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ABSTRACT 

 

 

 

Customers‟ satisfaction is the ability of a business to serve its customers and 

establish a long-term relationship with them. It is important for all business 

establishments as it influences the repeat visit or purchases of customers. However, it 

is not easy for organizations to achieve the customers‟ satisfaction in online food 

delivery (OFD) service. The aim of this research is to identify the factors influencing 

customers‟ satisfaction towards their utilization on OFD service. The factors 

influencing customers‟ satisfaction on OFD service include service quality, website 

quality, and food quality. The quantitative method is used in this research through 

questionnaire survey. The data is gathered from 384 respondents that had been 

ordered for OFD service in Kuala Lumpur. Service quality, website quality, and food 

quality are significant to the customers‟ satisfaction towards OFD service. The result 

showed that food quality is the most significant factor that influence customers‟ 

satisfaction on OFD service. 

 

Keywords: customers‟ satisfaction, online food delivery (OFD) service,service 

quality, website quality, food quality 

 

 

 

 

 



 
 

 

ABSTRAK 

 

 

 

Kepuasan pelanggan adalah keupayaan perniagaan untuk melayani pelanggannya 

dan mewujudkan hubungan dalam jangka masa panjang dengan mereka. Kepuasan 

pelanggan adalah penting bagi semua pertubuhan perniagaan kerana ia 

mempengaruhi lawatan atau pembelian ulang-alik pelanggan.Namun begitu, tidak 

mudah bagi organisasi untuk mencapai kepuasan pelanggan dalam penghantaran 

makanan dalam talian (OFD). Tujuan kajian ini adalah untuk mengenal pasti faktor-

faktor yang mempengaruhi kepuasan pelanggan terhadap penggunaan mereka 

dalam penghantaran makanan dalam talian. Faktor-faktor yang mempengaruhi 

kepuasan pelanggan terhadap penghantaran makanan dalam talian termasuk kualiti 

perkhidmatan, kualiti laman web, dan kualiti makanan. Kaedah kuantitatif 

digunakan dalam kajian ini melalui kajian soal selidik. Data akan dikumpul dari 384 

responden yang pernah menggunakan perkhidmatan OFD di Kuala Lumpur. Kualiti 

perkhidmatan, kualiti laman web, dan kualiti makanan adalah penting kepada 

kepuasan pelanggan terhadap perkhidmatan OFD. Hasil kajian menunjukkan 

bahawa kualiti makanan adalah faktor paling yang penting dalam mempengaruhi 

kepuasan pelanggan terhadap perkhidmatan OFD. 

 

Kata kunci: kepuasan pelanggan, penghantaran makanan dalam taian (OFD), 

kualiti perkhidmatan, kualiti laman web, kualiti makanan 
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CHAPTER 1 

 

 

 

INTRODUCTION 

 

 

 

1.1 Introduction 

 

The aim of this research is to examine the relationship of three independent 

variables which include service quality, website quality, and food quality with the 

dependent variable which is customers‟ satisfaction towards online food delivery 

(OFD) service in Kuala Lumpur. In this chapter, the researcher discussed about the 

background of the study, problem statement, research objectives, research questions, 

the scope and limitation of the study, the significance of the study, structure of 

proposal, and followed by the overall summary of Chapter One. 
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1.2 Background of Study  

The consumption of food and liquid is defined as „eating‟, and it is a 

fundamental necessity to maintain life. According to Fairweather (2014), as one of 

the basic necessities of life, food not only providing energy and nutrients but it also 

has highly influence on the development of human. As mentioned by Recordati 

( 2015), the needs of human beings towards food is transformed from farming and 

raising animals into undergoing barter system, in which exchanging food for other 

goods or to earn profits from them. This presented that food is vital in human life. In 

order to examine and develop better understanding on how people think about food is 

to analyzing the ways people express and talk about food (Blackburn, et al., 2018). 

Besides, people nowadays are continuously surrounded by a lot of promotions and 

advertisements about food products. This proved that the sources of food have 

continued to change over time and increased. (Recordati, 2015) 

 

