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ABSTRACT

The burgeoning growth of the online food delivery service industry in Malaysia,
particularly within the International Islamic University Malaysia (IIUM) community,
has garnered considerable attention. With the advent of social distancing measures in
response to the COVID-19 pandemic, there has been a marked increase in the
demand for online food delivery services. To better understand the satisfaction levels
of the IIUM community with these services, a quantitative study was conducted,
utilizing an online survey and a questionnaire based on the system usability scale
(SUS) guidelines to collect data from 194 respondents. The study found that among
online food delivery services, Food Panda and Grab Food Service were most popular
among IIUM users, with respondents expressing satisfaction with the ease of use and
delivery time of these services. The findings of this research offer significant insights
into consumer behaviour and user requirements, which can be leveraged by online
food delivery service providers to enhance their services and improve customer
satisfaction among the IIUM community. Overall, the study underscores the potential
for online food delivery services to continue to thrive in Malaysia and cater to the
needs of consumers. The implications of these findings are significant, as they shed
light on the importance of user experience and satisfaction, which are critical factors
in shaping the success of online food delivery services in Malaysia. As such, the
research presented here is a valuable addition to the literature on online food
delivery services and offers a strong foundation for future research in this area.
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1. Introduction

The online food marketplace services have revolutionized the food industry by providing a
convenient and flexible option for customers to order their favourite meals from the comfort of
their own homes. These services present a significant opportunity for food stores to expand their
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customer base and increase their revenue by offering their dishes through online platforms.
Additionally, food marketplace services have facilitated small and medium-sized food businesses'
ability to compete with larger chains by enabling them to partner with marketplace services, reach
a larger audience, and compete more effectively. The COVID-19 pandemic accelerated the adoption
of food marketplace services, and their continued demand demonstrates their long-term value and
importance in the food industry.

The emergence of online food marketplace services has significantly developed in recent years,
particularly in the International Islamic University Malaysia (IIUM) context. While these services
were already gaining popularity in urban areas prior to the COVID-19 pandemic, their adoption has
accelerated considerably since the onset of the pandemic. The pandemic has forced IIUM
consumers to comply with strict standard operating procedures, including social distancing
measures, which have made online food delivery services increasingly attractive. Companies such
as Grab Food, Food Panda, and Lala Food have played a vital role in this trend, facilitating access to
a wide range of food options for consumers.

In a similar vein to how the study on AI and Islam leverages bibliometric analysis to explore the
diverse applications and emerging research themes of AI in Islamic contexts [1] our research on
online food delivery services within the IIUM community underscores the significance of
understanding user satisfaction and behavioral trends, especially in the context of increased
reliance on digital services during the COVID-19 pandemic. Both studies highlight the importance of
user-centric approaches and the evolving landscape of digital service adoption in their respective
fields.

The Movement Control Order (MCO) introduced during the pandemic has driven demand for
online food delivery services, as consumers have been restricted from dining out. As a result, the
food delivery industry has seen significant growth, with many vendors expanding their offerings to
include online ordering and delivery options. These services have not only met the needs of
consumers but have also created job opportunities for delivery riders and enabled local vendors to
connect with a wider range of customers, increasing their incomes.

While the growth of the online food marketplace industry in IIUM has been impressive, it is
essential to note that these services may not be equally accessible to all community members.
Some older or less tech-savvy consumers may struggle to navigate these platforms, while others
may not have access to the necessary technology to use them effectively. In addition, the fees
charged by these platforms to vendors can be relatively high, which may discourage some small
businesses from participating. It is important to consider these challenges as the industry evolves
and explore ways to make these services more accessible and equitable for all consumers and
vendors.

The occurrence of online food ordering systems has revolutionized the food industry by
providing a convenient and efficient way for customers to order food. These systems, commonly in
the form of websites or mobile applications, enable customers to place orders online from various
food service stalls or local restaurants. The online food delivery sector has become a significant
market and is poised to benefit Malaysia's financial climate.

