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ABSTRACT 

Food delivery services in Singapore have developed the Food and Beverage industry over the 

years and the companies, namely GrabFood, FoodPanda, Oddle Eats and Deliveroo can now 

make use of their virtual e-commerce platforms to analyze trends together with consumer 

behavior to better reach out to their clients for both advertising and purchasing purposes.  

 

It is critical for these corporations to keep abreast with both current affairs such as the impacts 

caused by COVID-19 and latest industrial revolutions in blockchain technology to remain 

competitive in this oligopoly, where the market is dominated by a small group of major sellers. 

Additionally, these companies must also be able to detect service or product related issues 

quickly, as it would otherwise affect sales and customer retention rates, including that of the 

author.     

 

Through this study, the various online food delivery firms will be able to better comprehend the 

factors that impact their trade and with the numerous literature reviews, to be able to conceive 

strategic business plans to enhance their service and sales figures. Through the responses from a 

hundred and forty Singaporeans of all ages, this paper would provide a calculable perceptiveness 

into how theoretic simulations can be used to anticipate sales, and how companies can improve 

on service delivery for their benefit.  

 

The findings based on the determined 16 elements that inspire the choice of Singaporeans in the 

selection of online food delivery services reveal that the top five reasons are: Taste of Food (131 

votes), Customer Privacy Protection (125 votes), Convenience (125 votes), On-Time Delivery 

(124 votes), and Food Quality (121 votes).  

 

Finally, this thesis was competent to grasp a conclusion that Food & Beverage, consumer 

satisfaction, COVID-19 dining restrictions, online relations and credit precision are 

indispensable attentions for the online food delivery companies to take notice of when it comes 

to enhancing their appeal and customer preservation approaches.  
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LIST OF ABBREVIATIONS 

 

F&B Food and Beverage. 

Item 86 Denotes that the restaurant has run out of a particular item for either a meal 

period or for the day. E.g., “Chili Crabs are Item 86 today”. 

FIFO First in, first out. Denotes that items that arrived first, according to 

expiration date, should be used up before using the batch that arrived later. 

To Go Food orders either made for self-collection or delivery 

Upsell A technique used to get guests to purchase more expensive items. 

OFD Online food delivery services. 

Gen Y Millennials, People born between 1981 and 1996 

 (Aged between 40 and 25) 

Gen Z Individuals born between 1997 and 2012 

(Aged between 24 and 9) 
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Chapter 1: Introduction 

1.1 Evolution of Delivery Services 

 

Food delivery services in Singapore have progressed the F&B industry over the years since 

its early days in 1986 when Pizza Hut pioneered the trend for the enjoyment of hot meals at 

home in the company of family and friends. Back then, orders were already taken by 

telephone, two years before the author was born, and the operator could utilize his or her 

skills in product knowledge to upsell the latest menu item, in addition to the items already 

ordered (pizza.sg, 2021).  

 

Subsequently, the gradual adoption of mobile technology over the next two years was 

beginning to transform our lives in Singapore from 29 June 2007 after the late CEO of Apple 

Inc., Steve Jobs announced the first iPhone, the breakthrough smartphone that day, costing 

USD$599 for the 8GB model, which facilitated people to browse the internet, make mobile 

phone calls, and listen to music, all on one device that had a battery life of 8 hours of talk 

time (Meghan, T., 2021). Android based smartphones from Taiwan’s HTC appeared in 

September 2008 and South Korea’s Samsung were launched in June 2009 respectively. Now 

with mobile operating systems from Apple Inc.’s IOS and Android (Developed by the open 

handset alliance (OHA) (Techopedia Inc., 2021) consisting of handset manufacturers, mobile 

network operators, software developers and component manufacturers and sponsored by 

Google Inc.) to choose from, the situation promoted Singaporeans to rapidly teach 

themselves one of the two options available to keep up with the times, as both makers were 

constantly updating their offerings and coming up with more capable devices and user 

friendliness.  

 

Thus, with both infrastructure and knowledge already in place, Singapore’s economy was 

receptive when Domino’s Pizza joined in the fray in 2009 (Billy, T.,2021) and subsequently 

introduced the online ordering experience through their website, bringing service standard 

improvements such as 30 minute delivery guarantee with live order tracking, in addition to 

the use of insulated bags to keep food warm during dispatch that Pizza Hut had already had 

(Domino’s Pizza Singapore, 2021). 
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However, it was not until 26 March 2012 that online food delivery services became mainstay 

with Singaporeans, with Foodpanda’s nationwide launch of its website, which immediately 

enabled consumers to order a wide variety of food from 51 restaurants onboard its platform 

(Tech in Asia, 2012). Initially, there was skepticism in the community as it was a new 

concept, and that people did not know whether to trust the service, as nobody realized if the 

service was a viable one. With time as Foodpanda propelled both its IOS and Android 

applications in March 2013 (Marketing Interactive, 2013), the discounts and promotions 

given to customers islandwide by Singapore’s first delivery applications bore fruit, as the 

provision translated into savings and satisfying experiences who were keen to have food on 

the table without stepping out of the house, especially on a rainy day.  

 

With this, consumer demand grew with Oddle Eat’s launch in 2014, along with expectations 

for delivery of local food options such as Muslim eatery Rumah Makan Minang and premium 

Michelin restaurants such as Summer Pavilion at The Ritz-Carlton, Millenia Singapore through 

its niche website (Oddle Eats, 2021).  

 

London-based Deliveroo arrived in November 2015 and began offering customers with a wide 

range of different cuisines, from Mexican Tacos to Japanese Sushi, late into the night with its 

application and website (Surprising Horizons, 2017).   

 

Subsequently with GrabFood’s debut in May 2018 with its mobile applications and website 

(Grab Press Centre, 2018), consumers in Singapore were immediately presented with popular 

food options, such as that from Subway, Din Tai Fung, and McDonald’s. Additionally, people 

also have the option to order food from notable hawker stalls located in nearby hawker centers 

within delivery range of one’s address, such as the internationally famous Old Airport Road 

Hawker Center.  

 

Expectedly, with these four main food delivery companies in already in place, user demand 

enlarged by 29.86% in 2018 from 2017 (Statista, 2021).  
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By 2020, Singapore had 4.65 million smartphone users, which meant that more than 90 percent 

of Singaporeans owned a smart telecommunications device and could now readily use the latest 

models to make an order for food at any time of day or night (Joschka, M.,2021).  

 

This concurred with the largest increase in reliance of a whopping 35.67% (Statista, 2021) for 

OFD as it became the main method to continue getting hot meals and bubble (boba) tea during 

the Circuit Breaker (CB) and subsequent multiple partial lockdowns caused by the spikes in 

COVID-19 cases when Singaporean residents were ordered by law to stay at home, plus work 

and study from home online when schools and businesses were closed due to safe distancing 

measures to control the spread of the virus.  

 

Sensing unlimited business opportunities for enduring collaborations, the OFD companies 

immediately aided the entire Singaporean F&B industry by generally subsidizing delivery fees 

for consumers and usually not charging platform fees for merchants as the struggling restaurants, 

eateries, and hawkers quickly assembled both suitable set menu and popular ala-carte menu 

items for delivery and got onboard to survive more than a wearisome year (one year and eight 

months) of decreased foot traffic and reduced customer capacity.  

 

Currently, although dining-in has resumed since 21 August 2021 and the country has fully 

vaccinated more than 80 percent of the eligible population aged 12 and above thus far against 

COVID-19 since 29 August 2021 (Reuters, 2021), specific restrictions such as a cap on two 

vaccinated people per table remains for restaurants and likewise, only two people can only sit 

together at a table at hawker centers and coffeeshops. This means that families of three and 

above are still prohibited from dining out together as they would have liked in the past before 

COVID-19.  

 

Therefore, the want for the latest to-go and OFD menu items from their favorite eateries and 

restaurants in Singapore will continue staying strong for a long time to come as an essential 

service instead of an expediency. According to a study commissioned by Deliveroo, the company 

found that 82% of 1,000 Singaporeans surveyed said that they would use food delivery services 

more regularly in the next few years, and that also 49% of these 1,000 survey respondents 
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mentioned that they are likely to use food delivery apps to order in meals when they have a 

social gathering of three people and above (QSR Media Asia, 2021). This clearly indicates that 

food brings a feeling of security and delight in times of improbability. 

 

1.2 Background of Food Delivery Companies in Singapore 

In Singapore, there are currently four main online food delivery giants who are constantly 

actively competing with one another for a slice of the pie of the country of 5.9 million people 

(Worldometers.info, 2021). They are Foodpanda, Oddle Eats, Deliveroo, and GrabFood.  

