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ABSTRACT

During these two years, most physical stores or restaurants have been affected by the
global enemy Coronavirus (COVID-19). However, in the current Endemic phase, this matter
is still affected and the responsible parties are still concerned in addressing the issue of this
epidemic. Therefore, restaurants have been mandated by the government to change the
strategy of inside dining services to control the spread of the virus effectively. For those who
remain their business, it is even more important if they turn their restaurant into a food
ordering service through the use of self -service kiosks. Therefore, this study will find out
about the indirect effects of attractiveness of information quality, system quality, service
quality, support and net benefits that influence customer satisfaction when they order food
using self-service during this endemic phase of COVID-19. In addition, perceptions on the
convenience of ordering food by using self -service services and customer satisfaction to
buy food will also be discussed in this research where to improve the information and
knowledge of the study. In completing the study of this research project, quantitative
methods have been selected for data collection and the Statistical Package from the Social
Sciences (SPSS) Version 22 will be used for data analysis.

The constructed questionnaire will be distributed to 150 target respondents as well
as Melaka residents who have ordered fast food used self-service during the COVID-19
endemic and also older adults via URL or Google Form link via WhatsApp, Telegram,
Facebook and other networks. -application based. By analyzing data collected from the
target population, the findings revealed that the five independent variables had a significant
relationship with the dependent and beneficiary variables for McDonald’s restaurants in

adapting to maintain their competitiveness even in the COVID-19 endemic phase.

Keywords- Information quality, System quality, Service quality, Support, Net benefits,

Perceived convenience of self-service kiosk, Customer satisfaction, Melaka people, SPSS.
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ABSTRAK

Dalam tempoh dua tahun ini, kebanyakan kedai atau restoran fizikal telah terjejas
olen musuh global Coronavirus (COVID-19). Namun, dalam fasa Endemik sekarang,
perkara ini masih terjejas dan pihak yang bertanggungjawab masih prihatin dalam
menangani isu wabak ini. Oleh itu, restoran telah diberi mandat oleh kerajaan untuk
mengubah strategi perkhidmatan santapan dalaman bagi mengawal penularan virus dengan
berkesan. Bagi mereka yang kekal sebagai perniagaan mereka, adalah lebih penting jika
mereka menjadikan restoran mereka sebagai perkhidmatan tempahan makanan melalui
penggunaan kiosk layan diri. Oleh itu, kajian ini akan mengetahui tentang kesan tidak
langsung daya tarikan kualiti maklumat, kualiti sistem, kualiti perkhidmatan, sokongan dan
faedah bersih yang mempengaruhi kepuasan pelanggan apabila mereka memesan makanan
menggunakan layan diri semasa fasa endemik COVID-19 ini. Selain itu, persepsi terhadap
kemudahan memesan makanan dengan menggunakan perkhidmatan layan diri dan kepuasan
pelanggan untuk membeli makanan juga akan dibincangkan dalam penyelidikan ini di mana
untuk menambah baik maklumat dan pengetahuan kajian. Dalam menyiapkan kajian projek
penyelidikan ini, kaedah kuantitatif telah dipilih untuk pengumpulan data dan Pakej Statistik

daripada Sains Sosial (SPSS) Versi 22 akan digunakan untuk analisis data.

Soal selidik yang dibina akan diedarkan kepada 150 responden sasaran serta
penduduk Melaka yang telah memesan makanan segera menggunakan layan diri serta
golongan tua semasa penularan COVID-19 melalui URL atau pautan Borang Google
melalui WhatsApp, Telegram, Facebook dan rangkaian lain yang berasaskan aplikasi.
Dengan menganalisis data yang dikumpul daripada populasi sasaran, penemuan
mendedahkan bahawa lima pembolehubah tidak bersandar mempunyai hubungan yang
signifikan dengan pembolehubah bersandar dan benefisiari untuk restoran McDonald's
dalam menyesuaikan diri untuk mengekalkan daya saing mereka walaupun dalam fasa
endemik COVID-109.

Kata kunci- Kualiti maklumat, Kualiti perkhidmatan, Kualiti system, Sokongan, Faedah
bersih, Kemudahan pesanan makanan melalui kiosk perkhimatan layan diri, Kepuasan

pelanggan, Penduduk melaka, SPSS.
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CHAPTER 1

INTRODUCTION
1.0 Introduction

This chapter consisted the information about the background study of researcher topic
which was the importance of self-service quality of McDonald toward customer satisfaction
during the COVID-19 endemic in Malaysia, Melaka. Besides that, researcher also explained
about the capabilities of self-service quality influencing customer satisfaction and believed
that this chapter was a beginning of discussion in order to bring and achieve success research
to the public. In addition, researcher also discussed about background of study, problem
statement, research problems, research objectives, scope of study, limitations of study, and
importance of study.

