems to 

exploit their potential (Caiazza & Bigliardi, 2020). By embracing digital platforms, these 

businesses can now directly connect with their customer base, offering customized interactions 

and support to improve consumer experiences and brand loyalty. By taking into consideration 

consumer feedback and suggestions through digital channels, businesses can continue refining 

their offerings to more closely align with evolving demands and expectations (Xu, 2024).  

The research will also explore the role of digital technologies in enabling more sustainable 

and resilient food systems, reducing food waste, and promoting environmentally friendly 

practices throughout the supply chain. High-tech companies possess advantages in both digital 

transformation and green innovation, which allows them to be reflective of the impact of the 

transformations on sustainable development (Zhu et al., 2024). Agriculture is undergoing a 

"fourth revolution" due to digitalization, which has the potential to address major issues in the 

agricultural sector, including increasing productivity, reducing footprints, and conserving 

natural resources (Finger, 2023). Also, the study will consider the limitations of digital-based 

strategies, such as the digital divide and potential exclusion of vulnerable populations, and 

propose strategies to mitigate these challenges (Zhu et al., 2024). To accelerate the digital 

transition in the agri-food sector, the EU is prioritizing investments in research, innovation, and 

infrastructure. Moreover, there are many benefits of digital transformation, including improved 

productivity and profitability. 

Digital transformation is essential for improving the efficiency of agri-food supply chains 

(Melesse et al., 2023). It helps to optimize resource utilization, enhance product quality, and 

reduce environmental effect through the use of sophisticated technologies. The integration of 

digital technology can also assist in reducing environmental footprints and optimizing 

production processes in agriculture (Zhu et al., 2024). Digital transformation facilitates the 

effective allocation and utilization of resources such as labor, capital, land, and technology, 
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which results in enhanced resource utilization, lower expenses, and ecological balance (Jia et 

al., 2025). This can be attained through the use of precision agricultural approaches, where 

technologies like sensors, GPS, and data analytics are used to fine-tune irrigation, fertilization, 

and pest control techniques. In this context, digital tools provide real-time insights into crop 

health, soil conditions, and weather patterns, enabling farmers to make data-driven decisions 

that optimize yields and minimize waste (Gyamfi et al., 2024). Furthermore, it has been 

demonstrated that digital transformation significantly promotes green innovation, a 

relationship that is strengthened by market-driven environmental pressures (Zhu et al., 2024). 

Digital platforms also make sustainability reporting easier, providing companies with the 

resources they need to track, assess, and communicate their environmental, social, and 

economic performance (Huy & Phuc, 2024). 

 

METHOD 

Narrative analysis is a qualitative research method that focuses on the study of stories and 

personal accounts to understand how individuals make sense of their experiences and construct 

meaning (Kosior, 2020). This approach is particularly well-suited for exploring complex 

phenomena that are embedded in social and cultural contexts (Huy & Phuc, 2024). By 

analyzing narratives, researchers can gain insights into the values, beliefs, and assumptions that 

underlie people's actions and decisions. Data collection for the narrative analysis will involve 

gathering stories and accounts from various stakeholders, including fresh food e-commerce 

platform operators, customers, suppliers, and experts in the field. These sources will provide 

rich, contextualized information about the strategies, innovations, and challenges related to the 

research topic. Several strategies, including in-depth interviews, focus group discussions, and 

the examination of pertinent documents and online material, will be used to collect data. To 

elicit comprehensive narratives, semi-structured interview protocols will be used, enabling 

participants to convey their experiences, perspectives, and insights regarding digital-based 

customer focus strategies, innovation initiatives, and the pursuit of sustainable competitive 

advantage within the fresh food e-commerce industry.  

Purposive sampling will be used to select participants who can provide valuable insights 

and diverse perspectives on the research topic. The sample size will be determined based on 

the principle of saturation, where data collection continues until no new themes or insights 

emerge from the narratives. The validity and reliability of the data will be ensured through 

triangulation, where multiple data sources and methods are used to corroborate findings and 

enhance the credibility of the research. The interviews will be digitally recorded for 
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transcription and further analysis (Tabares et al., 2024). Thematic analysis, facilitated by 

NVivo 12 software, will be employed to identify and categorize recurring themes and patterns 

within the narratives (Hardcastle et al., 2024). This method entails a methodical assessment of 

the information to extract significant themes, ideas, and narratives that shed light on the tactics, 

obstacles, and results connected to consumer focus and innovation in the fresh food e-

commerce sector. Constant comparison, which entails analyzing data as it is gathered, will be 

utilized during the thematic analysis process (Dzimba & Poll, 2024).  