 

FoodPanda 

Located in 12 countries from Singapore to Japan, the OFD corporation aims to bring good food 

to consumers daily with just a few taps on the smartphone, whatever they hanker at any time of 

day or night. Foodpanda Singapore is a food ordering website with the financial backing from 

German-based company Rocket Internet (Tech in Asia, 2012) that enables the user to browse 

through customer reviews and menus of more than 500 restaurants islandwide, including the 

likes of Shake Shack, Pizza Hut and Jumbo Seafood. Customers can then place their order and 

apply discount vouchers before making payment with debit cards, credit cards or Apple Pay 

online, before having a rider deliver the food to them. Alternatively, clients can also pickup their 

orders from the merchant directly, at a discounted price (Foodpanda, 2021). At present to boost 

brand loyalty, it has a Pandapro subscription service, which costs S$71.90 annually. It offers:  

 

Perk Description 

Unlimited free delivery On selected restaurants on orders above S$15 

Unlimited up to 20% off on restaurants  On selected restaurants on orders above S$15 

Unlimited extra 5% off pick up Valid for all pick up orders 

10% off Pandamart, 2 vouchers monthly For grocery orders above S$15 

Restaurant Dine-in offers Valid 7 days a week at all participating outlets 

Saving of as much as S$302 monthly No hidden charges 

 

Figure A: Pandapro Subscription Service 
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Oddle Eats 

Oddle Eats is a homegrown Singaporean OFD corporation founded by three secondary school 

classmates. Unlike its competitors, it is focused on providing only food from restaurants.  To 

date, the pay-on-performance platform which allows credit and debit card payment along with 

provision of vouchers from partners for its regular clients, is used by almost 3,000 F&B 

trademarks spanning Singapore, Malaysia, Taiwan, and Hong Kong, including 800 resident 

restaurant marques (Grace, M.,2021).  

 

Upon opening the luxurious-looking and user-friendly website, users can choose to browse 

through their options before making any decision. To begin, clients can either pick delivery or 

pickup, followed by selecting “Anywhere”, which will lead people to enter an address, followed 

by clicking “Anytime”, which would lead the user to input the delivery date and choose an 

available timeslot from the given options as provided by the restaurant. The way of how it makes 

money directly from providers is that takes 10% commissions on actual sales. For example, if a 

restaurant offers a 25% credit card discount on a S$80 pickup order, Oddle receives S$6, which 

includes a 3.5% fee given to the payment gateway (Grace, M.,2021).  

 

To continuously entice new clients, Oddle provides options for free delivery, discount off, and 1st 

order promotions. For regular clients, it also offers seasonal sales for food items such as 

Mooncakes and National Day bundles (Oddle Eats, 2021). 

 

 

 

 

 

 

 

 

 

 

 



QUEK HIN. W12023383  QUEK 16 

Deliveroo 

Deliveroo is a OFD company from the UK that is known for a good selection of popular 

restaurants for consumers to choose from at their own opportuneness. With the adaptation of 

only serving customers food from available and participating restaurants within a specific area, 

clients can usually receive their food within 30 minutes, weather permitting. They can also pre-

order their food for a later delivery. 

 

The unique selling point of the corporation is its Editions initiative, which uses machine learning 

technology to constantly anticipate and pinpoint cuisines people at a location desire to have, and 

then uses the data to invest in eateries who excel in these cuisines to begin operations in satellite 

kitchens rapidly nearby, to serve those zones. This innovation assists in restaurant and hawker 

operation expansions for businesses to have footprints islandwide (Deliveroo, 2021).  

 

With added infrastructure in place, is currently wooing new customers by providing 14 days of 

free delivery till 01 November 2021, and all those individuals must do is to spend a minimum of 

S$12. For current customers, it conducts daily free delivery and flash deal promotions whereby 

individuals must meet the minimum amount of expenditure. 
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GrabFood 

Grab is the largest ride-hailing and OFD corporation in Southeast Asia. Based in Singapore with 

over 12,000 merchants and growing, it also has presence in Cambodia, Indonesia, Malaysia, 

Myanmar, Philippines, Thailand, and Vietnam.  

 

Singaporeans like GrabFood as it provides an easy-to-use layout in which consumers can select 

options from a diverse range of cuisines and beverages to satisfy any cravings with just a few 

taps from their smartphone application (Grab, 2021).  

 

Payment is completed efficiently with the use of one of three methods. Firstly, clients can select 

to use their GrabPay wallet, in which one can immediately top up their balance with their stored 

credit card or debit card on file to pay for their deliveries. Secondly, consumers can choose to 

utilize the PayLater function which has a credit of S$1,500 to have their orders first before 

making a combined payment at the end of the month. Lastly, clients can also opt to pay with cash 

for their delivery.  

 

Once payment is made and confirmed, the order will be immediately prepared for timely 

delivery to the intended address on file. At this point of time, the payment for the order would be 

charged. Thus, if one feels that he or she has made an error and would like to cancel the order, 

they could do so speedily by contacting customer service through the application to seek a 

resolution to have their payment returned immediately. Should the order be deemed correct, all 

the individuals must do is to wait for the food to show up at the doorstep.  

 

After the order has been delivered by the rider, usually before the indicated estimated time of 

arrival, the client feels compelled like a veneration to order regularly as the person earns 

GrabRewards points, and these collated points from multiple deliveries can be used to redeem 

food items, discount vouchers, discounts, gift cards, donations, home appliances, or even 

electronics. One extends the validity of the points by making an order at least once a month. 
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1.3 Objectives of Research 

The objective of the research is basically to look at three key areas. 

• An overview of the online F&B delivery services in Singapore 

• To analyze the various factors that influence Singaporeans in the selection of an online 

food delivery company (OFD) company. 

• To study some of the challenges and recommendations arising from the study.  

 

Overview Analysis of Food Delivery Services 

The rapid rise in adoption of digital technology has reshaped the food delivery market in 

Singapore. Most consumers are already used to ordering OFD through the various OFD company 

applications or websites with maximum convenience in the comfort of their own homes, since 

working from home, and having home-based learning for students is currently still the norm as 

the country is battling another wave of locally transmitted COVID-19 transmissions. It is 

significant to note that although dining-in restrictions have been relaxed, consumer demand for 

OFD remains strong for the foreseeable future, although OFD fees have emerged and is steadily 

increasing in price. Nowadays, it is not as simple as that one just pays for the price of the food, 

like how one would do while making a to-go order individually at the restaurants, hawker center, 

or from the coffeeshop. On top of the usual price of food, price markups, dynamic pricing, 

delivery charges, small order fees and platform fees are also added into the final cost that the 

client will have to pay in total. These extra fees are clearly defined in the sales receipt that 

arrives with the food. 

 

Price Markup & Dynamic + Surge Pricing 

Unless the eatery absorbs the charges of the OFD along with increased operating costs for food 

packaging and labor and does not pass the cost to the customers, the current markup on menu 

items for commission charge is currently 25% to 35%, depending on OFD (Financially 

Independent Pharmacist, 2021).  

 

Dynamic pricing charges are based on the region the consumer is ordering from, the time when 

the order is placed at, and the merchant’s popularity in terms of business volume, and distance 
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away from the client. Similarly, surge pricing applies during time periods of high demand, such 

as on rainy days, weekends and at dinnertime (Financially Independent Pharmacist, 2021).     

 

Singaporeans are paying more for OFD to cover fleet management, insurance, payment 

processing, and customer assistance.  

 

Delivery Charge 

This charge goes to the driver or rider and makes up part of their wages. In the case of Oddle 

Eats, the fee goes towards paying the delivery drivers from third-party providers such as Lala 

Move or for restaurant staff sending the food to the guest. 

 

Small Order Fee 

Merchants impose a minimum charge to ensure a certain order worth per order. Thus, consumers 

will need to pay for the price difference is less than the minimum order. Fixed amounts such as 

S$50 for delivery preparations are also obligatory to cover costs for transportation of the OFD or 

partner companies like Lala Move.  

 

Platform (Service) Fee 

The small fee, ranging from S$0.20 to S$0.50 is added at the end of the bill to pay for highly 

responsive 24/7 customer service, IT support, and application enhancements. 

 

Motivational Factors 

The motivational factors are that Singaporeans increasingly have higher disposable incomes, 

unavailability of time with the change in consumer habits, and rising demand for comfort. 

The rising household income per capita in Singapore has directly contributed to its citizen’s 

enhanced lifestyle in the last 20 years, as shown in the table by the Singapore Department of 

Statistics (Singapore Department of Statistics, 2021).  
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Figure B: Average Monthly Household Income 

 

Singaporeans residing in HDB 4-room flats, the country’s most usual home size at 90 square 

meters (Carousell, 2020) made S$9,414 in 2020 and S$8,751 in 2015, a $663 rise, while the most 

affluent countrymen living in landed properties earned S$27,838 in 2020 and S$25,473 in 2015, 

a huge S$2,365 upsurge.  

 

Currently, with the common men earning more than before, it is no longer the fact that only 

CEOs can afford to order OFD. Undeniably, the country’s on-the-go society means that they are 

continuing to order OFD as the inclination of ordering in instead of cooking or going out to 

purchase food to spend more family time with their loved ones continues. Consistently, there has 

been a change of consumer predilections where 39% of respondents in a February 2021 Statista 

survey declared that they were following a flexitarian diet (Statista, 2021), meaning that these 

individuals primarily consume a vegetarian plant-based diet, but would also occasionally eat 

meat or fish. These people are pivoting towards these healthier food options to enhance their 

vitality and would therefore not mind spending money on gastronomical options from Nutrition 

Kitchen and An Acai Affair. 
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The rise in requirement for well-being is also important when one wants to feel relaxed and have 

his or her food delivered to the doorstep when one must take care of the well-being of family 

members, is currently under mandatary SHN (Stay Home Notice) quarantine order for 10 days at 

a Singapore government designated facility, is working from home with conference calls to 

make, is busy working on a dissertation paper and does not want to waste time going out and 

waiting for the meal to be ready, or wants party food to be delivered to the workplace for the 

colleagues to enjoy.  