1.1 Background of study

Self-service technology (SST) is a type of information and communication
technology (ICT) that enables customers to create their own service such as personal service,
self-service, or a combination of both without the assistance of, or with very little assistance
from, employees or service providers (Meuter, Ostrom, Roundtree, Bitner, & Encounters,
2000). According to Lin & Hsieh (2007), an increasing number of consumers are eager to
adopt new technologies in order to construct their own service, and as a result, 'high-touch
and low-tech' tools and devices are increasingly being replaced by 'low-touch and high-tech'
ones. Self-service kiosks (SSK) are used in restaurants to allow customers to place,
customise, and pay for their food and beverage orders, while hotels use them to provide hotel
and local information as well as self-check in or out services. Self-service kiosk (SSK)
technology has been rapidly adopted by quick service restaurants (QSRS) since it saves
labour costs and enhances service speed (Beatson, Lee, & Coote, 2007). Acceptance in
satisfaction with the use of self -service technology at McDonald’s was examined in this
study. According to Wang's (2012) model, the conceptual framework of research is
information quality, quality system, service quality, support, and net benefit based on

research records, related models, and self -service dimensions. Perceived ease of use is



defined as "the degree to which a person believes that using a particular system or
technology will not be painful.” Although perceived pleasure is defined as "the extent to
which the act of using a particular system is rated as pleasurable in itself, independent of
any performance outcomes that may result from the use of the system." The degree to which
a person believes that using a particular technology system will increase productivity,
performance and effectiveness has been defined as perceived usefulness. Finally, customers

prefer the self -service process because they feel more in control.

Figure 1.1: McDonald’s self-service kiosk in Malaysia.

1.1.1 Quick Service Restaurant (QSRs).

When it comes to the kind of services provided by quick service restaurants (QSRS),
there is a lot of variety. There are also drive-through restaurants that do not have tables or
seats and instead collect and deliver orders through a single counter. The orders are usually
pre-made and extremely standardised, with little potential for personalization. These firms
don't rely on profit margins for their services; instead, they rely on foot traffic. Bundle
pricing is a common approach utilised by fast service restaurants. QSRs combine menu items
into a package of complementary meals, such as McDonald's value meal, which includes
fries, a soft drink, and a burger. Customers usually prefer these meals to individual food

items since the former gives them a sense of value and variety for their money.

Service that is quick Restaurants usually operate in chains or franchises because they

profit from the amount of people that visit them. They can harness the footfall frequency



from numerous sites and add to the company's worth by operating multiple stores. These
establishments frequently specialise to complementary food products or a specific food
category, such as McDonald's, which offers a bundle of complimentary meals. McDonald's
Is an example of a quick service restaurant in real life. McDonald's is an American fast-food
chain that began in San Bernardino, California, in 1940 as a restaurant run by Richard and

Maurice McDonald.

Quick service restaurants usually operate in chains or franchises because they profit
from the amount of people that visit them. They can harness the footfall frequency from
numerous sites and add to the company's worth by operating multiple stores. These
establishments frequently specialise to complementary food products or a specific food
category, such as McDonald's, which offers a bundle of complimentary meals. McDonald's
is an example of a quick service restaurant in real life. McDonald's is an American fast-food
chain that began in San Bernardino, California, in 1940 as a restaurant run by Richard and
Maurice McDonald. They renamed their business a hamburger stand and then transformed
it into a franchise, with the Golden Arches emblem first appearing in 1953 at a Phoenix,
Arizona site. Ray Kroc, a businessman, joined the company as a franchise agent in 1955 and
went on to buy the McDonald brothers' franchise. McDonald's had its original headquarters
in Oak Brook, Illinois, but in June 2018, the company relocated its worldwide headquarters
to Chicago.

Figurer 1.2: Quick service restaurants (QSR) in McDonald’s restaurants.



