
Case Study: IT Systems at Domino's Pizza 

Background 

Domino's Pizza, one of the world's leading pizza delivery companies, has always been at the forefront of 

leveraging technology to drive business growth. With over 17,000 stores globally, the company 

recognized early on that efficient IT systems were crucial to maintaining its competitive edge. In an 

industry where speed, accuracy, and customer satisfaction are paramount, Domino's embarked on a 

journey to innovate and integrate IT systems across its operations, from order processing to delivery. 

Implementation of IT Systems 

1. Online Ordering Platform: One of Domino's most significant technological advancements was 

the launch of its online ordering platform in the early 2000s. The platform allowed customers to 

place orders via the company’s website and later through its mobile app. This move transformed 

the customer experience, providing convenience and accuracy in order placement. The platform 

also integrated with the company’s point-of-sale (POS) system, ensuring seamless order 

processing and real-time tracking. 

2. Domino's Tracker: Domino's introduced the Domino's Tracker, a system that allowed customers 

to track their orders in real-time, from preparation to delivery. This innovation not only improved 

transparency but also increased customer engagement. The tracker was integrated into the 

online ordering platform and became a unique selling proposition for Domino's, setting it apart 

from competitors. 

3. Data Analytics and Machine Learning: To enhance operational efficiency, Domino's invested 

heavily in data analytics and machine learning. By analyzing data from millions of transactions, 

the company optimized its supply chain, improved demand forecasting, and refined its 

marketing strategies. For example, data analytics helped Domino's reduce delivery times by 

predicting customer orders based on historical data and local trends. This predictive capability 

was further enhanced by machine learning algorithms, which continuously improved the 

accuracy of these predictions. 

4. Delivery Innovation: Drones and Autonomous Vehicles: Always pushing the boundaries of 

technology, Domino's experimented with drone and autonomous vehicle deliveries in select 

markets. These innovations were aimed at reducing delivery times and exploring cost-effective 

solutions for the future. While still in the experimental phase, these technologies demonstrated 

Domino's commitment to staying ahead of the curve in the fast-evolving food delivery 

landscape. 

5. Integration with Third-Party Platforms: Recognizing the shift in consumer behavior towards 

aggregators, Domino's integrated its IT systems with third-party delivery platforms. This 

integration ensured that orders placed through these platforms were processed seamlessly 

within Domino's existing infrastructure, maintaining consistency in service quality and delivery 

times. 

Outcomes 



The implementation of advanced IT systems brought numerous benefits to Domino's. The online 

ordering platform, combined with the Domino's Tracker, led to a significant increase in online sales, 

which now account for over 60% of the company's revenue. The use of data analytics and machine 

learning improved operational efficiency, contributing to faster delivery times and higher customer 

satisfaction. Moreover, Domino's innovative approach to delivery, including the exploration of drones 

and autonomous vehicles, positioned the company as a leader in technological innovation within the 

food industry. 

However, the journey was not without challenges. The initial investment in IT infrastructure was 

substantial, and there were concerns about the security and privacy of customer data, particularly with 

the integration of third-party platforms. Additionally, the success of new delivery methods like drones 

depended on regulatory approval and public acceptance, both of which posed significant hurdles. 

Discussion Questions 

1. How did Domino's use IT systems to enhance customer experience and differentiate itself from 

competitors? 

2. What role did data analytics and machine learning play in improving Domino's operational 

efficiency? 

3. What are the potential risks associated with integrating IT systems with third-party platforms, 

and how can they be mitigated? 

4. How could Domino's further leverage technology to continue its leadership in the food delivery 

industry? 

 