 

What Are the Problems Encountered & Recommendations? 

As Singaporean consumers embrace the change from dining out to adopting the new norm of 

dining at home to celebrate important locations such as birthdays and wedding anniversaries, the 

challenges that the OFD companies have on their hands as Christmas approaches are the 

changing customer preferences, unstable market prices, adherence to food quality standards and 

safe food handling, and the management of customer anticipations (The Restaurant Times, 

2021).  

 

For its market share to increase, the aim of an OFD company is to provide customers the best 

possible value at the most reasonable prices. As customers are continuously spoilt for choice and 

have too many options when placing an OFD order at any time of day or night, they would tend 

to look up the OFD options to choose the best priced option for a particular food item they 

desire, say Nasi Lemak for breakfast. This has led to unstable client supports, hereby affecting 

brand allegiance. 

 

As most of the food ingredients in Singapore are imported due to a lack of land for agriculture, 

food costs are unpredictable and can increase, prompting a surge in business costs that OFD 

companies cannot track fast enough with the daily changes in market prices. This causes 

difficulty when tabulating price strategies, and hampers profits. 

 

Delivery companies often struggle to maintain the food’s quality (in terms of temperature for hot 

food such as pizza or hot soup and not having any spillage during transportation) when sending 

orders from the merchants to the consumers due to massive demands for online orders. There are 
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usually not enough drivers or riders. Thus, most of these people are assigned to send food from 

several eateries to the respective households. This can lead to delays in arrival of food, this has 

also resulted in people receiving wrong orders as drivers can fail to check properly before putting 

down an order at the doorstep or hang at the door for contactless deliveries because they are 

under pressure to deliver the food quickly, for proper food hygiene and to maintain the freshness 

of the food. 

 

When consumers receive an unsatisfactory experience from the OFD business, the customer will 

be sure to call the helpdesk or contact the customer service chatbot for assistance. It has become 

a task to fill the gap that exists between delivery partners and restaurant owners, in the form of 

dependence entirely on the delivery people to meet service standards. 

 

To address these issues, the OFD firms ought to lead the niche industry to further growth with 

the following suggestions:  

 

• Proper resource management methods such as the pre-planning of delivery teams 

islandwide, scheduling sufficient riders and drivers per shift, and allocating all other 

resources such as customer support teams and IT system specialists to maximize 

efficiency 24/7. 

 

• Customer-centric marketing strategies such as engaging with their customer base such as 

having a TikTok advertisement contest, and making engaging short clips to boost 

awareness on multiple social media channels such as Instagram and also on television 

will also go a long way to entice new millennial and Gen Z consumers to place orders 

with the featured company, such as Foodpanda or GrabFood. 

 

• The OFD companies should constantly keep up with the latest industry developments and 

upgrade their business strategies accordingly. 

 

• The companies should also boost their customer service teams with talents from the hotel 

industry to increase their levels of responsiveness, and customer friendliness. 
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1.4 Significance of the Research 

This study has thus far mentioned about the changes in technology and punter conduct in 

detail. The need to study the factors that influence the choice of Singaporeans in the selection 

of online food delivery services is important to F&B operators as it provides intuitions on 

consumer opinions towards OFD services. The findings from the research can assist 

operators to adapt and further adjust their delivery operations according to latest local 

foodservice market trends such as Mala Chicken, Salted Egg Chicken Wings and Egg Fried 

Rice. The study also reaffirms the fact that people are willing to pay for OFD. This would 

assist the F&B merchants to work on pricing metrologies to encourage more OFD sales as 

whizzes are currently predicting that Singapore could be hit with 5,000 cases of COVID-19 a 

day in just under a weeks’ time (Channel News Asia, 2021), where dining in might be 

prohibited yet again.  

 

1.5 Chapter Overview 

This dissertation will be divided into the following chapters: 

 

Chapter 1: Introduction 

The first chapter covers the evolution of delivery services in Singapore, the background of food 

delivery companies, the objectives of the research, significance of the study, and lastly, the 

chapter overview. 

 

 Chapter 2: Literature Review 

The literature review will examine various reports or studies that relate on the factors such as 

F&B, customer satisfaction, COVID-19 dining restrictions, online relations, and credit precision. 

Critical review of these works will also be done in this chapter to ensure its correlation to the 

framework of this research paper. 
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Chapter 3: Methodology  

This section displays the survey engineering process and methods taken to analyze the research 

problem. Various methods and processes will be reviewed in accordance with their relevance to 

this paper. 

 

Chapter 4: Findings and Analysis 

This segment presents and reviews the data results from the research conducted. The data 

collected will be further analyzed to answer the research subject and objectives, providing a clear 

insight as to why Singaporean consumers prefer ordering food via online delivery services. 

 

Chapter 5: Conclusion and Recommendation 

This final part discusses the conclusion that can be derived from the data collected from previous 

chapters. It recapitulates the strategic conclusions related to the study objectives and also 

provides recommendations to the food delivery service companies on the various changes they 

can make to ride on this trend for the years to come.   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



QUEK HIN. W12023383  QUEK 25 

CHAPTER 2: LITERATURE REVIEW 

2.1 Introduction 

This chapter suggests several works, including past studies and concepts that will be relevant to 

the topic in question. The factors that influence the choice of Singaporeans in the selection of 

online food delivery services will be identified and evaluated. The availability of a vibrant OFD 

services scene for the past 9 years with four major players of GrabFood, Oddle Eats, Foodpanda 

and Deliveroo has its pros and cons and over time, there has been multiple changes and 

improvements to these services, enabling the niche industry to be competent to meet the 

increasing expectations of the present consumers.  

 

Advantages of OFD services have been acknowledged to be time efficient where the individuals 

do not have to dress up to go to a restaurant to dine at, one is presented with an extensive range 

of restaurants and hawker center food to order from, and lately, an increase in family bonding 

time during the weekends, as more families order OFD for lunch or dinner. Expectations from 

past satisfactory food delivery purchases where one receives his order in a timely fashion in 

under 20 minutes leads to reorder rates and customer loyalty (Delivery Hero, 2020), and it is 

therefore important for the OFD company to remain consistent standards to have the competitive 

advantage over other providers.  

 

However, with plusses comes about disadvantages as well. The food packaging used for OFD is 

bad for the environment as it was created from either paper plastic or Styrofoam products and the 

accompanying disposable cutleries is made from plastic, certain food items such as lobster, 

oysters, crabs, caviar and steak might suffer in quality due to temperature differences during 

transit from the restaurant to the customer despite being delivered in thermal packaging, and that 

individual customizations for food orders are largely ignored or overlooked by the restaurant 

staffs because of an influx of orders.    
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2.2 Relationship Between Online Food Delivery Services and Singaporeans 

Figure C: Citizen Age Groups 

 

According to the Singapore Department of Statistics (Population in Brief, 2020), the Singaporean 

population as of June 2020 is currently made up of 20.6% who are aged 19 and below, 62.6% 

aged between 20 to 64, and 16.8% who are aged 65 and above. This indicates that most of the 

country’s native populace of 3.52 million is of the working age and would most likely have 

enough money to pay for OFD occasionally, although these options are normally higher in fat, 

sugar, and salt content as compared to home-cooked meals.  

 

The article commissioned by OFD company Deliveoo on 1,000 locals in January 2021 

(Deliveroo Newsroom, 2021) reveals that Singaporeans embrace OFD services and 58% of them 

preferred to place orders from their favorite restaurants during the Circuit Breaker, when dining 

in was not allowed. Overall, there was an expenditure of S$105.25 monthly on OFD on average 

in 2020, a 56% increase from 2019 where S$67.54 was regular. Baby boomers born between 

1950 and 1964, aged 55 and above had the uppermost spending, topping a recurrent average of 

S$125.21, a 62% rise from the S$77.27 outlay in 2019.  
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The monthly figures for 2020 revealed that people in the Central region (regions such as 

Downtown, Tanglin, Bishan and Sentosa) spent S$126.75, followed by East region (regions such 

as Tampines, Pasir Ris, Bedok and Changi) at S$103.23, North-East region (regions of Seletar, 

Punggol, Sengkang and Hougang) at S$100.57, North region (regions of Woodlands, Mandai, 

Yishun and Sembawang) at S$99.47 and West region (regions of Jurong West, Boon Lay, 

Clementi and Bukit Panjang) at S$96.96. Therefore, this shows that the affiliation between the 

OFD facilities and Singaporeans is a positive one.  

 

2.3 Factors That Truly Inspire Singaporeans to Utilize Online Food Delivery Services  

As a hospitality professional specializing in F&B at The Ritz-Carlton, Millenia Singapore for the 

past three years, the author is convinced that Singaporeans in general enjoy eating out. However, 

when they choose not to dine-in at restaurants, coffeeshops and hawker centers, they will look 

for options that bring the food to them. Other than F&B characteristics, Singaporeans also 

depend on OFD companies that provide them with excellent customer satisfaction, response to 

COVID-19 dining restrictions, online relations, and credit precision.  