As the online food delivery service industry experiences rapid growth, particularly in academic
communities like IIUM, the security of digital transactions becomes increasingly crucial. Ensuring
the confidentiality and integrity of user data is vital for maintaining trust and satisfaction among
consumers. Similar to how the study on chaotic image encryption using the Sprott B hyperchaotic
map addresses the need for high-quality cipher images to prevent information leakage [2] our
research emphasizes the importance of secure and efficient online food delivery services that
protect user data while enhancing the overall user experience.
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Customer experience and satisfaction are critical factors in the success of online food delivery.
Factors such as food availability, customer ratings, payment methods, and human interaction play
crucial roles in determining the level of satisfaction. As noted by Kwong et al., [3], the quality of the
service and the primary goal of food delivery services should be the focus of service providers in
ensuring maximum customer satisfaction. Profit should not be the only goal.

To achieve maximum customer satisfaction, service providers must continually improve the
quality of their services. They should ensure that the food is of high quality, and the delivery
process is efficient and timely. Service providers should also provide customers with various
payment options to cater to their preferences.

Human interaction is also an essential aspect of the online food delivery sector. Service
providers should ensure that their delivery personnel are courteous, friendly, and professional. This
can go a long way in enhancing customer experience and satisfaction.

The literature on customer satisfaction and the continuous use of food apps has shown that
several factors significantly affect both. Ha and Jang [4] have demonstrated that the tangibility
aspects of service, food quality, and cost of foods play a crucial role in determining customer
satisfaction. On the other hand, Lee et al., [5] have found that habit, followed by expectations of
performance and social impact, has the most significant influence on the intentional constant
intention to use food apps. These findings suggest that food app developers must focus on
providing high-quality food, excellent service, and reasonable prices to ensure customer
satisfaction.

Moreover, the study by Lee et al., [5] highlights the importance of information quality,
performance expectations, habits, and social influence as factors in users' continuous use of food
apps. This implies that developers must ensure that their apps provide accurate and relevant
information, meet users' expectations regarding performance, and encourage positive social
interactions. Additionally, the study found that food quality has a more significant impact on online
loyalty than e-service quality. The mediating effect of customer satisfaction and perceived value on
the relationship between food quality, e-service quality, and online loyalty was also observed.

The findings of these studies are important for businesses in the food industry as they provide
insights into how they can improve customer satisfaction and retain customers in the long term. By
focusing on tangibility aspects such as food quality, service, and cost, businesses can ensure that
customers are satisfied with their experience and are more likely to use their service again.
Furthermore, by understanding the role of habit, performance expectations, and social impact in
the continuous use of food apps, businesses can develop apps that meet users' needs and
encourage them to keep using their service.

2. Background

The system usability scale (SUS) is a widely used measurement tool to represent a composite
measure of the usability of a system. It is based on the scores for individual items that show the
contentment of the respondents and their meaning on their own. Brooke [6] initial focus on
examining scores for the individual items of the SUS was appropriate at the time. He developed a
questionnaire with analyses based on data from 20 people, which has since become a broadly used
questionnaire for assessing perceived usability [7-9].

The data now available more than 20 years after its initial publication shows the instrument's
stability. The System Usability Scale provides a quick and reliable tool for measuring usability in
many cases. It consists of a 10-item survey with five response options for participants ranging from
strongly disagree to strongly agree. This technique originally developed by Brooke [6], allows to
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examine various products and services, including hardware, software, mobile devices, websites,
and applications. SUS has now become an industry-standard acceptance approach, with quotes in
more than 1,300 articles and publications indicating the reliability of the standard.

The system usability scale is a Likert Scale with 10 questions that system users can evaluate.
Respondents rank each question from 1 to 5 based on how much they agree with the statement
they are reading. Rank 5 means they completely agree, and 1 means they disagree. Users rank each
of the 10 template questions provided in questionnaires from 1 to 5, based on their level of
agreement. For each of the odd-numbered questions, subtract 1 from the score. For each of the
even-numbered questions, subtract their value from 5. Take these new values and add up the total
score. Next, multiply the total score by 2.5. The result of all these tricky calculations is a score out of
100.