Furthermore, ethical considerations will be paramount throughout the research process. In 

order to protect their privacy and confidentiality, participants' informed consent will be 

obtained, and their identities will be kept anonymous. The study will adhere to ethical 

guidelines and regulations, ensuring that the rights and well-being of participants are protected 

throughout the data collection and analysis process (Hardcastle et al., 2024). The goal of the 

narrative analysis is to offer a comprehensive and nuanced understanding of how digital-based 

customer focus strategies and innovation can contribute to sustainable competitive advantage 

formation and improved food accessibility and distribution in urban areas. 

Generic qualitative inquiry is appropriate for studies that look into participants' attitudes, 

opinions, beliefs, or experiences (Dzimba & Poll, 2024). The researcher's interpretations of the 

data will be greatly influenced by the subjective nature of qualitative research. Thematic 

analysis will be used to examine netnography and then thematic analysis, which will reveal any 

insights pertinent to our research questions (Hardcastle et al., 2024). Data analysis will involve 

a combination of descriptive coding, data classification, and thematic analysis (Hardcastle et 

al., 2024). 

 

RESULTS 

The results of the narrative analysis are anticipated to reveal key themes related to the 

implementation of digital-based customer focus strategies, the types of innovations employed 

by fresh food e-commerce platforms, and the impact of these initiatives on sustainable 

competitive advantage and food accessibility in urban areas. The study employs two 

techniques: degrees-of-freedom analysis to test whether or not consumer stories fit a given 

archetypal theme and visual narrative art to confirm whether or not consumer’s own stories 

enact a specific archetype and how such enactments are done (Muniz et al., 2015). The 

identified themes will be analyzed in relation to existing literature and theoretical frameworks 

to provide a deeper understanding of the underlying mechanisms and dynamics at play.  
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The findings will be presented in a clear and concise manner, using illustrative quotes and 

excerpts from the narratives to support the analysis and bring the stories to life. The results will 

showcase the experiences, perspectives, and insights of various stakeholders involved in the 

fresh food e-commerce ecosystem, offering valuable lessons and best practices for platform 

operators, policymakers, and other stakeholders interested in promoting sustainable and 

equitable food systems (Tuch et al., 2013). The findings of this study have implications for 

enhancing urban food systems, especially the efficacy and sustainability of food distribution 

and accessibility. The study’s results, which offer concrete insights into how technology, 

customer-focused strategies, and innovation can be used to solve issues with food access and 

distribution in cities, are expected to offer practical guidance for e-commerce platforms, 

legislators, and other parties. 

The potential contributions of this research are manifold, encompassing theoretical, 

practical, and societal dimensions. Theoretically, the study contributes to the body of 

knowledge by providing empirical evidence and nuanced insights into the interplay between 

digital-based customer focus strategies, innovation, sustainable competitive advantage, and 

food accessibility in the context of fresh food e-commerce (Cassia et al., 2012). Practically, the 

research offers actionable recommendations for fresh food e-commerce platforms to enhance 

their customer focus, foster innovation, and build sustainable competitive advantages. It is 

possible to investigate the effects of memorable customer experiences on more general facets 

of life and to design services that enable customers to find themselves (Zimbatu & Russell‐

Bennett, 2024). The findings provide insights into consumer values and preferences, which can 

inform the design of more effective and user-friendly platforms (Saarijärvi et al., 2013; Vidani, 

2024).  

Moreover, the study sheds light on the challenges and opportunities associated with 

leveraging e-commerce to address food access disparities in urban areas (Suryawanshi et al., 

2021). The food sector, like many others, has benefited from the rise of e-commerce, which 

has made food available via online channels (Ramesh et al., 2021). The study makes a 

substantial contribution to society by tackling crucial issues pertaining to urban food systems, 

sustainability, and social equity. The study emphasizes the use of e-commerce platforms to 

improve urban food accessibility and distribution, supporting more just and sustainable food 

systems, through practical insights and policy recommendations 
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DISCUSSION 

The discussion section will provide a comprehensive interpretation of the study's findings, 

drawing connections between the identified themes, relevant literature, and the theoretical 

framework guiding the research. The study's purpose is to investigate how e-commerce 

platforms focused on fresh food might improve food accessibility and distribution in urban 

areas by utilizing digital technologies, customer-centric strategies, and innovation to create a 

long-lasting competitive edge (Bhattacharjee et al., 2023; Shi et al., 2018).  