  

Food and Beverage Related Traits 

Food or meal quality are the features of prepared fresh food products from eatery kitchens that 

remain acceptable to purchasers upon unboxing at the many dining tables. This includes external 

factors such as appearance (color, size, shape, presentation style), texture, flavor, nutritional 

content, and sustainable production. Thus, ensuring uninterrupted streams of high-quality food 

produce from Sri-Lankan crabs, eggs to cabbage all year round that is not impacted by outbreaks 

of food diseases and supply issues is critical for everybody, especially for the chefs who need to 

prepare nutritious meals for the OFD companies to deliver to consumers. Additionally, food 

safety is enforced in Singapore, and food-borne illnesses are kept at bay with strict regulations on 

approved meat sources and vegetable pesticide levels by the Singapore Food Agency or SFA 

(Singapore Food Agency, 2021). 

 

As of 2018, only 13% of all vegetables, 9% of all fish and 24% of fresh eggs were locally 

produced (Singapore Food Agency, 2021). Although Singapore currently enjoys a diversified 

supply from 170 countries and regions including Japan, South Korea and Taiwan, bulk of the 
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90 % of the food that is consumed daily is imported from the countries of the United States, The 

Netherlands, India, China, Vietnam, Brazil, South Africa, Malaysia, Thailand, Indonesia, 

Australia, and New Zealand to safeguard the nation’s food security: 

 

Beef is sourced from America, Brazil, Australia and New Zealand, chicken is gotten from 

Malaysia, Brazil, and America, while vegetables and fruits are brought in from India, America, 

China, Vietnam, Malaysia, and Thailand.  

 

In closing, the obtainability of quality food is important for all eateries to provide gastronomical 

appeal to clients as food bonds persons together and is always an appearance of association and 

ethos.     

 

As the country is a cosmopolitan society of many races and ethnicities, Singaporeans enjoy a 

variety of tasty options on food that has strong but pleasant flavor, which makes them good to 

eat. To select delicious food, individuals should consider selecting items that are made from fresh 

spices or herbs and seasonal produce, while avoiding menu items which contain processed foods 

such as canned food and frozen vegetables. Nevertheless, locals enjoy an assortment. 

Singaporeans could enjoy Nasi Lemak for breakfast, Hainanese Chicken Rice for lunch, and a 

bowl of ramen for dinner. This mentality is brought when they order OFD too, with many opting 

for choices that would retain some temperature if packed properly by the eateries, without the 

need to reheat in a microwave oven or be further chilled in the refrigerator. Based on existing 

work experience as a Room Service Server who delivers both food items and other belongings to 

guests staying at the dedicated facility for persons on 14-day stay-home-notice (PSHN) at The 

Ritz-Carlton, Millenia Singapore since 28 May 2021, popular delivery options include: 
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Cuisine Food Options 

Malay / Halal Satay, Nasi Lemak, Nasi Padang, Mee Goreng, Arnold’s Chicken 

Indian Butter Chicken, Dhal Taka, Tandoori Chicken, Fish Head Curry, Naan 

Chinese  Roasted Duck, Dim Sum, Double-Boiled Soup, Singapore Chili Crab 

Eurasian Beef Pot Roast, Prawn Sambal Bostador, Chicken Curry Debal 

American Burgers, French Fries, Beef Pastrami, Spaghetti Bolognese, Pizza, Salads  

Korean Korean Fried Chicken, Tofu Stew, Grilled Pork Belly, Kimbab, Budae Jjigae 

Japanese Sushi, Sashimi, Ramen, Tempura, Miso Soup, Crispy Tofu, Gyudon 

Mexican Tacos, Burritos, Cheese Quesadilla, Enchiladas, Pozole, Carne Asada Fries 

Healthy Poke Bowls, Steel Cut Oats, Quinoa Bowls, Acai Bowls, Greek Yogurt Parfait 

  

Figure D: Food Options 

In closing, Singaporeans are indeed lucky to be able to enjoy so many picks for OFD. 

 

Eateries that provide customization, such as the In-Room Dining Department and the restaurants 

of Republic, Summer Pavilion and Colony of The Ritz-Carlton, Millenia Singapore, tends to be 

more popular to millennials (individuals who were born between 1981 to 1996 and is currently 

aged between 25 to 40) and also increasingly, the fresher Generation Z (Persons who were born 

between 1997 to 2012 and is currently aged between 9 to 24) (Beresford Research, 2021) as they 

suggest to cater to detailed preferences for guests’ tastes in a chef-crafted option on the menu 

that can be tweaked (such as no salt, steak doneness, no lard, no MSG) and also offers to 

provision of alternatives in a dish that is made from scratch, when it comes to specific dietary 

needs, such as Vegan and Ovo Vegetarian diets. 

 

However, when it comes to OFD orders, they come in tandem with the rest of the restaurant’s 

remits. Thus, the person taking the order in the busy kitchen staffs might overlook the customer’s 

special requests as mentioned on the order sheet, and not highlight it to the chefs on duty, 

resulting in the guest to receive unsatisfactory food from the OFD company.  

 

Thus, to avoid unhappiness, it would be best if the client gives the eatery a phone call or text to 

the specific eatery to enquire about customization before placing an order with the OFD as not 
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all merchants are able to cater to specific needs, due to manpower shortages in the industry. 

Additionally, even if the company agrees to providing a customized order for the guest, it would 

be best for the client to return another phone call or text with the OFD’s order number to ensure 

that the customer receives the correct order upon delivery.  

 

In summary, customizations are specific requests that can either be accepted or denied by 

eateries at their own discretion, even for OFD orders. Clients who make special requests should 

always check with the eatery to avoid disappointment.  

 

Singapore’s dining scene features a rich blend of hawker food culture that is recognized by 

UNESCO as an intangible culture heritage since 2020 (UNESCO, 2021), as well as many 

restaurants by local and international chefs. Thus, when the impact on businesses hit from 

February 2020, most of the merchants gradually diversified their operations onto the OFD 

companies as well. Though the price of food has increased by 1.1% on year in July 2021 due to 

higher freight and shipping costs because of closed borders (Channel News Asia, 2021), the 

ultimatum for OFD remains strong as people are understanding of the new normal, and willing to 

pay a premium to get hold of nourishment to boost their morale and family bonds communally. 

 

Customer Satisfaction Related Facets 

Based on experience as a Server, Singaporean customer behavior is largely dependent on 

whether they receive the value of money spent on the goods (hot when it comes to soups and 

cold when it comes to a chocolate cake) and prompt service, and not so much on the overall price 

they paid to obtain their yearnings. Hence, convenience is indeed about the prearrangement of 

the collection of a specific food delivery order from the eatery and then having the OFD 

company ensure that the assigned OFD conveyance driver has the capability to pass it to the 

consumer (Merriam-Webster, 2021) in an on-time delivery, in which the correct ordered 

products are conveyed punctually within the specific timing as stated on the OFD company’s 

application, to meet the customer’s requests (BSS Commerce, 2018). It is only when the 

customer is feeling full and satisfied after the meal that they would consider using the same OFD 

company for future and potentially larger recurrent orders for their friends, colleagues, family, 
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and themselves at appropriate occasions, such as for a birthday celebration or coworker's 

farewell.   

 

In closing, the provision of both convenience and on-time delivery are crucial to maintaining 

guest satisfaction.  

 

Should any customers have any general questions of the OFD company, Artificial Intelligence 

(AI) chatbots can be used to save on manpower. The chatbots are also able to collect questions 

and direct them to a live customer service officer during the next working day. Having said that, 

while most delivery drivers perform their tasks almost flawlessly and customers provide 

reactions after they are done with their meals, mishaps such as late delivery, having lost or wrong 

items delivered to them, receiving an incorrect order, food arriving in unsatisfactory condition, 

having the inappropriate packaging used; causing food or drinks to arrive spilled, or in the worst-

case scenario of not receiving the order at all occur from time to time. 

 

It is usually during unfortunate circumstances like these where customer service efficiency 

comes into importance to the OFD company as majority of revenue is consequent from happy 

repeat clients. Therefore, for successful service recovery and timely resolution to any of the 

listed matters, the customer service officer must display interpersonal communication skills as he 

put himself in the customer’s perspective while listening attentively to the feedback while 

listening attentively to the complaints and showing genuine care and concern. It would appeal 

greatly to the client that the issue is treated with seriousness as the matter is gradually resolved 

when the staff asks relevant questions such as for the order number, reads out the description of 

the order to the client, and requesting for a photograph of the defective food delivery. The 

management of the customer complaint then follows, with appropriate corrective action taken in 

problem resolution according to company policy, such as offering the client alternatives like 

sending a new delivery order or providing a refund either in store credit for use in a future order, 

cash or issuing discount vouchers, with accordance to the specific situation, to constantly satisfy 

the customers.   
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COVID-19 Dining Restriction Related Qualities 

Since the beginning of his bachelor’s degree course, the author has been keeping track of 

COVID-19 developments as the hospitality industry has been badly affected with periods of 

business closure, followed by multiple dining bans. 