Online food delivery services play a significant role in enhancing customer experience. Food
availability, customer ratings, payment methods, and human interaction influence customer
satisfaction [3]. Service providers must prioritise service quality and customer satisfaction as the
ultimate goal rather than solely focusing on profit.

In examining the impact of user satisfaction on digital platforms, similar to how the
development of a Web 3.0 ready cryptocurrency wallet, BloX [10] addresses usability concerns to
enhance user experience as described in a recent study, our research explores user satisfaction
with online food delivery services within the IIUM community, highlighting critical factors like ease
of use and delivery time, which are pivotal in shaping the success of these services in Malaysia.

Lee et al., [5] found that habit has the most substantial impact on users' intention to continue
using food delivery applications, followed by performance probability and social impact. These
findings underscore the importance of information quality, performance expectations, customer
patterns, and social influence in promoting continuous usage. Similarly, Suhartanto et al., [11]
confirmed the significant effect of food quality on customer loyalty in online food delivery, while
online service quality did not have a comparable impact. The study also revealed the nuanced role
of customer satisfaction and perceived value in mediating the relationship between food quality,
online service quality, and the success of food delivery systems.

This manuscript discusses the essential features of food delivery services that prioritise
customer convenience. Studies conducted by Chen et al., [12] and Yeo et al., [13] emphasise the
importance of considering user convenience and experience, including convenience, hedonism
encouragement, time-saving alignment, online purchase intention experience, consumer behaviour,
and behavioural intention. Digital applications have emerged as one of the fastest-growing
developments in food delivery, providing consumers with various cuisines and food providers in the
e-commerce space [14]. Additional features, such as no minimum order value and multiple
payment options, have increased consumer convenience. Ray et al., [15] identified eight main
gratifications for using food delivery services, including convenience, societal pressure, customer
and delivery experience, restaurant search, quality control, listing, and ease of use. Their study also
found that the consumer experience, restaurant search, ease-of-use, and listing of decent food
were significant predictors of the intention to use the food delivery service system.

Technology has become a critical component of smartphone food delivery services. With the
ability to download applications in seconds and complete the order process in minutes, technology
is transforming how customers enjoy meals [16, 17]. This has led to an expanding capability in the
food supply industry, creating both opportunities and threats for competitors. As consumers
change over generations, food service providers must adapt their offerings to address the latest
dynamics [5]. It is recommended that organisations continue to progress and develop their
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customers’ expectations to meet the latest trends [18]. Vinaik et al., [19] suggest that food apps
have emerged as a popular pattern, as they are well-suited to connect restaurants and consumers.

Various factors have led to increased sales for food delivery apps, including but not limited to
accessibility, easy payment methods, variety of food options, delivery schedules, and customer
service. As suggested by Okumus and Bilgihan [20], these apps effectively promote healthy eating
habits by providing nutritional information. Arji and Sreedharan [21] note that food delivery apps
have become the primary means of ordering from diverse restaurants, thus changing consumer
behaviour. By utilising smart mobile applications, an online food ordering system can efficiently
provide customers with their desired food items without the need to visit a restaurant or wait in
line [5]. Additionally, Lee et al., [5] found that user-generated information, company-generated
information, system quality, and design quality all significantly impact the perceived usefulness of
food delivery apps. Ultimately, perceived usefulness and ease of use influence attitudes towards
mobile app use.

3. Methodology

The current study aims to evaluate Malaysia's food service delivery system among the
International Islamic University Malaysia (IIUM) community. To achieve this objective, an
adaptation of the system usability scale (SUS) method was utilised as the instrument for evaluation.
The SUS method and technique were modified to make it more suitable and relevant to the
respondents.

The selection of respondents was conducted using the snowball sampling method, which is a
non-probability sampling technique. In this method, research participants are recruited by other
participants to participate in the study or test, thereby creating a rolling ball effect that picks up
more participants along the way. As such, the sampling process does not involve the probability
and simple random sampling of particular participants. Instead, the researchers used their
judgment to select the most suitable participants for the study.

