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Foreword 

The papers compiled in these e-proceedings are papers presented online at Technology, 

Science, Social Sciences and Humanities International Conference 2022 (TeSSHI 2022) held on 

30 June 2022 at Universiti Teknologi MARA (UiTM) Cawangan Kedah, Kedah, Malaysia. With 

the theme, Reengineering Knowledge and Creativity for Global Excellence, the conference 

has brought together presenters of diverse background who shared their conceptual and 

empirical papers in broad areas that are subsumed under the fields of Technology, Science, 

Social Sciences and Humanities. These e-proceedings comprise current researches that were 

undertaken with the rigorous endeavour of knowledge enhancement to ensure that the world of 

academia will continue to flourish. It is thus hoped that readers will significantly benefit from 

knowledge contained in these proceedings. 

 

TeSSHI 2022 and these e-proceedings would not have been possible without the great efforts 

from the presenters, and the generous support from the TeSSHI 2022 committee members and 

the Rector of UiTM Cawangan Kedah, Prof. Dr. Mohamad Abdullah Hemdi. A heartfelt gratitude 

is extended to all involved. It is hoped that these e-proceedings will be an impetus to stimulate 

futher studies and research that benefit the society at large. 
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ABSTRACT 

 
The internet is one of the fast-growing media around the world that make people do things 

easily and conveniently just at the tip of their fingers. Online food purchase has offered more comfort 
and flexibility to the customer. Therefore, the existence of online food purchase through online 
application have contributed to the expansion of various food companies. Thus, it has created a 
competitive environment among the online food companies to satisfy their customer. This study was 
conducted to analyse several factors that influence customer satisfaction in the scope of online food 
delivery. Factors such as food quality, service quality and ease of website has been identified to 
influence the customer satisfaction towards online food delivery. The data of the study were gathered 
from N=171 respondents that comprises of students from the hotel and tourism program through an 
online survey. The data received were analysed and discussed in relation to the factors of food 
quality, service quality and ease of website that may influence the customer’s satisfaction. The 
findings indicated that food quality, service quality and ease of web does have the significant 
correlation towards the customer satisfaction. Several recommendations were provided as a way 
forward for the similar research to be conducted in future.  

 
Key Words: online food delivery, food quality, service quality, ease of website 
 

INTRODUCTION 

Nowadays, people can buy anything through the websites. The existence and popularity of 
Internet has transforms the customer’s buying behaviour from the traditional way to the online 
transactions (Yang & Xie, 2019). Based on the statistic, there were 8.5 billion mobile connections 
and 5 billion of subscriptions, mobile phones have been used by people to communicate worldwide 
(Ahmad, 2019). Besides texting and make a call, Lin and Lu (2015) stated that Social Networking 
Sites have developed many social networking applications such as Facebook and Twitter for mobile 
phone users to engage with each other regardless of time and place. This statement was supported 

mailto:afifahhusna24@gmail.com
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by the statistic reported by MCMC (2018) in which social networking contribute around 85.6% rather 
than texting.   

Advance in technology have led people on the greater use of mobile services (Ahmad, 2020). 
The development of the technologies has led to an active customer that engaged in various 
commercial activities, such as gathering information, comparing, purchasing, and providing 
feedbacks (Carlson et al., 2019; Thakur, 2016). Online mobile application has been seen as the 
most effective platform for the firms to engage with their customers within wide range of area (Kapoor 
& Vij, 2018). Therefore, e-service has grown rapidly align with the Internet adoption. The mobile 
platform has revolutionized the manner in which companies maintain customer relations by creating 
personalized experience (Kapoor & Vij, 2018; Lai, 2015).  

