DETERMINANT OF CUSTOMER SATISFACTION IN THE CONTEXT OF MOBILE
APPLICATION OF ONLINE FOOD DELIVERY SERVICE

MUHAMMAD FAIZ BIN ABD AZIZ @ ABDUL MAJID
2017267254

BACHELOR OF BUSINESS ADMINISTRATION
WITH HONORS (MARKETING)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
KAMPUS BANDARAYA MELAKA

JULY 2020



DECLARATION OF ORIGINAL WORK

BACHELOR OF BUSINESS ADMINISTRATION
WITH HONORS (MARKETING)
FACULTY OF BUSINESS MANAGEMENT
UNIVERSITI TEKNOLOGI MARA
“DECLARATION OF ORIGINAL WORK?”

I, MUHAMMAD FAIZ BIN ABD AZIZ@ABDUL MAJID.

Hereby, declare that:

» This work has not previously been accepted in substance for any degree, locally or
overseas, and is not being concurrently submitted for this degree or any other degrees.

» This project paper is the result of my independent work and investigation, except where
otherwise stated.

» All verbatim extract have been distinguished by quotation mark and sources of my
information have been specifically acknowledged.

Signature: Date:



ACKNOWLEDGEMENT

The opportunity given to conduct this project paper was such an honour to me
because this mean that I on my way to finish my studies in Bachelor of Business
Administration with Honors (Marketing). I praised to Allah, The Almighty for giving me
a chance and opportunity which help me through all this journey in order to complete my

study in this university. I am well aware without His permission to do this research.

The next gratitude was for my parent who always supporting me in term of financial
and advice during my studies and always be there when I was struggling to complete this
research. They always remind me to divide my time with other work and I am sure my

parent will always pray for my successful life.

Next, I would like take this opportunity to thanks my advisor, Madam Zainah Binti
Jalil for helping me and guiding me to complete this project paper. Not forget also to my
second examiner Madam Aemillyawaty Binti Abas who gave their time to answering my

question and notified me about this project paper need to complete.

Lastly, I would like to thankful to all my fiancé, sibling and all my friends around
for such having a support to me. They keep my spirit up and always there for helped me
find my way when I lost on track. Not forget also, I am grateful and proud to myself for
successfully going through all up and down until I completed my degree. Thank you again,

to all of you.



ABSTRACT

Using a mobile application, people easy to select any of their favoured restaurant and
choose the menu and buy the food easily. In Malaysia, introducing online food delivery application
make someone easy to order the food via online platform. In fact, past studies had found that there
is demand from customer to ordering food and delivered to their home by using an application
because it make easier for customer buy a food that they want from their favourite restaurant. As
a result, most of new company have been develop an application as a third party provider that
provide an application for restaurant and customers. But there is some issue such as poor quality
system configuration, delivery time longer than expected and information was not up to date in the
application. Hence, this study was conducted to identify the relationship between independent
variables (factors of mobile application) which are ubiquitous connectivity, contextual offer,
transaction accuracy and content quality with dependent variable, customer satisfaction, using
mobile application of online food delivery service. This study was conducted in two geographical
area which is in Melaka and Negeri Sembilan. The research objective is to determine the
relationship between independent variables independent variable (ubiquitous connectivity,
contextual offer, transaction accuracy and content quality) and dependent variable (customer
satisfaction). The data collected has been analysed through software SPSS 23.0 version in order to
get reliability analysis, frequency analysis, descriptive analysis and multiple regression analysis.
Result showed that there is a significant relationship between transaction accuracy and content
quality with customer satisfaction while ubiquitous connectivity and contextual offer did not have
significant relationship with customer satisfaction. Content quality is found to be the most

influential factors towards customer satisfaction
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