The study involved 194 participants from the IIUM community, who were asked to evaluate
their satisfaction levels with online food delivery services using the modified SUS method. The
evaluation measures included ease of use, delivery time, and overall service satisfaction.

The study results revealed that the most popular online food delivery services among IIUM
users were Food Panda and Grab Food Service. Participants expressed high levels of satisfaction
with these services' ease of use and delivery time. These findings provide valuable insights into
consumer behaviour and user requirements, which online food delivery service providers can utilise
to enhance their services and improve customer satisfaction among the IIUM community. As
researchers, we used our judgment to choose participants. Snowball sampling consists of two steps:

i. Identify potential participants in the population, whereby initial participants recruit
further participants. The method respects the anonymity of participants, who are not
obligated to provide names.

ii. The main subjects of the population will recruit another layer of respondents. Initial
participants recruit further participants from the population. Anonymity is respected, and
participants are not obligated to provide any names.

Approximately 250 participants were recruited to respond to an online survey. After the data-
cleaning process, the dataset was reduced to 194 valid responses that were deemed suitable for
analysis. The findings, results and discussion will be presented in the next section.

The current study employed the system usability scale (SUS) as a questionnaire to elicit users'
subjective perceptions of the usability of computer systems [7]. This measurement system, initially
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developed by Brooke in 1986 [6], has since become widely used in usability research, owing to its
numerous advantages. Notably, the SUS is user-friendly, and results are presented as scores ranging
from 0 to 100 [6]. Moreover, the SUS is relatively straightforward to administer and requires
minimal calculations, simplifying data analysis [22]. Additionally, the SUS is cost-effective, as it does
not require additional expenses. Hence, its popularity and utility in assessing the usability of
computer systems have been well-established in the literature. Finally, the SUS is a valid and
reliable measure, even with small sample sizes, further supporting its use in usability research [7].

The SUS comprises 10 question items, each employing a 5-point Likert scale, ranging from
"Strongly disagree" to "Strongly agree." The questionnaire was administered to a sample individuals
selected randomly. The SUS is a widely used and cost-effective measure that offers a valid and
reliable assessment of computer system usability, even with small sample sizes. The questions
included in the survey are presented in Table 1 below.

Table 1
SUS questionnaire
No Statements
1 I think that I would like to use this system frequently (positive)
2 I found the system unnecessarily complex (negative)
3 I thought the system was easy to use (positive)
4 I think that I would need the support of a technical person to be able to use this system (negative)
5 I found the various functions in this system were well integrated (positive)
6 I thought there was too much inconsistency in this system (negative)
7 I would imagine that most people would learn to use this system very quickly (positive)
8 I found the system very cumbersome to use (negative)
10 I needed to learn a lot of things before I could get going with this system (negative)

The system usability scale (SUS) is a commonly used questionnaire that assesses users'
subjective perceptions of the usability of computer systems. The SUS uses a 5-point Likert scale,
ranging from "Strongly disagree" to "Strongly agree," and consists of 10 questions. The results of
the SUS calculation are converted to a score between 1 and 100, which is used to determine the
feasibility of using the systems [23, 24]. The SUS assessment is as follows:

i. The methodology employed to compute the odd-numbered statements in the research
study entailed subtracting one from the response provided by the respondents.

ii. The methodology utilized in the research study involved the computation of statements
with even numbers by subtracting five from the response provided by the participants.

iii. The summation of the participants' values was carried out, followed by a multiplication of
the resultant value by a factor of 2.5, as reported by [24].

Next to clarify the calculation process can be seen from the equation below:

���������� ����� = ((�1−1) +(5−�2) + (�3−1) + (5−�4) + (�5−1) + (5−�6) + (�7−1) + (5−�8) +(�9
−1) + (5−� 10)

Description:
Respondents Score = Score obtained from each respondent.
Q1… Q10 = Likert's value of each statement from the respondent [25].

The SUS score equation for all respondents as follows:

����� ��� = �−1
� ��

�
� (1)
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Description:
Xi= Total score of each respondent.
n = The number of respondents [25].