According to Ying & Fengquan (2013), food applications was the second most downloaded 
apps by Apple iOS users. A study reported that 44% of adults in U.S have used this online food 
services with 23% of food retailers that provide the service in 2011. Besides, this service was 
estimated to reach $968 million with growth rate of 17.7% since 2018-2022 (Prabowo & Nugroho, 
2019). Malaysia itself had a value of RM253 million for home delivery market, which reported by 
Euromonitor in 2015 that expected this amount to continue growing at 11% per annum since 2014 
(Yeo et al., 2017). Therefore, growing align with the other countries, the Food and Beverage industry 
in Malaysia has been hit with a new wave of online food delivery too. According to EC Milo, (2018), 
Malaysia has start-ups the battlefield of the online food delivery industry since 2017. It started with 
Food Panda that become the first company that started the new trend of food delivery besides 
Domino’s and other pizza delivery company. Following that, other food delivery companies such as 
Uber Eats that started in Kuala Lumpur almost at the same year and Deliver Eat which is based in 
Penang start their services. Since then, food delivery company such as Dah Makan and Grab Food 
has joined the industry which increase food delivery market size.  

The web-based food delivery companies have gained its popularity besides it has provides 
benefits among its consumers. However, there is also challenges faced by the food delivery 
company with relates to the maintaining customer’s satisfaction and loyalty as reported by (Alalwan, 
2020). Liao et al. (2006) indicates that among factors that effect the customer’s satisfaction is the 
quality of electronic service (e-service) that provided by the company’s website. The customer 
described the company’s website should provide important and useful information (Kim et al., 2016). 
Other than that a research conducted by Yeo et al. (2017) found that some customers might still find 
this online purchases as a risky transaction especially for the first-time user. 

On other aspect, according to Ha and Jang (2010) mentioned that food quality are among the 
important element of the overall performance of the food that effect the customer experience in which 
fulfil the customer needs is. In addition, Namkung and Jang (2007) stated that freshness of food, 
food temperature and the taste of food are the common measures of food quality. They also stated 
that food quality has a significant role that affect customer satisfaction. However, considering the 
important role of food quality, there are less studies of this attribute in the context of Online Food 
Delivery services (Suhartanto et al., 2018). Therefore, to fill in this gap, it is important to do a study 
which looking on how important the food quality, service quality, and website ease to achieve 
customer satisfactions. This is because the customer’s expectations from their satisfactory online 
purchases will lead to customer loyalty and repurchase intention. 

 

LITERATURE REVIEW 
  
The existence of online food delivery services could be the attributes of the changing in 

people’s lifestyle especially urban customers. For people in the digital era especially those in urban 
areas, having a quick and convenient meals really helps them in their busy working day (Chai & Yat, 
2019). The variety of food services that are readily available allow them to have a convenient meal 
without having to prepare the meals themselves or rush into the traffic to dine in or buying from 
restaurants and bring back to their places. This suits the statement by Bashir et al. (2019), which 
stated that people with less of time due to their busy daily activities will  tend to look for instances 
where they could save time. 
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The trend of having a quick and convenience meals have changed on how the customer 
purchase their meals. Despite of the changing in customer behaviours, many food providers has 
joined this digital channel of food industry to fulfil the needs of those people besides grabbing more 
sales using the channel. For example, Grab Food and Food Panda in Malaysia are food delivery 
companies that partner up with other food and beverage providers. However, this new trend of food 
and beverage industry are being poorly understood by the service and food providers which may 
affect the number of consumers that use the channel (Yusra & Agus, 2020). In order to sustain in 
the new market, the service providers must be fully understand on how customers perceive this 
service to be delivered (Yusra & Agus, 2020). Therefore, this study will investigate on how the food 
quality, service quality and website ease may affect the customer satisfactions in order for the 
service providers to sustain in this competitive market.  
 

Food Quality on Customer Satisfaction 

 

A research by Namkung & Jang (2007), food quality is evaluate in the measure of freshness, 
food temperature and food presentation. Food quality is an important measure and significant to 
both online and offline food suppliers to gain repurchase intentions in Food and Beverage industry 
(Yuchen, 2020). According to Prabhash (2020), cleanliness and hygiene are being considered by 
the customers during online food delivery to customers. Therefore, if the food quality is not 
controlled, there will be more complaints by the online customers in term hygiene and cleanliness 
issues. At the end of the day, the demand of this service will decrease as effect of this factor. 

