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Abstract 
This study investigates the relationship between food quality and online food delivery service 
towards customer satisfaction during the COVID-19 pandemic. The research employed a non-
probability sampling technique and a convenience sampling technique. A total of 385 
respondents were taken as a sample, and the data was collected through an online 
questionnaire survey. Statistical Package for Social Science (SPSS) Version 26.0 software was 
used to determine the study's outcome. To summarize the key characteristics of the collected 
data, descriptive statistics are employed to analyze the relationship between variables, and a 
series of analyses were carried out by using Pearson Correlation Coefficient. The findings 
showed a positive result of food quality and online food delivery services toward customer 
satisfaction during the Covid-19 pandemic in Bukit Mertajam, Penang. This study met its main 
objectives by validating that food quality and online food delivery services has a significant 
influence on customer satisfaction during the COVID-19 pandemic. 
Keywords: Food Quality, Online Food Delivery Services, Customer Satisfaction, Covid 19 
 
Introduction 
Topics related to changing the business landscape or the new way of doing business have been 
intensively discussed recently due to the COVID-19 pandemic. During the COVID-19 pandemic, 
the economic situation's urge for food expediency intensified due to many businesses joining 
the food delivery service movement. Restaurants either depend on third-party delivery 
companies or develop their own online ordering system to offer this service to customers. This 
revolutionary method of conducting business has increased in number, particularly among 
youthful, busy, and working individuals (Yusra & Agus, 2019) during the COVID-19 pandemic. 
Online food delivery services (OFD) have aided in advancing consumer preferences. Online 
food delivery services could be viewed as a quick and convenient method for consumers to 
order food with a few clicks without visiting the physical restaurant, especially during the 
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COVID-19 pandemic. Moreover, consumers' dependency on technology has compelled them 
to do all transactions online, even having cooked food delivered to their doorstep. 
 
Online Food Delivery (OFD) services are a fast-growing platform in the food industry because 
of their easy access to consumers. Consumers have greatly utilized the OFD services, especially 
during the recent outbreak of the COVID-19 pandemic, which encourages the public to 
practise social distancing. The pandemic has reduced the public to dine-in at restaurants, thus 
making more and more consumers choose OFD. Furthermore, Guan et al (2020) also 
researched the consequences of OFD on restaurant enterprises predicting that OFD services 
will become a trend as the customer slowly but surely adapts to the online buying habit and 
culture. Another research by Prabowo et al (2019) explored the study into the elements that 
influence OFD services. However, there still is not much research in addressing the level of 
food quality and customer satisfaction using OFD.  Hence, the aspect of OFD to meet customer 
satisfaction can be studied, and information can be added to the literature. 
 
In line with the preceding notion, issues related to food quality and OFD services are long 
becoming one of the central issues and attention among researchers (Abdullah et al., 2018; 
Anaraud, 2020; Aprilivianto et al., 2020; Herawati et al., 2021). Food quality in the context of 
typical, traditional and physical restaurant services is related to a multidimensional facet that 
encloses taste, freshness, temperature, and also customer waiting time. Nevertheless, in the 
context of online food delivery service, this situation might be different compared to 
traditional or typical physical restaurant service as the customer is not in the restaurant to 
evaluate the food and worst scenario, food quality may deteriorate in terms of taste, texture 
and freshness during the delivery if both the food and delivery operator is not prioritising care 
and proper handling. If this happens, it will also lead to other problems like spoilage or food 
poisoning, thus will jeopardise customer satisfaction. Besides, it can become additional 
information for OFD corporations for strategic reference to attract consumers' intention and 
improve their services. Issues related to food quality for OFD services, particularly for food 
and beverage delivery, is the food product potentially spoiled during delivery and meals 
delivered at a sun-optimal temperature that reduces the quality of food products. Aprilivianto 
et al. (2020) revealed that the perceived ease of use of OFD applications, like long download 
time and poor website design will limit customer usage. Thus, various aspects shall be studied 
by OFD providers to meet customer satisfaction. Therefore, this research aims to discover the 
online food delivery services toward customer satisfaction in Penang during the COVID-19 
pandemic. Furthermore, the study also determined the relationship between food quality, 
service quality, and perceived ease of use with customer satisfaction in food delivery services 
during the pandemic in Bukit Mertajam, Penang. 
 