Since 2003, the explosive growth of online networking that allows people to 

connect and share information with others via the Internet becoming a major 

phenomenon in the new millennium (Moshman, 2012). As online networking is 

expanding widely, many people in worldwide are associating with each other to 

promote their products and services through the online platform. Therefore, 

businesses ought to partake in it (Evans, 2014). The Internet is a very effective tool 

for a company when it is used in a suitable manner. Besides, the Internet also enables 

the entrepreneurs to more understand customers by having interactive dialogue with 

them (Dinu, 2014). Besides, Shaqiri (2015) said that the advance of internet and 

technology has changed the people lives as well as the way how they do business. In 

order to capture more customers, they use information technology, introduce new 

products and services rapidly, and cooperate with suppliers and business partners 

from all around the world. 
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With the advance of technology, most of daily task can be done easier and 

quicker. Hirschberg et al. (2016) claimed that the food delivery business is 

undertaking fast revolution as new online platforms in order to attract customers. As 

customers nowadays are notoriously changeable, the food service industry should 

update with the latest trends such as sense of taste, fashion, and ease of access (Lee 

et al., 2017). By referring to previous researcher (Bickerton, 2015), technology 

supports in this development and with the explosive growth of wireless 

communication technology and the high utilization rate of the Internet, food service 

companies now depend on technology as a major information and marketing tool.  

 

Today, many entrepreneurs in the food industry have started to use online 

marketing as a platform to promote their business by providing online food delivery 

(OFD) service to ease the customers (Hirschberg et al., 2016). Food delivery is a 

process of transporting goods and it improve people lives by making things easier. 

For example, people who are busy at work, people who do not have time to cook and 

people who are suffer in sick will order online food delivery to ease themselves. 

Thus, the researcher would like to study about the OFD service by identifying the 

elements that affect the satisfaction of customers and their utilization towards OFD 

service.    



4 
 

1.3 Problem Statement 

 

With the advent of technology, peoples' life of quality has been improved, 

becoming easier and more convenient. As mentioned by Datuk Seri Nancy Shukri, a 

Minister in the Prime Minister‟s Department, Malaysia recorded 24.5 million of 

internet users in 2017 as compared to 2.5 million of internet users in 2006 (Povera, 

2018). Moreover, many businesses change the way they operate as the Internet has 

become one of the most powerful forms of media (Kitthanadeachaorn, 2016). Based 

on Lee et al. (2011), with the expansion of the internet, entrepreneurs offered 

customers a quicker and cheaper approach to make purchase so that stay competitive 

in the market. One of the fastest growing forms of shopping is internet purchasing. 

(Grunert & Ramus, 2005).  

 

Nowadays, as there is intensely competition among businesses, most of the 

organizations is conscious of they need to concentrate on their valued customers 

instead of competing on price (Sharmin, 2012).  Technological advancements in the 

today‟s era have given the food delivery industry opportunities and shaped the food 

delivery industry. Furthermore, technological developments have changed customers‟ 

behaviour. The online platform makes it easier for customers to access various 

restaurants by visiting a single website or mobile application. At the same time, the 

market for food supplies is growing due to the change in customer behavior-time-

dependent customers seeking comfort. (Kitthanadeachaorn, 2016). 

 

However, food industries feel difficulty in achieving the customers‟ 

satisfaction in OFD service. Kitthanadeachaorn (2016) indicated that the perception 

of the customer about the short shelf life of food products and the unique process of 

purchasing food products in which most of them prefer to see the actual products 

before purchasing.  According to Jessey (2017), online food delivery services had 

been complaint for their long delivery times and low quality of food due to cold 

conditions. Based on previous research studies, customers that purchase online is 

quite irritating to deal with service disappointments such as delivery delays, 

particularly after the online retailers have guaranteed that orders will be delivered on 

time (Wang et al., 2015). The delaying of delivery may leads to customer 

disappointment and will reduce their intention to buy. When they undergo delivery
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delay, some of them will cancel their order and rather to purchase from other 

channels such as physical store. 

 

In addition, Hong et al. (2016) clarified that the maintenance of OFD service 

product quality is problematic. The media have highlighted the difficult situations 

with the online food delivery, especially when it comes to cleanliness. For instance, 

Hangzhou Daily passed through 14 common online food delivery service platforms 

randomly in August 2014 Seven of them was discovered to be unclean and provide 

false addresses. These restaurants were not frequently supervised by the online food 

delivery platforms or the relevant government office. Thus, this showed that 

problems regarding of online food delivery service are critical and actually happen 

frequently. Therefore, this research aims to investigate the factors influencing 

customers‟ satisfaction towards their utilization on OFD service. 
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1.4 Research Questions 

  

The following below showed the research questions for this research:- 

i. What are the factors that influence customers‟ satisfaction towards OFD 

service? 

ii. What is the relationship between the factors influencing customers‟ 

satisfaction towards their utilization on OFD service? 

 

 

 

1.5 Research Objectives 

 

This research targets to access the factors influencing customers‟ satisfaction 

towards OFD service. The following below showed the main objectives of the 

research:- 

 

i. To identify the factors influencing customers‟ satisfaction towards OFD 

service. 

ii. To investigate the relationship between the factors influencing customers‟ 

satisfaction towards their utilization on OFD service.   