Due to its essential position, along with other factors, the quality of food has been empirically 
studied in numerous research. Compared to other variables, past study conducted by Sulek and 
Hensley (2004) prove that compared to other variable such as quality of service, customer 
satisfaction is mainly influenced by the quality of food. Namkung and Jang (2007) have reported the 
essential role of food quality in influencing customer satisfaction and intention to buy from the 
restaurants.  

Considering the reported studies, it is anticipated that providing a good quality of food to the 
customers in this market have a positive effect on customer satisfaction. Specifically, it is postulated 
that: 

RH1: There is a relationship between food quality and online customer’s satisfaction. 
 

Service Quality on Customer Satisfaction 
 

In service context, service quality is defined in two dimensions which are technical and 
functional service quality. Basically, technical service quality is measure as the food quality which is 
the output of the service while functional service quality is the process of services and interactions 
between the service providers and customers which define as the service quality. According to 
Namkung and Jang (2007), there are positive relationship between both of these quality of service 
and customer satisfaction. Moreover, based on the study by Ha and Jang (2010), it is stated that 
various attributes of service quality have an impact on customer satisfaction.  

Considering the reported studies, it is anticipated that providing a good quality of service to the 
customers in this market have a positive effect on customer satisfaction. Specifically, it is postulated 
that: 

RH2: There is a relationship between service quality and online customer’s satisfaction. 
 

Website Ease on Customer Satisfaction 

 

Website ease is defined as the degree to which the website enables secure and profitable 
browsing, ordering and distribution of goods and services (Zeithaml et al., 2002). When making 
online purchases through the websites, customers are expecting the effortless and high-quality of 
website (Caruana & Ewing, 2010). Besides, stated that having a good quality of website which 
facilitate the users will likely persuade them to revisit the websites and gain customer loyalty. 
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Therefore, the ease of the website is an important in online food delivery services which this channel 
uses website as the tools of communication between service providers and customers.  

Considering the reported studies, it is anticipated that providing a good website in which 
convenience to the customers have a positive effect on customer satisfaction. Specifically, it is 
postulated that: 

RH3: There is a relationship between website ease and online customer’s satisfaction. 

 

Underlying Theory: Spill Over Theory 

 
The Spill Over Theory was introduced by Willensky in 1960 (Sirgy et al., 2001). This theory 

explains that experience in one aspect of individual life may influence satisfaction in another. This 
theory also have been used by many previous researcher in hospitality industry. Kim et al., (2018) 
have used this theory before to explain the effects of employee perception on corporate social 
responsibility on job satisfaction.  Moreover, a study by Sthapit et al., (2017) which used Spill Over 
theory in the research have reports the relationship between tourist behaviours in both their home 
and holiday environments. 

From Online Food Delivery perspectives, this theory have been used in a study by Suhartanto 
et al., (2019). The study analysed the role of e-service quality and food quality which effect the loyalty 
toward online food delivery service. From the study, customers’ experience with online service are 
expected to affect their feelings toward the food purchased. The customers’ experience postulated 
in the study is define as the purchasing and delivering process before customers consume the food 
they have purchased.  As this study aim to see how food quality, service quality and ease of website 
effect customer satisfaction, this theory was applied. 
 

Conceptual Research Model and Hypotheses 

 

Figure 1 illustrates the study model and the relationship between the variables used in the 
study. The independent variables identified were food quality, service quality and ease of website.  

 

 
 

Figure 1: Conceptual Research Model 

 

METHODOLOGY 
 

The Sampling Technique 

 

A cross-sectional survey design was conducted among the users of the online food delivery 
company who are among the university students. A judgmental sampling technique was employed 
to determine the sample of the respondent. Using the power analysis tools such as G*Power, help 



 
 

~ 90 ~ 

 

the researcher to compute the sample size of the study. The calculated sample size predicted by 
the software was 134 respondents.    