Literature Review 
Food Quality  
According to Abdullah et al (2018), the quality of the food is one of the most important factors 
in customers' food selection. Customers' assessments of food quality are often based on their 
expectations and actual consumption experiences. As a result, it is critical to understand how 
customers perceive and evaluate food quality because their purchasing decisions depend on 
these assumptions. Based on this knowledge, food quality may be an important factor 
influencing the consumer's purchase experience (Sjahroeddin et al., 2018). Research done by 
Chamhuri and Batt (2015) said that food preferences depend on sensory aspects such as taste 
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and texture, as well as non-sensory characteristics such as health, religion, and ethics. 
Researchers occasionally include religious markers in food quality variables, such as halal food 
indicators. After reviewing existing research on food quality, Namkung and Jang (2007) came 
up with six questions on food quality that did not include religious indicators. Presentation, 
diversity, a healthier alternative, flavours, freshness, and temperature are all indicators to 
consider. Sjahroeddin et al (2018) has proven that food quality is the primary factor that 
results in customer satisfaction. This is because food is the core product of online delivery 
services that plays the most important role in customer expectations. In other words, 
customers will prioritise good product quality then only service quality and other factors. Thus, 
the researchers suggest that the food delivery services provider should put effort into 
selecting businesses that provide food with high quality. 
 
Perceived Ease of Use of Online Food Delivery Applications  
Okumus et al (2018) define it as the degree of ease associated with the use of technology. 
According to Pitafi et al (2020), perceived ease of use influences users' attitudes and 
intentions. Moreover, perceived ease of use of OFD applications substantially influences user 
satisfaction and desire to utilise an information system in the future (Baki et al., 2018). Hansen 
et al (2018) subsequently reinforce this positive relationship between perceived ease of use 
of OFD applications and customer satisfaction. According to Hussien & Mansour (2020), 
perceived ease of use of OFD applications is shown to have a positive relationship with 
customer satisfaction towards online food delivery services. The research is carried out to 
examine factors affecting customer satisfaction towards mobile food ordering applications. 
The research uses a convenient sampling technique to collect data from 171 respondents. 
Perceived ease of use of OFD applications is proven to positively impact customer satisfaction 
because the customer will only be satisfied when the minimum mental effort is required to 
order food delivery. The more convenient the application is, the higher the customer 
satisfaction. 
 
Customer Satisfaction  
Customer satisfaction is defined as the positive or negative feeling of consumers resulting 
from analyzing the whole buying process from confirming the order (Zhang et al., 2013). 
Customers are considered satisfied when the actual quality or performance of the product is 
better than their expectations (Szymanski & Henard, 2001). According to this concept, if 
customers have a positive experience with online food delivery services that meet or exceed 
their expectations, they are more likely to be satisfied and encouraged to use them again. As 
long as customers are satisfied with their experience with online food delivery services, they 
are expected to remain loyal to the services and intend to use them again in the future 
(Amoroso & Lim, 2017). According to Gizaw and Nguyen (2014), customer satisfaction is 
critical in increasing public attention to using certain e-hailing food delivery services regularly. 
This can enable the firms to have a group of regular customers who trust them. They will also 
continuously support the business since they are satisfied with the quality of the e-hailing food 
delivery services. As a result, this enables online food delivery service providers to improve 
their customer loyalty to ensure long-term goodwill (Rahim & Yunus, 2021). Laran and 
Espinoza (2004) also support this, who states that customer satisfaction is a significant 
antecedent variable contributing to consumer loyalty.  
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Methodology 
Research Design  
This study is designed as descriptive research that uses quantitative data, aiming to determine 
online food delivery services toward customer satisfaction during the COVID-19 Pandemic in 
Penang. According to Goertzen (2017), quantitative research approaches focus on gathering 
and processing structured data that may be represented numerically. The hypothesis testing 
procedure is used to explain the relationship between the independent and dependent 
variables. The independent variables used in this study are food quality, while the dependent 
variables are customer satisfaction. The quantitative research design in this study is 
correlational research which uses statistical data to identify the significance of the relationship 
between two or more variables. For instance, this study wants to explore the nature of the 
relationship between the determinants of food quality on how its influences customer 
satisfaction toward online food delivery service during the COVID-19 pandemic in Bukit 
Mertajam. 
 