 

COVID-19 Timeline in Singapore That Impacts Singaporeans 

Event Duration 

First Confirmed Case in Singapore  23 January 2020 

International Borders Close 23 March 2020 

Circuit Breaker (Partial Lockdown) 7 April 2020 to 1 June 2020 (No Dining) 

Mask Wearing Becomes Mandatory 14 April 2020 

Phase One (Safe Reopening of Businesses) 2 June 2020 to 18 June 2020 (No Dining) 

Phase Two (Safe Transitioning) 

Schools and businesses resume with measures 

19 June 2020 to 27 December 2020  

(Dining Permitted for Up to 5 people) 

Phase Three  

Gatherings & events resume with limited size 

28 December 2020 to 15 May 2021 

(Dining Permitted for Up to 8 people) 

Phase Two  

Cases increase 

8 May 2021 to 15 May 2021 

(Dining Down from 8 to 5 people) 

Phase Two Heightened Alert 

Cases spike 

16 May 2021 to 13 June 2021 

(No Dining) 

Phase Three Heightened Alert 

Cases Reduce 

14 June 2021 to 21 July 2021 

(Dining Permitted for Up to 5 People) 

Phase Two Heightened Alert 

Containment of Clusters in the Community, 

Increase in Vaccinations 

22 July 2021 to 9 August 2021 

(No Dining) 

Phase Two Heightened Alert 

COVID Resilience  

10 August 2021 to 26 September 2021 

(Dining Permitted for Groups of 2 at Hawker 

Centers and Coffee Shops) 

(Vaccinated Individuals, Recovered Patients, 

Individuals who Possess Valid Negative 
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COVID-19 Test Result Covering Duration of 

Dining & Unvaccinated Children Aged 12 

and Below from the Same Home Can Dine in 

Groups of 5 People) 

Stabilization Phase of Transition to  

COVID-19 Resilience  

27 September 2021 to Present 

(Dining Permitted for Groups of 2 at Hawker 

Centers and Coffee Shops) 

(Vaccinated Individuals, Recovered Patients, 

Individuals who Possess Valid Negative 

COVID-19 Test Result Covering Duration of 

Dining & Unvaccinated Children Aged 12 

and Below from the Same Home Can Dine in 

Groups of 2 People) 

 

Figure E: COVID-19 Timeline 

 

Although people can finally dine out now, the existing COVID-19 dining restrictions in 

Singapore of having to wear a face mask whenever outside one’s home and needing to check-in 

via SafeEntry, an app-based check-in and check-out system for both mobile phones and 

individual tokens for visiting common public places, as a nuisance. Ever-changing capacity 

limits on the number of diners per table in restaurants have also hampered that wish to meet up 

with their friends and family after the lengthy prohibitions. Thus, according to the survey 

question that the author created for this paper that garnered 140 responses in total, 40.7 percent 

of participants mentioned that they strongly agree, and 32.9 percent of them to agree that people 

have the preference to stay at home to order OFD, to avoid crowds.   
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Online Relation Related Aspects 

Promotional activities for OFD companies in Singapore have primarily been focused on 

offering attractive promotional discounts to clients such as offering free delivery, 30 percent off 

menu items for a limited period, and informing clients regularly on latest information in their 

email campagnas on how to redeem their earned points from previous OFD orders to discount 

vouchers. This can be complemented with advertising to boost brand appeal with locals online 

through Google Ads, and on radio and television on MediaCorp channels. 

 

Ease of navigation is about having the OFD website and application easy for clients to use. One 

should be able to flow from one page to another smoothly and be able to make his or her food 

orders within three clicks. The user experience is greatly enhanced with artificial intelligence 

(AI), which makes use of computers to imitate problem solving abilities using many algorithms 

to process data which is constantly updated automatically to change, update, and grow without 

the need for human intervention and according to the situation, to predict search results 

efficiently (Kaya, I.,2018). This enables the user to select the type of cuisine and food he or her 

would like to order. AI then mimics the decision-making proficiencies of the human brain 

through shortlisting the most popular items with price and descriptions above the eatery menu for 

easy pickings, before being ushered to the payment page for a quick transaction and subsequent 

delivery (IBM, 2020). 

 

Many able-bodied individuals now get to enjoy the benefits from ordering from OFD deliveries 

directly from the web-based portals. However, the OFD companies seem to have left out or 

forbidden disabled Singaporeans when it comes to web accessibility. These sites and tools ought 

to be properly designed, coded, and updated constantly with latest updates on WCAG 2.0 

international standards by website creators for individuals with visual, speech, cognitive and 

other challenges to order food by themselves (W3C, 2021). Additionally, the OFD service 

websites could embed a disability tab, for individuals who need the specialized feature to be 

directed to a specially designed website that has been reconfigured for text to be able to read 

aloud, text enlarged to custom text sizes or displayed in braille, before utilizing voice commands 

to make and confirm their orders (W3C, 2021). 

 



QUEK HIN. W12023383  QUEK 35 

Credit Precision Related Aspects 

To appear specialized and dependable, it is good business practice for the OFD companies to 

provide clienteles with multiple payment options such as cash on delivery, credit card, debit 

card, and via mobile wallets such as GrabPay, pandapay and Apple Pay. The rate of return for 

repeat business hereby increases as individuals of all ages want to have domination over the 

payment inclinations that they feel most contented with (BMT Micro, 2014).  

 

However, with the availability of sensitive records such as personal information collected from 

consumers such as passwords, User Ids, answers to security questions, credit card numbers and 

names of cardholders, it has become mandatory for online payments to be safeguarded over the 

collection, use, disclosure, and care of information. Strong encryption is therefore necessary to 

maintain the reputation of the country as a business hub, prevent any misuse, data breaches, 

fraud, and identity theft under the Singapore government’s consumer privacy protection 

Personal Data Protection Act (PDPA) of 2012 (PDPC, 2021). This regulation only allows for the 

disclosure of necessary records for legitimate legal compliance and equitable reasons such as 

verification purposes with banks.   
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2.4 Conceptual Framework 

This figure below shows the conceptual framework that would ascertain the demanding 

aspects that a Singaporean would consider when selecting online food delivery services. The 

theoretical outline guides the pointers to be focused on, and this helps to guarantee that the 

research’s objectives are realized.  

 

 

Figure 1: Conceptual Framework 
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CHAPTER 3: RESEARCH METHODLOGY 

3.1 Type of Data Choice 

This study will involve collecting applicable data from Singaporeans to comprehend the 

numerous factors that encourage the selection of online food delivery services locally. 

 There are two main types of research styles, namely quantitative research, and qualitative 

research.  

 

According to The University of Texas at Arlington, quantitative research is the learning of 

spiritual, communal, and monetary activities over the statistical analysis of gathered numeric 

data such as household income, highest educational qualifications, gender, age group and 

occupation (UTA Libraries, 2016) into percentages to show relations among data such as the 

names of OFD corporations respondents have engaged their services before, and the use of the 

Likert scale (Dr. Saul McLeod, 2019) to gauge how people agree or disagree with regards to a 

specific statement. Options for this measure include strongly agree, agree, neither agree or 

disagree, disagree, and strongly disagree.  

 

On the other hand, qualitative research spotlights on generating well-designed non-numeric, but 

descriptive data to academic panelists collecting, analyzing and interpreting of information 

through their cordial communications with individuals involved in providing expert reviews 

(Pathak, V., Jena, B., and Kalra, S.,2013) for example, on a study on improving safety when 

training in the military, or on specific observations and feelings of pain or satisfaction at a 

clinical trial in accordance with local laws and societal norms. The objectives, techniques used in 

the study should be accurately designed to eliminate prejudice for these responders to feel 

empowered to voice their beliefs, experiences, attitudes, and behavior to share their predicament 

actively and truthfully, so that future improvements can be made.  

 

There is also a possibility for the combination of both quantitative and qualitative research 

methods, where a combination of both is applied for people to have a well-rounded in depth 

understanding of the issue. In qualitative manners, the plan materializes over time gradually as 

the study progresses in the form of words, pictures, graphs, and tables subjectively, while in 

quantitative approaches, all qualities are wisely crafted objectively before targeted and 
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significant data is amassed in the arrangement of figures and statistics (SDU University of 

Southern Denmark, 2021).  

 

This paper is focused on quantitative research methods as this manuscript is about collating the 

numerous variables, followed by identifying and describing the factors convoluted in detail. 

Through the questionnaire sent to family members, friends, colleagues and acquaintances, 

information was successfully collected from the targeted audience competently and accurately. 

With the results from the 140 respondents over 7 days, it was proven to me that this quantitative 

data analysis method can be applied to attain strong suppositions and deductions for the 

completion of this project.                

 

3.2 Formulation of Research Questions 

There are two distinct types of data relevant to this topic. They are primary and secondary data 

respectively. According to Statistics How To (2021), primary data is amassed directly from the 

original sources that is not concerned with someone else’s views or judgements such as from 

interviews. Comparatively, secondary data is obtained from studies and surveys completed by 

others, and published in news articles, peer-reviewed journal articles and textbooks. 

 

Hence, the questionnaire was utilized to garner the primary data needed to allow the outcomes to 

be focused towards identifying the factors that guide the choice of locals in the selection of OFD 

services. 

 

There are several approaches to plan a study successfully. As Virginia Tech (2017) mentions, 

research designs are a plan on how to answer questions optimally according to the following: 

• Participant Observation: A survey of the life of a group’s activities by the scholar.  

• Interviews: This technique involves collecting data in an interactional manner, either 

through the telephone, or mainly face-to-face either in person or through the internet.  

• Survey Questionnaire: This is the most common means of generating primary data where 

knowledge is assembled from a sample size of individuals by asking them questions.  
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The completed survey of 30 enquiries in total for this paper with 140 Singaporean responses 

contains the following question flow: 

 

Part A: Demographic Profile (5 Questions) 

Amongst the general demographical questions, age group, gender, and highest educational 

qualifications were asked in this section to gather accurate results from Singaporeans. 