 

Data Collection Method 

 

This study used an online survey as the method of capturing respondents’ data is the 
quickest and is the easiest way to reach the respondent identified. This is because, about 82.3% of 
Internet users have been stated of using Internet as the method of distributing news and raising 
awareness of an issue (MCMC, 2018). Moreover, with the new advanced technology, people have 
used Internet to distribute questionnaire and forms to the public in a quickest way (Wright, 2005). 

 

Measures 

 

An instrument for the data collection was developed in previous related studies to ensure 
validity and reliability. There were six items measuring food quality which are adopted from  a study 
by Suhartanto et al. (2018). The items asked whether the users feel the taste of food, variety of food, 
presentation of food or options of healthy food is considered as the measurement of food quality. 
The reliability tested was at .77. There were four items measuring service quality from Ha & Jang 
(2010). The items asked the respondents whether the online food delivery company deliver the food 
as ordered and provides quick service. The reliability was tested by Ha and Jang (2010) was at .84. 
Furthermore, twelve items measure the ease of using the website that were adapted from Caruana 
& Ewing (2010). The items measure whether it is quick and easy to make transaction using the 
website and whether the websites provide in-depth information regarding the products offered. The 
reliability was tested at .84 as noted by Caruana and Ewing (2010). Finally, the dependent variables 
which is the customer satisfaction adapted from the past study conducted by (Pham & Ahammad, 
2017). The items asked whether the users are satisfied with their purchase experience from the 
website and the post-purchase experience through from the website. The reliability result as test by  
Pham & Ahammad (2017)was at .92. 

 

DATA ANALYSIS AND FINDINGS 
 
Respondents Profile 
 

The survey was conducted online and distributed to students of Faculty Hotel and Tourism 
Management using social media platform. The responses were collected from the middle of 
December 2020 till the end of the month which resulted in 205 respondents received. However, 34 
of the respondents were eliminated as they have no experiences in using online food delivery 
service. In total there were only 171 respondents that were to be analysed. The data collected 
showed that 38 (22.2%) of the respondents enrolled in a degree program and another 133 (77.8%) 
respondents enrolled in a diploma program. Based on the result, most of the students use online 
food delivery at home which accounted to 104 (60.8%) respondents compared to only 67 (39.2%) of 
the respondents use the service while there were in the campus. In terms of frequency in using 
online food delivery service, it revealed that 59 (34.5%) respondents mostly used online food delivery 
service twice a week. Furthermore, the data collected showed that 117 68.4% of the respondents 
used Food Panda as their preferred online food delivery company. The data analysis also found that 
79 (46.2%) of the respondents have used the online food delivery company for about 1-2 years. 
Finally, out of 171 respondents, 75 (43.9%) respondents choose debit or credit card transaction as 
their preferred payment method when completing their transaction. Table 1 present the respondent 
profile of the study. 
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Table 1: The Demographic of Respondents 

 

Demographic 

Items 

 Frequencies  

(N=171) 

Percentage  

(%) 

 
Age: 

 

 
18-20 
21-23 
24-27 

 
120 
41 
7 

 
71.6 
23.0 
4.1% 

Gender: 
 

Male 
Female 

63 
108 

36.8 
63.2 

 
Frequency of using 
the online food 
delivery: 

 

 
Once a week 
Twice a week 
Once a month 
Twice a month 
Others 

 
24 
59 
45 
37 
6 

 
14.0 
34.5 
26.3 
21.6 
3.6 

 
OFD company that 
mostly used: 

 

 
Food Panda 
Grab Food 
Dah Makan 
Bungkus It 

 
117 
38 
15 
1 

 
68.4 
22.2 
8.8 
.6 

 
Duration in using the 
service from the OFD 
company: 

 
 
 