Population and Sampling 
The population is the whole set of a group that will be examined in ways to construct the 
research findings. According to the Department of Statistics Malaysia (2021), the population 
of Penang is around 212,329. The specific target population for this study is the consumer who 
has experienced ordering online food delivery services in Penang. The scope of the study for 
this research is individuals who usually order their food to get satisfaction with food quality 
were categorized by age into young adults at age 18-35 years old. In this study, we have 
employed a non-probability and convenience sampling techniques for the sampling method. 
The questionnaire was provided using online messaging applications, specifically WhatsApp 
and Telegram. The advantages of this strategy are that it is affordable, fast, and effective at 
gathering data. Using Krejcie and Morgan method (1970), the sample size needed is 
approximately 385. The sample size should be among consumers who experienced using 
online food delivery services in Penang. The study findings involving external and internal 
validity will be improved when sample criteria are carefully chosen. The sample size is the 
number of selected respondents from the population when the survey questionnaire is 
distributed. 
 
Data Collection Procedure 
This study will use both primary data and secondary data to collect information. Primary data 
is collected via Google Forms questionnaires, which will be given to our target users using 
online messaging platforms such as Telegram and WhatsApp. Moreover, the personal 
information of the respondents is kept with a consent cover letter to secure the anonymity of 
respondents as part of the research and the data will not be shared under any circumstances. 
This method was chosen for its cost-effectiveness, easy to construct, and respondents can give 
more accurate information to the study. Moreover, this study used secondary data related to 
problems in our study. The article and secondary research material can be found through the 
E-resources using an online database of PTAR UiTM for students to access all reliable 
secondary data sources such as articles, journals, and other related papers for research 
purposes. 
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Research Instrument  
The survey instrument consisted of five sections: A, B, C, D and E; the first section is the 
demographic profile, followed by the independent and dependent variables. The 
questionnaire section uses the 5-point Likert measurement scale to collect data by selecting 
the level of agreement with a statement provided. Respondents have selected the most 
appropriate answer on a scale of 1 - Strongly Disagree, 2 - Disagree, 3 - Neutral, 4 - Agree, 5 - 
Strongly Agree to indicate the importance ranking of the attribute in the statement. 
 
Findings 
A total of 385 respondents were involved in the survey. They are categorised based on gender, 
age, an area in Bukit Mertajam, level of education, occupation, monthly income, OFD 
application likely to use, type of meal often ordered, and frequency to use online food delivery 
service in a month. 
 