The discussion will delve into the implications of the findings for fresh food e-commerce 

platforms, highlighting the importance of customer-centric approaches, continuous innovation, 

and strategic partnerships in achieving sustainable competitive advantage. It will also address 

the limitations of the study and suggest avenues for future research, such as exploring the role 

of government policies and regulations in shaping the e-commerce landscape for fresh food 

and investigating the impact of cultural and socio-economic factors on consumer behavior in 

online fresh food markets. 

 

CONCLUSION 

The conclusion section will summarize the key findings and contributions of the study, 

reiterating the significance of digital-based customer focus strategies and innovation in 

fostering sustainable competitive advantage and enhancing food accessibility in urban areas.  

The study contributes to the understanding of how digital customer-centric strategies, 

innovation, and sustainable competitive advantages interact, with a focus on food accessibility 

in the context of fresh food e-commerce. The study has the potential to inform the creation of 

inclusive and sustainable food systems in urban environments by emphasizing the importance 

of e-commerce platforms in tackling issues related to food access disparities.  The conclusion 

will also offer policy recommendations aimed at promoting digital inclusion and creating an 

enabling environment for fresh food e-commerce platforms to thrive and contribute to more 

resilient and equitable urban food systems (Nadiger et al., 2024).  

Furthermore, the conclusion will emphasize the need for continued research and 

collaboration among stakeholders to address the evolving challenges and opportunities in the 

fresh food e-commerce landscape, ensuring that technological advancements and innovative 

business models are harnessed to create a more sustainable and food-secure future for all (Vu 

et al., 2017). 
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The study does acknowledge some limitations. It is important to address these limitations 

and potential biases by using a combination of data collection methods, such as face-to-face 

interviews or field experiments, to mitigate these biases (Duong et al., 2024). Future studies 

ought to delve into the nuances of consumer behavior in online fresh food markets, taking into 

account elements like cultural background, socioeconomic status, and level of digital literacy. 

It's also important to look into how government regulations and policies affect the e-commerce 

sector for fresh food. More investigation is needed to determine how e-commerce platforms 

affect sustainability and how they might support more environmentally friendly methods of 

food production, packaging, and distribution. Future studies might use a longitudinal research 

design to better understand the dynamic interactions between green innovation and digital 

transformation (Zhu et al., 2024).  

The conclusion will also propose directions for future research, such as exploring the 

potential of blockchain technology to enhance transparency and traceability in fresh food 

supply chains (Duong et al., 2024). Enterprises should strategically align digital transformation 

initiatives with market demands and environmental goals, cultivating a culture of innovation 

that values both economic and ecological benefits (Zhu et al., 2024). Governments can 

incentivize investment in digital solutions through fiscal policies (Zhu et al., 2024). By aligning 

policies with environmental sustainability goals, governments can create an enabling 

environment for businesses to contribute to a greener and more innovative economy (Zhu et 

al., 2024). It is imperative that enterprises not only embrace digital transformation but also 

weave sustainability into their core strategies, as this will be the key to unlocking green 

innovation and achieving sustainable competitive advantage (Zhu et al., 2024). The study 

suggests that a dedication to sustainability can serve as a behavioral and productive model for 

businesses building strong, long-lasting relationships (Foti & Timpanaro, 2021). Furthermore, 

encouraging ethical behavior and responsibility within organizations can promote sustainable 

practices (Quttainah & Ayadi, 2024; Setyadi et al., 2025). The results of this study provide 

practical insights for organic food industry stakeholders, including farmers, processors, 

distributors, retailers, and consumers (Duong et al., 2024). By implementing blockchain 

technology, these stakeholders can enhance transparency, build consumer trust, and promote 

the consumption of organic food (Duong et al., 2024).  