 
0-11 months 
1-2 years 
3 years and above 

 
21 
79 
71 

 
12.3 
46.2 
41.5 

The location of using 
OFD service: 

 

At home 
In campus 

104 
67 

60.8 
39.2 

  Payment method    
  that mostly used: 

 

Cash on delivery 
Financial Process 
Exchange payment 
gateway (FPX) 
E-wallet 
Debit or credit card 
transaction 

70 
19 
 
 
7 
75 

40.9 
11.1 

 
 

4.1 
43.9 

 

 

ASSESSMENT OF HYPOTHESES 
 
H1: The relationship between food quality and online customer’s satisfaction 

 
The relationship between food quality and customer’s satisfaction was investigated using 

Spearman’s rank order correlation (rho). Preliminary analysis was performed to ensure no violation 
of assumptions of normality. There was a strong, positive correlation between food quality and 
customer’s satisfaction which is rho value = .569, n = 171, p < .0005. Table 2 shows the results of 
Hypotheses 1 of the non-parametric correlations between food quality and online customer’s 
satisfaction. 
 

H2: The relationship between service quality and online customer’s satisfaction 

The relationship between service quality and customer’s satisfaction was investigated using 
Spearman’s rank order correlation (rho). Preliminary analysis was performed to ensure no violation 
of assumptions of normality. There was a medium, positive correlation between service quality and 
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customer’s satisfaction which is rho value = .462, n = 171, p < .0005. Table 2 shows the results of 
Hypotheses 2 of the non-parametric correlations between service quality and online customer’s 
satisfaction. 

 
H3: The relationship between ease of website and online customer’s satisfaction 

The relationship between ease of website and customer’s satisfaction was investigated using 
Spearman’s rank order correlation (rho). Preliminary analysis was performed to ensure no violation 
of assumptions of normality. There was a strong, positive correlation between ease of website and 
customer’s satisfaction which is rho value = .539, n = 171, p < .0005. Table 2 shows the results of 
Hypotheses 3 of the non-parametric correlations between ease of website and online customer’s 
satisfaction. 

Table 2: Result Correlation of Variables 

  Food  
Quality 

Service Quality Ease of 
Website 

Customer 
Satisfaction 

Food Quality Correlation 
Sig (2-tailed)  
N 

1.000 
 

171 

  .569 
.000 
171 

 
Service Quality Correlation 

Sig (2-tailed)  
N 

 1.000 
 

171 

 .462 
.000 
171 

 
Ease of 
Website 

Correlation 
Sig (2-tailed)  
N 

  1.000 
 

171 

.539 

.000 
171 

 
Customer  
Satisfaction 

Correlation 
Sig (2-tailed)  
N 

.569 

.000 
171 

.462 

.000 
171 

.539 
.000 
171 

1.000 
 

171 

 

DISCUSSION AND CONCLUSION 
 
RH1 proposed that there is a positive relationship between food quality and online customer 

satisfaction. The result of the data analysis showed that a strong, positive correlation exist between 
food quality and customer’s satisfaction which is rho value = .569, n = 171, p < .0005. Thus, the RH1 
is supported. This indicated that the customers were satisfied with food temperature, the taste, the 
presentation, the packaging, cleanliness, and the portion size of the food when delivered to the 
customer by online food delivery company. This result also aligned with research conducted 
previously by Zulkarnain et al. (2015) which reported that food quality have a positive relationship 
with customer satisfaction. Moreover, Liu et al. (2017) stated that food quality is one of the factors 
that influence customer’s experience with the service provided and increasing the customer’s 
repurchase intention.  

RH2 proposed that there is a positive relationship between service quality and online customer 
satisfaction. The result of the data analysis showed that a medium, positive correlation exist between 
service quality and customer’s satisfaction which is rho value = .462, n = 171, p < .0005. Thus, the 
RH2 is supported. This indicated that the customers were satisfied with the food that were delivered 
within the stipulated time frame as stated on online food delivery websites, the online food delivery 
personnel with a pleasant personality, responsive customer service personnel and efficiency of 
ordering from the online food delivery website. This result also aligned with a research conducted 
by Jeon and Jeong (2017) which reported that customer satisfaction is determined by quality of 
service experienced by the customers. Moreover, to support this research, Alalwan (2020) stated 
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that when the quality of service met the customer’s expectations, they are more likely to be pleased 
on their experience with the company. 