Descriptive Results 
Based on the gender distribution of 385 respondents, there were 187 males and 198 females. 
The male respondents represented 48.6% of the total responses, and the female respondents 
represented 51.4%. The percentage above illustrates that most of the respondents are female 
compared to male. For frequency of age, the majority of respondents are between 24 to 28 
years old, with 116 respondents representing 30.1%, followed by the age group of 29 to 32 
years old, with 26.8%. 100 respondents represent 26% of the study from the age range of 18 
to 23 years old. The minority of respondents are from the age group 33 to 35, with 66 
respondents representing 17.1%. 
There are twelve areas of Bukit Mertajam involved in this study. The first area with the highest 
score is Bandar Perda, with 48 respondents or 12.5%. Second highest is Alma, with 37 
respondents or 9.6%. Third area is Kubang Semang, with 35 or 9.1%, followed by Pusat Bandar, 
with 33 respondents or 8.6%. Fifth area is from Bukit Tengah, with 32 respondents 
representing 8.3%. Sixth area is from Juru, with 31 respondents or 8.1% followed by Berapit 
with 30 respondents representing 7.8%. Tanah Liat and Kota Permai had the same number of 
respondents with 29 or 7.5% followed by Permatang Tinggi and Machang Bubuk where both 
areas had 28 respondents representing 7.3%. The minority of respondents is from Cherok 
To'kun with 25 or 6.5%. In terms of education, the majority of the respondents hold a 
Bachelor's Degree, with 35.1% or 135 participating in this study, followed by 34% Diploma 
holders, with 131 respondents, and 27.3% or 105 of the respondents are from the SPM level. 
The minority of respondents has the highest level of education, which is 3.6%, with 14 
respondents. 
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For monthly income, the majority is in the range of RM1,001 to RM2,000, with 25.2% or 97 
respondents. They were followed by the income group with RM2,001 to RM3,000 monthly. 
This study followed 23.6% of the income group that earned RM3,001 to RM4,000 or 91 
respondents. Next, monthly income below RM1,000 with 16.1% or 62 respondents. The 
minority of respondents with 10.1% or 39 respondents earn more than RM4,000. For choices 
of which applications are likely to be used, most respondents were inclined to use FoodPanda 
application with 158 representing 41%. Second highest score is from Grab Food, with 112 
respondents or 29.1%. 55 respondents with 14.3% prefer Deliver Eat followed by BungkusIT 
with 12.5% or 48 respondents. The only one respondent choosing 'others' from the application 
shows. 
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For the type of meal order, the majority of the respondents prefer to use OFD services during 
dinner time, with 146 respondents representing 37.9%. Next, respondents prefer to order 
during lunchtime, with 125 and 32.5%. 82 respondents chose brunch, with 21.3%, followed by 
breakfast, with 32 respondents and 8.3%. 
For the frequency of using OFD services monthly, 154 respondents use online food delivery 
services 1 to 2 times a month with 40% followed by 3 to 4 times with 117 respondents and 
30.4%. 62 respondents are likely to order 5 to 6 times, and 52 use food delivery services more 
than six times. For the frequency of using OFD services monthly, 154 respondents use online 
food delivery services 1 to 2 times a month with 40% followed by 3 to 4 times with 117 
respondents and 30.4%. 62 respondents are likely to order 5 to 6 times, and 52 use food 
delivery services more than six times. 
                                                                        
Analysis of Food Quality 

Table 1                                              Table 2 
 

 
 
Table 1 shows the magnitude of the mean (4.45 to 4.59), indicating that respondents believe 
that food quality is related to customer satisfaction towards online food delivery services in 
Bukit Mertajam. While evaluating the results of the mean score, components of food quality 
characteristics such as "Food delivered at a food temperature" (M=4.59, S.D=0.57), "Food 
presentation is visually attractive" (M=4.45, S.D=0.64), "Food delivered is tasty and flavourful" 
(M=4.54, S.D=0.58), "Food is made from fresh ingredients" (M=4.52, S.D=0.58).Table 2 
describes the entire response of respondents regarding food quality on customer satisfaction 
for online food delivery services in Bukit Mertajam, Penang. The results reveal that the 
majority of the respondents are virtually in agreement with the item's statement (mean = 
4.53), which indicates between 4 and 5 (Strongly Agree). As a result, the level of food quality 
in the context of online food delivery services is high. 
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Analysis of Perceived Ease of Use of Ofd Application 
                               Table 3                                                                Table 4 
                                                                                                                           

           
 
Table 3 shows the magnitude of the mean (4.38 to 4.62), indicating that respondents believe 
that perceived ease of use of OFD application relates to customer satisfaction toward online 
food delivery services in Bukit Mertajam, Penang. While evaluating the results of the mean 
score, components of perceived ease of use of OFD application characteristics such as "I can 
easily find things that I need in an online food delivery application" (M=4.38, S.D=0.61), "I find 
that online food delivery has an informative button to help me" (M=4.62, S.D=0.55), "I can use 
various payments to complete a transaction quickly" (M=4.52, S.D=0.58) and "I feel the design 
and position used in online food delivery applications are well organized" (M=4.61, S.D=0.56). 
Table 4 shows the respondents' perceived ease of use of OFD application on customer 
satisfaction towards online food delivery services in Bukit Mertajam, Penang. The results 
reveal that most respondents agree (Mean = 4.53), falling between 4 and 5 (Strongly Agree). 
As a result, the application of online food delivery services has a strong impact on customer 
satisfaction. 
 