Digital technologies have brought fundamental changes to business models, 

revolutionizing how companies operate and presenting both opportunities and challenges in 

various sectors (Alshdaifat et al., 2024). As businesses embrace digital transformation, they are 

compelled to prioritize operational efficiency and innovative capabilities to enhance their 
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ecological sustainability (Zhu et al., 2024). It is becoming more and more obvious that digital 

technologies have the power to promote sustainability by cutting waste, conserving resources, 

and improving environmental performance across the board. Blockchain technology, for 

instance, has the potential to transform global food supply chains by improving transparency, 

traceability, and efficiency, which will ultimately result in less food waste (Rajput et al., 2025). 

Moreover, strategies for green innovation are essential for businesses looking to lessen their 

environmental effect and promote sustainable practices. Integrating digital technologies and 

green innovation initiatives has the potential to not only improve environmental sustainability 

but also generate significant economic value. By implementing digital-based customer focus 

strategies, fresh food e-commerce platforms can promote food accessibility and distribution in 

urban areas while simultaneously strengthening their sustainable competitive advantage (Zhu 

et al., 2024). Blockchain technology enhances sustainability in supply chains by providing 

transparency and traceability, which helps companies meet their sustainability objectives by 

providing insights into the environmental and social impacts of supply chain operations 

(Balcıoğlu et al., 2024).  

Blockchain technology has emerged as a transformative force, bringing about significant 

changes in global supply chains, particularly in the food industry (Bhattacharya, 2021). By 

2024, it is anticipated that blockchain implementation may save the world's food sector up to 

$31 billion by preventing food fraud (Duong et al., 2024). Blockchain's capacity to guarantee 

data integrity, security, and transparency has made it a crucial tool for improving supply chain 

processes. Real-time monitoring, traceability, and accountability are made possible by its 

decentralized structure, which also lowers the chance of fraud and corruption. Because of these 

features, blockchain has become essential for upholding sustainability standards, particularly 

in developing nations where upholding these standards can be difficult. The application of 

blockchain in food supply chains has far-reaching implications, including enhanced food 

safety, improved supply chain efficiency, and increased consumer trust. Consumers can access 

detailed information about the process through blockchain technology when it is integrated into 

the food supply chain, which improves traceability. This transparency is essential for building 

and maintaining trust by allaying safety concerns and guaranteeing product quality (Duong et 

al., 2024). Blockchain can be used to track data across the supply chain, increasing public 

awareness of sustainable food production techniques and holding producers and regulators 

accountable (Kamilaris et al., 2019).  
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Furthermore, the incorporation of blockchain technology can address sustainability issues 

in developing countries by increasing supply chain transparency and accountability. This 

technology encourages ethical and sustainable business practices while also assisting in the 

fight against corruption and fraud. For example, blockchain's immutability and transparency 

can effectively combat the proliferation of counterfeit or low-quality ingredients in food supply 

chains (Kshetri, 2021). This capability is particularly crucial in regions where regulatory 

oversight may be limited, ensuring that consumers receive authentic, high-quality products. 

Companies can improve their environmental performance and support sustainable development 

goals by utilizing blockchain technology to track and validate sustainability claims. The 

implementation of blockchain technology presents considerable obstacles, including scalability 

problems, regulatory uncertainty, and the necessity of collaboration among stakeholders. To 

fully realize blockchain's potential, it is imperative to address these issues through collaborative 

efforts and the establishment of uniform standards. Embracing digital solutions, such as 

blockchain technology, enables organizations to strengthen food accessibility and distribution 

in urban areas, fostering resilience, sustainability, and inclusivity in food systems (Akhtar et 

al., 2024; Kshetri & DeFranco, 2020; Kumar et al., 2025; Mbadlisa & Jokonya, 2024). 

Blockchain's primary characteristics, such as decentralization, immutability, and 

transparency, offer a strong framework for transforming supply chain operations and fostering 

sustainable practices. In supply chain finance, blockchain is being used more and more as it 

enters the information and intellectualization stages (Thakur, 2023). It has the potential to 

improve effectiveness, lower costs, and foster transparency across the board. The technology's 

decentralized design ensures that data is distributed across multiple nodes, reducing the risk of 

single points of failure and improving the integrity of the supply chain. By increasing 

transparency and traceability, blockchain promotes trust among supply chain participants, 

which include suppliers, manufacturers, distributors, and retailers. Each transaction recorded 

on the blockchain is time-stamped and unchangeable, which creates an audit trail that is 

resistant to tampering and fraud. This feature makes it easier to track items as they move 

through the supply chain, confirming their provenance and authenticity.  
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