 

Part B: Consumer & Booking Behavior (6 Questions) 

The questions asked participants queries such as the OFD companies they have used before, how 

much they spend per month, and how often they order OFD per month. 

 

Part C: Selection Factors (16 Questions)  

Aspects that were identified in the conceptual framework were categorized into five groups, 

namely F&B, consumer satisfaction, COVID-19 dining restrictions, online relations, and credit 

precision were asked on a five-point Likert scale, ranging from Strongly Agree to Strongly 

Disagree, to allow the survey respondents to rate the importance of each reason according to 

their opinions frankly. This segment ends with a summary, showcasing all the elements in 

descending order. 

 

Part D: Miscellaneous (3 Questions)   

Other relevant questions such as if they had encountered any problems with OFD and if they 

would likely order from the company that they used today were asked in this segment to allow 

cross-analysis for a deeper understanding of the issue. 

 

A Semi-qualitative approach was used for question 29 where the author specifically asked an 

open-ended response on the problems the participants had when they order food through the 

delivery applications. From the 73 replies, the main issues for concern were late deliveries, 

missing items, incorrect food orders and hot food arriving cold at the doorstep. 
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3.3 Demographic 

The demographic of the targeted audience were Singaporeans of all ages. However, 39.3% of 

respondents were 25 to 34 years old, while 26.4% were aged from 35 to 44 years old. 35.7% of 

respondents have diploma certifications, and 35.7% have degree qualifications. Additionally, 

30.7% had an annual household income of S$75,000 and above.  

 

This shows that the young, educated, and increasingly affluent Singaporean millennials born 

between 1980 to 2000 and aged between 41 to 21(Goldman Sachs, 2021) are currently the largest 

users of OFD services. As digital natives who have grown up with the internet and smartphones, 

the use of technology is second nature to this age group and will tend to have accounts of at least 

two of the OFD companies, say Grab and Deliveroo, check for food reviews of the restaurants, 

and compare prices as of when to place their order to ensure that they have the food at the best 

value possible. 

  

However, it is not practical financially for the millennials to utilize OFD services frequently and 

ordering too many times might also cause them to have a bad impression, should they receive an 

order late. Thankfully, the OFD companies also have the support of 11.4% of Singaporeans aged 

45 to 54, and 18.6% of countrymen aged above 55 years of age.    

 

3.4 Research Design  

This study uses primary research through an online survey for accurate mass data collection from 

11 August 2021 to 25 August 2021. The survey which concluded with 140 responses was sent to 

a selected audience of Singaporeans in Singapore. For the study to be free from predispositions, 

the respondents were kept anonymous. The questionnaire begins with five demographic 

questions, followed by six questions on consumer and booking behavior, sixteen questions on 

selection factors where respondents got to answer the queries based on their preferences with the 

use of the Likert scale, which is ideal for people to give their honest and relevant opinions for 

responders to understand (PPCexpo, 2021), and then concluded with three miscellaneous 

questions. 
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3.5 Pre-Test 

After the author’s supervisor, Mr. Loi Hai Poh’s approval on 11August 2021 with the second 

reply after the author’s, a pre-test was conducted on a selection of other five participants, who 

completed their questionnaires at the same time, providing much needed verbal feedback for 

improvements to be made. Two questions were slightly tweaked to ensure clarity for the masses, 

and the pre-test was completed in a day. 

 

 

3.6 Limitations 

The topic had limited the population size to just Singaporeans but was open for all ages to take 

part. Although having pre-selected the audience, the questionnaire managed to influence the 

outcome of the study through the demographic and consumer boking behavior segments of the 

participants. 

 

   

3.7 Personal Data Protection Issues 

In Singapore, personal data security are the policies that manage the collection, use, disclosure, 

and care of personal data. To comply with the law, no email addresses, phone numbers, or 

network IP addresses were collected. Although several participants might be identifiable by the 

author, all personal data collected were with the prior approval of participants and were given the 

option to reject providing the relevant information asked at their own free will by simply 

ignoring the Google Docs weblink sent at: https://docs.google.com/forms/d/1iJ-

68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-rxyTaCrII/viewanalytics . Out of a total of 190 

weblinks copied and sent to friends, family, and colleagues via WhatsApp and through Facebook 

Messenger, 140 people willingly completed the survey. 

 

 

 

 

 

 

https://docs.google.com/forms/d/1iJ-68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-rxyTaCrII/viewanalytics
https://docs.google.com/forms/d/1iJ-68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-rxyTaCrII/viewanalytics
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CHAPTER 4: FINDINGS AND DISCUSSION 

4.1 Introduction 

This chapter presents the results and comparison for the mentioned factors. In the span of two 

weeks, 140 responses were collected from a selected group of participants to provide the 

customized study with the factors that influence the choice of Singaporeans in the selection of 

online food delivery services. This focus group has proven useful in providing the expectations 

that they have of the OFD corporations. Although various factors such as OFD food orders 

arriving late or spilled have already been identified prior to the questionnaire, this survey aids 

readers to narrow down to understand the issues, which would in turn provide the OFD 

companies a clearer picture on actions that need to take place, to retain these returning 

customers.  

 

4.2 Part A: Demographic Profile  

To be able to pinpoint the factors, it is critical to factor in the demographic requirements to 

narrow the target audience, and these requirements would be advantages in identifying 

relationships between the various survey questions. Having an analyzed relationship can draw a 

clearer picture for the OFD industry on its requirements and expectations. The demographic 

section of the survey was crafted to provide the study an understanding of the participants. This 

allows the research to make realistic statements based on the results and achieve a clear 

resolution to the topic question. 
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 Age and Gender 

 

Figure 2: Age Group of Responders 

 

The figure above shows the age group of the participants. The question ensures that the research 

has been in line with the topic where opinions from this survey were gathered from Singaporeans 

of all ages. There were 55 participants who declared that they were from the ages of 25 to 34 

years, and there was 1 who mentioned that he or she was under the age of 18. 

 

The limitations for this survey were that most of the author’s colleagues and friends are made up 

of adults aged from 17 to 54 years old, and that there were approximately 45 people aged above 

55 who did not respond to the survey website link. It was a fact that despite the clear description 

of what the survey was about, most seniors did not respond as they were concerned that it was a 

scam, and that someone was impersonating the author.  
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Figure 3: Gender of Respondents  

 

The pie chart above shows the number of survey participants separated by gender. Out of the 140 

respondents, 56 percent (or 79) were males and 44 percent (or 61) were females respectively.  
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Highest Educational Qualification Attained and Occupation 

 

 

Figure 4: Educational Qualification of Responders 

 

This survey has revealed that there was an equal number of participants with diploma 

educational qualifications and bachelor’s degree certifications at 35 percent each. Although most 

individuals had the minimum credentials for entry-level and mid-level positions, 15 percent of 

respondents have a graduate degree. Armed with specialized knowledge of their major, master’s 

degree holders have the advantage of career advancements in senior management and increased 

earning potential over other people.  
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Figure 5: Occupational Category 

 

With education, comes gainful employment. 71.4 percent, or 100 respondents were employed 

full-time, while 11.4 percent, or 16 people were hired part-time.  

 

There were also 22 respondents who have also retired from active service for their respective 

corporations. 
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 Annual Household Income 

 

 

Figure 6: Annual Household Income of Respondents 

 

The demographic factor that has a huge impact on the results are the financial considerations that 

the consumers have. Although ordering OFD services are appropriate for busy individuals and 

family members working from home, it can have a fiscal impact on the users as there would be 

delivery charges attached to every order placed. This could be a deterring factor in the long term 

if an individual were to order OFD almost daily, especially for the 23 individuals who have 

households who make under S$20,000 per annum. Every participant was asked to indicate their 

household income range, instead of exact household incomes, due to confidentiality purposes.  

 

The results indicate that 31 percent, or 43 individuals had families with more than S$75,000 per 

year, 22 percent, and 31 people had families with earnings of S$35,000 to S$49,999 per annum. 

Therefore, these 74 individuals are the ones who have households which are indeed 

economically capable to make OFD purchases. 
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4.3 Part B: Consumer and Booking Behavior  

These six questions quiz responders if they have ordered OFD before and for the choices of 

names of companies they have used before, the OFD company that they most often use and for 

their monthly expenditure, how often they order OFD monthly and for their preference of 

eateries that they prefer to order from. These questions have been intentionally phrased casually, 

to garner frank responses. 

 

Have You Ordered Food Delivery Before and Which of the Following OFD Companies 

Have You Used Before? 

 

 

Figure 7: Have You Ordered Food Delivery Before? 

 

The data shows that 87.9 percent or 123 participants have ordered food delivery before, while 

10.7 percent or 15 respondents mentioned that they have not.  
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  Figure 8: The OFD Companies That Consumers Have Utilized Before 

 

For this question, responders could select more than one answer as they might most likely have 

used the services of more than one OFD company. The most popular OFD company was 

GrabFood at 107 responses, followed by FoodPanda at 83 replies. The term ‘Others’ includes 

firms such as Deliveroo and airasia food, which managed to get 41 votes.  
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 Which Food Delivery Company Do You Use Most Often and How Much Did You Spend 

on Food Delivery Per Month? 