Analysis of Customer Satisfaction 

Table 5                                                                               Table 6 
 

 
 
Table 5 shows the magnitude of the mean (4.38 to 4.62), indicating that respondents believe 
that customer satisfaction has a relation with the customer as a dependent variable toward 
online food delivery services in Bukit Mertajam, Penang. While evaluating the results of the 
mean score, components of customer satisfaction characteristics such as "I like and enjoy 
using online food delivery services" (M=4.38, S.D=0.61), "I will recommend to others to use 
online food delivery services" (M=4.62, S.D=0.55), "I am satisfied with the overall service 
provided by online food delivery services" (M=4.52, S.D=0.58) and "I will continue to use 
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online food delivery services in the future" (M=4.61, S.D=0.56). Table 6 shows the overall 
mean score for customer satisfaction towards online food delivery services in Bukit Mertajam, 
Penang. The results revealed that the majority of the respondents agree (Mean = 4.53), falling 
somewhere between 4 and 5 (Strongly Agree). As an outcome, it indicates that customer 
satisfaction is significant to the respondents in Bukit Mertajam, Penang. 
 
Pearson Correlation for Food Quality and Customer Satisfaction   
Table 7      

 
Table 7 shows a summarised correlation matrix score for each variable measured. In these 
results, the Pearson correlation between food quality and customer satisfaction is shown 
0.657, which indicates that the relationship between the two variables is in moderate 
correlation. This shows that food quality has the lowest correlation with customer satisfaction, 
with 0.657 as the correlation coefficient result. Besides, it shows that the p-value is less than 
0.001, which indicates that the result is statistically significant, indicating strong evidence of 
H1. There is less than 5% probability the null hypothesis is correct.  
 
Pearson Correlation for Perceived Ease of Used and Customer Satisfaction 
Table 8 

 
 
Table 8 shows a summarised correlation matrix score for each variable measured. From the 
table above, it can be seen that the correlation coefficient (r) is equal to 1.000, which indicates 
that the strength of correlation between perceived ease of use of OFD applications and 
customer satisfaction is very strong. Since the p-value is less than 0.001, it shows that the 
result of this test is statistically significant. We can assume that the perceived ease of use of 
OFD applications is one of the reasons for customer satisfaction. The higher the quality of 
perceived ease of use of OFD applications, the more customers will be satisfied with the online 
food delivery service (r = 1.000, p ¸0.001).  
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In a nutshell, the findings of the food quality construct and OFD services construct noticeably 
showed a positive result towards customer satisfaction in Bukit Mertajam, Penang. Thus, the 
research met its main objectives by validating that food quality, and OFD construct has a 
significant influence and impact on the dependent variable, which is customer satisfaction. In 
this scenario, occasionally, online food delivery services shall improve their services by 
receiving feedback to boost their business by simplifying the perceived ease of use of OFD 
applications. Furthermore, as online technology changes rapidly, the OFD service provider 
should adapt and be in line with the changes in order to stay competitive as well as to sustain 
customer satisfaction and their trust towards OFD services because customers will easily 
change to other services if the application is old and out-dated. As for the food, quality aspects 
need to be taken care of by the operator in order to sustain their business. In the food and 
beverage sector, quality is uncompromised as customers are always searching for good and 
reliable food to satisfy their taste buds. To summarise, the more delighted a user of online 
food delivery services is with the quality of their food, service and application, the more likely 
they are to spend and share their positive views and experiences with their family, friends and 
other potential users. Thus, this research gives a clearer picture of exploring food quality and 
online food delivery services toward customer satisfaction during the covid-19 pandemic in 
Bukit Mertajam, Penang. 
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