RH3 proposed that there is a positive relationship between website ease and online customer 
satisfaction. The result of the data analysis showed that a strong, positive correlation exist between 
ease of website and customer’s satisfaction which is rho value = .539, n = 171, p < .0005. Thus, the 
RH3 is supported. This indicated that the customers were satisfied with the ease of finding 
information in the online food delivery website, uncomplicated website, delivered promises that were 
accurately informed, status of ordering and receiving that can be viewed, quick and safe transaction, 
items ordered recheck process and list of various food companies that were listed in the online food 
delivery website. This result also aligned with a research conducted by Suhartanto et al. (2019) 
which stated that ease of website are particularly important for online food delivery services as the 
interaction between the online food delivery and their customers is only through the online food 
delivery website. The result of the hypotheses testing aligned with a research conducted by Dwivedi 
et al. (2019) which stated that ease of website leads to high customer satisfaction and stronger 
intentions to use the website. Moreover, to support this research, Jeon and Jeong (2017) stated that 
ensuring ease of website is imperative to meet customer satisfaction and obtain customer loyalty. 
Furthermore, Pee et al (2019) stressed that the success of the online food delivery company is more 
likely based on the high level of website ease. 

 

SIGNIFICANCE OF STUDY 
 

This study was conducted to confirm that food quality, service quality and ease of website do 
have a positive relationship with online customer’s satisfaction. From the data analyse, the 
hypotheses testing results show that food quality and ease of website have a strong and positive 
relationship with customer satisfaction while ease of website have a medium and positive 
relationship with customer satisfaction. This result confirmed the theoretical framework illustrated in 
Figure 1.  

According to Chandrasekhar et al. (2019) the ordering of food online has becomes a normal 
practice and trend based especially among  students and workers. Therefore, this study seems to 
be just appropriate to be carried out for the online food delivery company to find out what they were 
lacking besides upgrading their quality of service to obtain users’ loyalty. This is because, users are 
switching to other brands as they are not satisfied with the service provided by the online food 
delivery company (Chandrasekhar et al., 2019).  

In this study, the responses were analysed to determine the whether the online food delivery 
companies have provided the best services that met their customer’s satisfaction. From the results, 
the data shows that food quality an ease of website that was provided by the online food delivery 
companies have met their customer’s satisfaction with a rho value of .569 and .539 respectively. 
However, the quality of service provided by online food delivery with rho value = .462 shows that this 
factor may still have rooms for improvements 

 

Limitation and Suggestion for Future Research 

 
Similar with any other study, there were some limitations in this study. Firstly, the diversity of 

the sample is limited. This study only concentrates on students studying at diploma and degree 
program only one public university which does not represent other public and private higher learning 
institution in Malaysia. Future research may consider including students from other public and private 
higher education in Malaysia. The larger sample size will increase the generalizability of the results. 

Next, the questionnaire was designed using quantitative method in which the respondents may 
only respond to items prescribed in the designed questionnaire. This method may ignore other 
respondent demands while using online food delivery services. Therefore, future researcher could 
consider qualitative method through interviews or focus group to render diverse results. 

Lastly, this study only focused on three factors affecting customer satisfaction which are food 
quality, service quality and ease of website. This study was conducted to apply the concept which 
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have been studied by previous researchers to hospitality students in Malaysia. Future research may 
consider exploring other variables such as company image, customer value and customer 
behaviour. In addition, future study may also consider mediating variables such as gender as the 
control factor in mediating the relationship between food quality, service quality and ease of website 
towards customer satisfaction. 
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