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Summary of the Problem Statement There is insufficient empirical evidence on how various service quality dimensions of online food delivery platforms influence customer satisfaction and long-term behavioral intentions.
The rapid growth of online food delivery (OFD) platforms such as Uber Eats and Foodpanda increased significantly during the COVID-19 pandemic. However, despite their rising popularity, there is still limited understanding of which specific service quality factors influence customer satisfaction and behavioral intentions. Previous studies mainly focused on convenience, price, or general adoption factors, but they did not examine in depth how different dimensions of service quality:
1. food quality,
2. delivery personnel quality, and
3. platform/app quality collectively shape customer satisfaction and the intention to reuse the service.

Objectives
Main Objective 
To examine how service quality factors in online food delivery platforms affect customer satisfaction and subsequently customers’ behavioral intentions during the COVID-19 pandemic.

Specific Objectives
1. To determine whether food quality significantly influences customer satisfaction.
2. To examine whether delivery personnel quality affects customer satisfaction.
3. To investigate whether platform quality (usability, responsiveness, app performance) contributes to customer satisfaction.
4. To assess whether customer satisfaction influences:
The intention to continue using the food delivery app (continuance intention), and
The intention to repurchase from the same restaurant (repurchase intention).
5. To apply the S-O-R (Stimulus-Organism-Response) model to explain the relationship between service quality, satisfaction, and behavioral intention.

Paper Gap to the Current World 2024–2025 
These gaps represent new issues in the real world that the 2024 paper does not address:
AI-Driven Food Delivery Systems AI-based recommendations, chatbots, and automated decision systems are now common, but the paper does not examine how AI affects user satisfaction or trust.
Drone and Autonomous Delivery New delivery technologies (drones, robots, autonomous vehicles) are emerging, yet user perception toward these innovations remains unexplored.
Social Media Influence (TikTok Food Trends) 
The role of social media virality and influencer-driven food trends is growing, but the paper does not consider social factors in consumer decision-making.
Pricing Dynamics (Surge Pricing, Delivery Fees) Modern platforms use dynamic pricing, but the paper does not analyze how changes in delivery fees affect satisfaction or intention to use.
Sustainability and Environmental Concerns Concerns about packaging waste, eco-friendly delivery, and carbon footprint were not covered in the study.
Technical Performance and Developer-Side Quality 
The study does not examine the effects of app speed, reliability, technical bugs, or system downtime on user satisfaction.