 

 

Figure 9: Most Used OFD Company 

 

This is a similar question to the one asked above and was designed to affirm the fact that 

GrabFood and FoodPanda are indeed the leading companies with Singaporean consumers. With 

responses from 70 (50 percent) and 36 (25.7 percent) individuals respectively, the preferences 

are evident for all to see. 
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Figure 10: Monthly Expenditure 

 

The graph indicates that most individuals polled spent S$1 to S$50 on OFD per month, followed 

by 31 people who said that they spent S$50.10 to S$100. This is followed thirdly by 26 people, 

who indicated that they spent S$100.10 to S$250 habitually.  
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 How Often Do You Order Food Delivery Monthly and When Ordering Food and Drinks, 

the Preferred Outlet Would Be? 

 

 

Figure 11: Frequency of Ordering OFD Monthly 

 

46 individuals, or 32.9 percent of respondents claimed that they ordered food delivery more than 

three times a month, while 33 respondents mentioned that they did likewise twice a month. This 

indicates that people are ordering more OFD as working from home is the current government 

mandated default (Ministry of Health Singapore, 2021).  
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Figure 12: Preferred F&B Outlets 

 

When ordering OFD, Singaporeans indicated clearly in the data collected above that they prefer 

edible goods from Fast-Food Restaurants (78 individuals), followed by Full-Service Restaurants 

(75 individuals) and the Coffeeshops (Eating Houses and Kopitiams) (53 individuals).  

 

Rightfully so, the author’s two Muslim friends mentioned that they would explore Halal food 

options on the OFD company applications whenever they felt like not cooking at home or going 

downstairs to their neighborhoods to purchase food to-go.  
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4.4 Part C: Selection Factors 

This segment includes purposely created questions in-tune to the conceptualized framework and 

use the five-point Likert scale of strongly agree, agree, neither agree or disagree, disagree, and 

strongly disagree. At 16 questions in total, it forms the core component to help readers 

comprehend how the five key pillars of (A) Food & Beverage, (B) Customer Satisfaction, (C) 

COVID-19 Dining Restrictions, (D) Online Relation Related Aspects and (E) Credit Precision 

Aspects work together in the influence of choice of Singaporeans in the selection of online food 

delivery services. 

 

4.4 (A) Food and Beverage 

 

Food Quality 

 

Figure 13: Food Quality 
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The question asked was: ‘Quality is one of the key factors when choosing food for delivery’. 70 

individuals mentioned that the strongly agreed to the statement, and 51 agreed. The remaining 13 

indicated neutral and another 6 disagreed with the statement. 

 

Variety of Tasty Food Options 

 

 

Figure 14: Variety of Food Options 

 

The question asked was: ‘variety of options is one of the main reasons for choosing food 

delivery’. 58 people strongly agreed, while 60 (most respondents) agreed to the statement. 15 

individuals were neutral, and 7 disagreed. This shows that Singaporeans do not want to eat the 

same food every time they order OFD. 

 

The element of taste is closely related to having a variety of food options, as both elements work 

together to entice more customers to order the genre of cuisine or food item, in accordance with 

one of the latest food trends for globe-trotting millennials who long to be able to travel again 
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soon, such as the availability of Halal-certified Korean barbecue takeaways from the likes of 

Muk-Bang Korean Restaurant and Seoul Garden.  

 

 

Taste of Food 

 

 

Figure 15: Tasty Food Options 

 

Having mentioned that, the question asked was ‘the taste of food is one of the key factors when 

choosing the eatery to order from’. A resounding 80 participants strongly agreed to the report, 

while 51 agreed. 6 were neutral, and 3 disagreed.  
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Customization 

 

 

Figure 16: Customization  

  

Individuals nowadays tend to have restrictive diets because of allergies to certain food such as 

MSG, gluten, nuts, and lactose, or for health reasons such as wanting to adopt a vegan or 

vegetarian regimen. Hence, these people, along with those who consume beef, would tend to 

want to customize their OFD orders to their needs. 

 

Correspondingly to the question of ‘the ability to customize your order is important to you when 

ordering food delivery’, 55 people strongly agree to the statement, while 49 agree. 29 were 

neutral, while 7 disagreed. 
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 Price 

 

 

Figure 17: Price 

 

The question asked was: ‘the price of food is one of the key factors when choosing which eatery 

to order from’. It is true to the fact that most people want to frequent OFD from eateries that 

provide unique food, such as from former hotel restaurant chef turned hawkers, or for other 

merchants in Singapore which provide reasonable portion sizes of food at a reasonable base price 

before the delivery fees that consumers are willing to pay for. Therefore, 57 people strongly 

agree to the statement, while 61 individuals agree. 16 remain neutral, while 6 people disagree. 
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4.4 (B) Customer Satisfaction 

 

Convenience and On-Time Delivery 

 

 

Figure 18: Convenience 

  

Convenience is the aspect of staying at home, but still have OFD delivered to the doorstep for 

you by the delivery rider or driver. The question asked was: ‘convenience is one of the key 

factors for choosing food delivery’.  63 people strongly agree that this factor is important to 

customer satisfaction, while 62 people agree. 10 individuals remained neutral, while 5 disagreed. 

 

Ordering food online is quick and fast but receiving the food on-time is as important for the OFD 

companies, to keep the consumer satisfied, in the hopes of many future orders ahead. Hence, the 

question asked was: ‘the ability to receive your food on time to your doorstep is important when 

choosing which food delivery company to order from’. 
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Figure 19: On-Time Delivery 

 

67 individuals indicated strongly agree to the statement, while 57 people agree. 13 were neutral, 

while 3 people disagree. 

 

 

 

 

 

 

 

 

 

 

 

 



QUEK HIN. W12023383  QUEK 61 

Customer Service Efficiency and Feedback 

 

  

Figure 20: Customer Service Efficiency  

 

‘Customer service efficiency is important to you when choosing which food delivery company to 

order from’. This statement garnered 61 individuals who strongly agree, and 59 people who 

agree. 16 remained neutral, while 4 people indicated disagree.  
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Figure 21: Importance of Feedback 

 

Correspondingly, ‘the ability to ‘provide feedback is important when choosing which food 

delivery company to order from’. 51 individuals strongly agree, while 52 people agree. However, 

32 stated neutral and 5 disagreed.  

 

This is somewhat concerning as more than 26 percent believed that providing feedback to 

management was somewhat not that useful, and this matter should be looked further into by 

researchers soon.  

 

 

 

 

 

 

 



QUEK HIN. W12023383  QUEK 63 

4.4 (C) COVID-19 Dining Restrictions 

 

 

Figure 22: COVID-19 Dining Restrictions 

 

Due to rising caseloads of the virus recently to 2478 cases and two deaths as of 30 September 

2021 (Channel News Asia, 2021), the statement of ‘the existing COVID-19 dining restrictions in 

Singapore have influenced you to order food delivery, to avoid crowds’ has remained true with 

57 individuals who strongly agree, and 46 who agree.  

 

However, for the 31 persons who remained neutral or disagreed, it could mean that they were 

tired of the curbs, and hopes to see the country reopen fully soon, especially with the fact that 

Singapore has already achieved a vaccination rate of 82 percent (Ministry of Health Singapore, 

2021).  
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4.4 (D) Online Relation Related Aspects 

 

Promotional Activities 

 

 

Figure 23: Promotional Activities 

 

The statement of: ‘The availability of promotional activities such as combo deals, free delivery 

and discounts have an influence on which delivery company you use for food delivery’ has 

garnered responses from 56 people who strongly agree, and 62 who agree. 13 remain neutral, 

while 9 individuals disagree.  
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Ease of Navigation and Usage of AI 

 

 

Figure 24: Ease of Navigation 

 

The statement of: ‘The ease of navigation of a food delivery platform influences your decision 

on whether to use it or not’ gained a response of 52 people who strongly agree, and 62 

individuals who agree. 21 remained neutral, while 5 disagreed. This indicates that users welcome 

the use innovations that are quick and user- friendly. 
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Figure 25: Usage of AI  

 

The assertion of: ‘The food delivery platform that you often use has a flexible algorithm which 

utilizes artificial intelligence to anticipate your selection needs’ has gathered 36 responses who 

strongly agree, and 47 individuals who agree. 48 responses indicated a neutral outcome, and 9 

people disagreed with the statement. This indicates that technology can only get better with time, 

and that further improvements will be made. 

 

 

 

 

 

 

 

 

 



QUEK HIN. W12023383  QUEK 67 

 Accessibility 

 

 

Figure 26: Accessibility 

 

48 individuals agree and 34 people strongly agree with the fact that website accessibility is 

important, and that the statement of: ‘The food delivery platform that you normally use is 

accessible even at 1am, allowing you to make an advanced order for the day ahead’ is indeed 

welcome by most responders, even though there were 43 neutral responses and 15 people who 

disagreed. 
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4.4 (E) Credit Precision Aspects 

 

Multiple Payment Options 

 

 

Figure 27: Multiple Payment Options 

 

The multiple payment options provided by the food delivery firm has an important factor and 

expectation that consumers have of online food delivery services to influence repeat business. 

Out of the 140 participants, 55 or 39 percent indicated that they strongly agree with the 

statement. Another 40.7 percent acknowledged that they agreed that consumers should be given 

the options of payment with cash on delivery, credit cards and debit cards, and via mobile wallets 

such as GrabPay. Only 28 individuals had reservations over this. 
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Customer Privacy Protection 

 

 

Figure 28: Consumer Privacy 

 

Consumer Privacy protection is critical to customers, and that 81 individuals, or 58 percent of 

respondents strongly agree to this statement, followed by 44 who agree. 11 remain neutral, while 

only 4 disagreed. 
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4.4 (F) Summary 

 

The following figure is a summary of all sixteen mentioned factors put together for a clearer 

comparison to identify the top three factors that influence the choice of Singaporeans in the 

selection of online food delivery services. The blue areas represent strongly agree, the orange 

areas represent agree, while the grey areas represent the total.  