1.1.2 McDonalds’s Fast-food Restaurant.

McDonald's is the world's most profitable restaurant company, with over 69 million
customers served daily in over 100 countries and 37,855 locations as of 2018. McDonald's
Is most known for their hamburgers, cheeseburgers, and french fries, but they also provide
chicken, breakfast, soft drinks, milkshakes, wraps, and desserts. The company has
introduced salads, fish, smoothies, and fruit to its menu in response to shifting consumer
tastes and a negative criticism over the harmful nature of their meals. Figure 1.3 shows some
of the menus offered for breakfast at McDonald’s restaurants. Figure 1.4 shows among the
menus offered for lunch to evening at a McDonald’s restaurant. McDonald's began testing
"Create Your Taste" kiosks in US stores in 2015, allowing customers to make personalised
burgers with high-end ingredients such as guacamole and caramelised onions. In an attempt
to make the appearance more sophisticated, the burgers were presented open-faced 3 with

fries supplied in metal baskets.

® « !, Below
Breakfast RM 1 0
McValue Meals
Nasi Lemak McD + Bubur Ayam Scrambled Sausage { Sausage McMuffin Crispy
Chicken Muffin

Iced Lemon Tea (S) | | McD (S) 4 ‘ Egg Sandwich McMuffin i with Egg

“599§  "7.90 it 85047 ™8.90iT ™9.904F ™9.90iF

*10500 | | ™10.50

- Prices vary ding on P
« Available at selected McDonald's restaurants during breakfast hour :g\ DUAMIN
« Other terms & conditions apply

HALAL

Figure 1.3: McDonalds for Breakfast Menu.
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Figure 1.4: Some of McDonalds Menu.

Customers complained that the burgers were too pricey and took too long for quick
food, so McDonald's stopped down the costly experiment after a year. The fast-food
behemoth, on the other hand, hasn't abandoned its touchscreen ordering system. Rather than
restricting customers to personalised burgers, McDonald's now allows them to order from
the whole menu, pay with a debit or credit card, and have their food delivered to their table.
The difference between this version and the 2015 effort appears to be a focus on convenience
over personalisation. McDonald's has now implemented a self-service kiosk as an
enhancement as well as a cost-cutting measure. Figure 1.5 shows a screen display of meal

options where users can make their own order and payment choices.
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Figure 1.5: Screen Display of Meal Options for McDonald’s Self-Service Kiosk



1.1.3 COVID-19 Pandemic Affected Sectors and Human Lifestyle.

The current coronavirus disease (COVID-19) epidemic has triggered a global public
health emergency. COVID-19 is a beta-coronavirus that could be introduced to humans via
intermediate hosts such as bats, analogous to serious acute respiratory syndrome (SARS).
The COVID-19 outbreak was initially discovered in Wuhan, Hubei Province, China, in late
December 2019. The World Health Organization (WHOQO) designated the COVID-19
outbreak an international public health emergency on January 30, 2020. COVID-19 spread
quickly in China and around the world in the months that followed. However, the number
of positive cases of COVID-19 in Malaysia had increased gradually as the organise of a
Tablighi Jamaat religious event in Sri Petaling, Kuala Lumpur. After few weeks of the
religious event, with the rapid rise of cases, Malaysia has become the highest infected cases

country in Southeast Asia (Elengoe, 2020).

As the increasing infected cases of COVID-19 since March 2020 in Malaysia, the
government had announced the launch of Movement Control Order (MCO) in case to
mitigate the transmission of viruses by social distancing among public. With the
announcement of MCO, it also led to the restrictions of public and permanent closing down
of some businesses. Thus, the economy of country which comprises various sectors been
affected by COVID-19 pandemic (Che Omar et al., 2020). The outbreak of COVID-19 is a
long-term challenge worldwide as did not have the expected time to stop spread among
public. Figure 1.6 shows the statistics of infected cases COVID-19 worldwide from Ministry
of Health of Malaysia (MOH) updated until 16th December 2020. From the figure, it had
clearly stated that the total infected cases of COVID-19 pandemic in infected country

worldwide.
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Figure 1.6: Statistic of Infected COVID-19 Cases Worldwide

COVID-19 causes isolation because people must stay at home to avoid infection,
and that this is likely to experience negative impact on people's physical and mental health.
Previous research has shown that government activities linked to spatial separation are
beneficial public health interventions; nevertheless, they may also induce health concerns
such as psychological discomfort and fear in addition to COVID-19 infection. In these
situations, healthcare should be recognized because there is now no reliable remedy for this
condition, and its resolution, other from vaccination, remains uncertain. To stay safe and
preserve health and quality of life, it is critical to prioritise the preventative strategy used in

Korea.

A good health is vital in terms of prevention. In research, lifestyles have been
characterised in a variety of ways and are still being investigated. Park (2019) defines
lifestyle as a complicated term including awareness of one's living, beliefs, and personality

that may be categorised as per life on this planet patterns. According to the WHO definition