4. Results

This section comprehensively explains the overview and data collection method used in this
research study. The primary objective of this study was to collect and analyse feedback from online
survey respondents in IIUM. A total of 250 feedbacks were obtained from 194 participants, which
were then carefully analysed and interpreted. The study utilised diagrams to identify any patterns
or trends that could provide a deeper understanding of the analysis results.

An online survey instrument was employed to collect the data, which consisted of ten questions
from the SUS system, as discussed in the previous section. The SUS system is a widely used tool for
evaluating the usability of a system or service. The survey instrument was designed to collect
participant feedback on their experience with a particular product or service. Participants were
asked to rate their experience on a scale of 0-100, with 0 being the worst possible experience and
100 being the best possible experience. The data analysis provided valuable insights into the
usability of the product or service, which can be used to make improvements and enhance the user
experience.

The data collection method used in this study effectively collected valuable feedback from
online survey respondents in Malaysia. Using the SUS system and the SUS score scale provided a
standardised method of interpreting the results, making it easier to compare the usability of the
product or service under study. After obtaining the SUS value, the results of the SUS scores were
interpreted into the SUS score scale as shown in Table 2 below.

Table 2
Source from field research data (2023)
Grab Food Food Panda Lala Food Food Ninja Delivery Eat Bungkusit Lolol
73.36 79.24 56.91 56.91 56.62 55.47 55.28

The system usability scale (SUS) is a widely used tool for evaluating perceived usability. It
consists of a 10-item questionnaire graded on a 100-point scale. The score is calculated by
deducting 1 point from odd-numbered questions and subtracting the score from 5 for even-
numbered questions. The total score is then multiplied by 2.5.

Bangor et al., [26] established that the system usability scale (SUS) measures perceived usability
on a scale of 0-100. An average score is 68, with scores above 70 considered acceptable and below
50 unacceptable. The range between 50-70 is marginally acceptable.

Table 2 indicates that Food Panda and Grab Food have higher acceptance rates among
customers for food ordering systems, while Lala Food, Food Ninja, Delivery Eat, Bungkusit, and Lolol
have only marginal acceptance rates.

The mean is a measure of central tendency calculated by dividing the sum of all the values in a
data set by the number of values in the data set. It is the most common measure of central
tendency used in statistics. Table 3 was created by grouping tabular raw data into questions/items
and all listed systems. The mean results of the table show that all Food Panda and Grab Food
customers are satisfied and accept the systems, while the customers of Lala Food, Food Ninja,
Delivery Eat, Bungkusit, and Lolol were neutral toward the systems provided by these companies.
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The mean results of Table 3 suggest that Food Panda and Grab Food are the most popular and
well-accepted food delivery systems among customers. These companies may maintain their
market share by continuing to provide high-quality services. The other food delivery systems may
need to improve their services in order to attract more customers.

Table 3
Mean for each item
Questions Grab Food Food Panda Lala Food Food Ninja Delivery Eat Bungkusit Lolol
Item 1 4 4 3 2 2 2 2
Item 2 4 4 2 4 3 3 3
Item 3 4 4 3 3 4 4 3
Item 4 5 5 4 3 3 3 3
Item 5 4 5 3 3 4 3 4
Item 6 5 5 3 3 3 3 3
Item 7 4 5 3 3 4 3 3
Item 8 4 4 4 4 3 4 4
Item 9 3 3 3 3 3 3 3
Item 10 4 4 3 3 3 4 4

5. Conclusions

This research discovers two significant and well-known food delivery service systems that
customers regularly use for ordering and delivering their food. Customers mainly use Food Panda
and Grab Food in IIUM, while other systems received low demand to use the system. From this
research, Food Panda has controlled a significant market share, although Grab Food has worked
together with the state government of Selangor to market its service to the people.

For future research could build on the insights from our study on online food delivery services
by exploring how digital platforms and technologies, including AI and data analytics, could enhance
the efficiency and user experience of electric vehicle charging station (EVCS) networks [27]. Just as
our research highlights critical factors influencing user satisfaction in digital services, investigating
user preferences and demand patterns for EVCS could inform strategic placement and optimization.
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