 

 

Figure 29: Summary of Factors 

  

Based on all the factors from a total of 140 survey participants above, it can be identified that the 

top five factors that impact the choice of Singaporeans in the selection of OFD services are:  

1. Taste of Food – 131 Votes 

2. Consumer Privacy Protection – 125 Votes  

3. Convenience – 125 Votes 

4. On-Time Delivery – 124 Votes 

5. Food Quality – 121 Votes 
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4.5 Part D: Miscellaneous   

 

Figure 30: Encountered Any Problems with Food Delivery? 

 

Of the 135 participants who responded to this non-compulsory question to answer in the survey 

questions, 68 individuals mentioned that they experienced issues with OFD, while 67 people 

claimed that they had no issues. The top concerns that consumers experienced were receiving the 

item cold, late deliveries and receiving the wrong order, or had missing items. 

 

These are preventive factors if the merchant has a team of trained dedicated personnel to pack all 

OFD orders according to the order sheet carefully and individually, using appropriate heat 

inducing packaging, and have the receiving OFD rider or driver to deliver the item immediately 

to the correct address by the stipulated time of arrival at the customer’s home’s doorstep. 

 

In this survey that the author conducted in August 2021 for the purpose of writing this paper, this 

question was asked, and garnered 73 responses. Here are the issues confronted, and how the 

consumers, merchants and or OFD company could possibly resolve them:  
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Problem Encountered Resolution Recommendation  

Late delivery The customer should contact the assigned 

driver immediately if the order has not arrived 

past the stated time of arrival via the OFD 

chat function or voice call. The driver should 

also be responsive to let the customer know 

that the order might be delayed and state the 

reason why.  

Missing or wrong items delivered The customer should contact the OFD 

customer hotline or chatbot immediately. The 

OFD will then investigate and get back to the 

consumer. Depending on outcome, the OFD 

may offer a refund, or ask the merchant to 

prepare another order for delivery. 

 

 

Completely incorrect order received The customer should contact the OFD 

customer hotline or chatbot immediately. The 

OFD will then investigate and get back to the 

consumer. Depending on outcome, the OFD 

may offer a refund, or ask the merchant to 

prepare another order for delivery. 

Food delivered to wrong unit  The customer should contact the OFD 

customer hotline or chatbot immediately. The 

OFD will then investigate and get back to the 

consumer. Depending on outcome, the OFD 

may offer a refund, or ask the merchant to 

prepare another order for delivery. 

Food arrived in bad condition (not hot) The customer should contact the OFD 

customer hotline or chatbot immediately for a 

resolution. The OFD will then investigate and 
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get back to the consumer. Depending on 

outcome, the OFD may offer a refund, or ask 

the merchant to prepare another order for 

delivery. 

Inappropriate packaging used; food arrived 

spilled 

The customer should take a photo of what 

was received, and contact the OFD customer 

hotline or chatbot immediately, followed by 

email when requested, for a resolution. The 

OFD will then investigate and get back to the 

consumer. Depending on outcome, the OFD 

may offer a refund, or ask the merchant to 

prepare another order for delivery. 

Order did not arrive The consumer should report the issue within 

12 hours from the delivery time to the OFD if 

it has been more than 10 minutes after the 

order has been completed and the order has 

not arrived yet. If the order has already been 

paid with a credit card or through mobile 

wallet such as GrabPay, the OFD company 

should issue a refund to the customer 

 

Figure 31: Problems Encountered & Recommendations 
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Figure 32: Likely to Order from the Company Again? 

 

Lastly, the likelihood of a repeat order from 135 respondents is at 64 percent, while 34 

respondents mentioned that they might order from the same OFD company again. However, 

there were 15 individuals who stated that they would not order from the same OFD company 

they used again.  

 

The discoveries from this segment indicate that there is still much opportunity for the industry to 

grow and can improve over time. Therefore, the author recommends that a nationwide survey be 

done on this interesting topic, so that accurate data can be collected to derive the pointers for the 

industry to improve on. 
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CHAPTER 5: CONCLUSION 

This chapter will provide a summary of the main conclusions related to the dissertation 

intentions. The findings and recommendations are concluded as below. 

 

Objective 1: Overview analysis of the F&B delivery services in Singapore 

The OFD industry in Singapore has been aided by the rapid adoption of digital knowhow. As the 

government has mandated the tech-savvy Singaporeans to work from home, and those students 

take classes online because of coronavirus outbreak concerns, more and more people are 

reaching out for OFD services to settle their cravings for food from their favorite restaurants and 

eateries serving local delights such as Mee Siam and Longtong. Although dining-in has been 

allowed again, it is restricted to only two people per table, making this not conducive for 

families. Thus, OFD services will continue to be in requirement for the calculable future for 

people as they want to avoid crowds, despite the food being more expensive than a regular take-

out due to the additional charges of price markups, dynamic and surge pricing, delivery charges, 

small order fees and platform fees.     

 

Objective 2: To analyze the various factors that influence Singaporeans in the selection of an 

OFD company 

Many Singaporeans are interested to order OFD more than three times a month because of higher 

disposable incomes from their careers, do not have time because of their busy lifestyles and are 

already at home and fearful of being exposed to the virus while taking away food in their 

communities, and that they also tend to have rising demands for comfort to want food to be 

served to them and their family members.  

 

Objective 3: To study some of the challenges and recommendations arising from the study 

As Singaporeans have adapted to the new norm of staying at home, apart from their physical 

stores to cater to dine-ins and takeaway orders, the F&B merchants have mostly already transited 

to an online presence by collaborating with the OFD companies such as GrabFood, Foodpanda, 

Deliveroo and Oddle Eats, to meet the demands of consumers islandwide.  

The challenges for the OFD companies are indeed the ever-changing customer loyalty as 

consumers go for the OFD company that is currently offering a promotion such as S$0 delivery 
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fee with a minimum spend, unstable market prices, the adherence to food quality standards and 

safe food handling, and the management of customer expectations.  

 

Thus, it is recommended for OFD corporations to have proper resource management controls 

implemented, adopt fresh customer-centric marketing strategies other than the online discounts, 

stay abreast of industry developments and pioneering new methods, and boost their customer 

service teams to handle issues efficiently and effectively. 

 

Correspondingly for OFD consumers to save money and obtain the best deals in the long run, it 

is recommended for them to check the restaurant they want before ordering, say Jumbo Seafood 

on multiple apps, to avoid small order fees and check to see if there are any free delivery 

promotions. Next, they can then compare the same menu across applications before deciding on 

the app to order from. Additionally, can consider applying for cashback credit cards such as the 

OCBC Bank 365 or the POSB Everyday Card. For debit card users who frequent Grab services, 

they can consider getting the GrabPay card to earn points for future redemptions.  
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APPENDIX 

OFD Pricing Chart 

 

Food Delivery  

Platform 

GrabFood FoodPanda Deliveroo  Oddle Eats 

Delivery Range Islandwide Islandwide According to 

zones 

Islandwide 

Delivery Fee Dynamic 

pricing, usually 

S$0 to S$23 

 

Dynamic 

pricing, usually 

S$0 to S$33.99 

 

Dynamic 

pricing, S$0 to 

S$5 (Set by 

merchant) 

Dynamic 

pricing, from 

S$0  

Self-Pick-Up Yes Yes Yes Yes 

Small Order Fee From S$0.50 to 

S$10.90 

From S$1.10 to 

S$14.80 

Applies to orders 

below the 

minimum set for 

the eatery 

(Range from 

S$12 to S$60 

spending for free 

delivery 

Applies to orders 

below the 

minimum set for 

the eatery 

(Range from S$0 

to S$90 

spending for free 

delivery 

Platform 

(Service) 

Fee 

S$0.30 S$0.00 S0.20 to S$0.50 

or more 

S$0.00 

Priority Delivery S$3.00 - - -  

Minimum Spend 

Required Before 

Available 

Offers/ 

Vouchers Can 

Be Applied for 

Free Delivery or 

S$0 to S$80 

Free delivery 

(capped at S$6 

to S$10). 

Discounted self-

pick-up (25% 

- Yes, various 

amounts apply, 

according to the 

merchant 

Yes, various 

amounts apply 

according to the 

merchant after 

login to Oddle 

Plus account 
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Discounted Self-

Pick-Up  

off, capped at 

S$8.  

Minimum Order  Yes, depends on 

merchant 

Yes, depends on 

merchant 

Yes, depends on 

merchant 

Yes, depends on 

merchant 

Subscription 

Service Name & 

Price 

None  Pandapro 

S$5.99/month 

deliverooplus  

S$16.90/month 

Oddle Plus 
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Questionnaire 

Part A: Demographic Profile  

Question 1: Your age group. 

Question 2: Gender. 

Question 3: What is your highest educational qualification? 

Question 4: Occupation. 

Question 5: What is your annual household income? 

 

Part B: Consumer and Booking Behavior  

Question 6: Have you ordered food delivery before? 

Question 7: Which of the following delivery companies have you used before? 

Question 8: Which food delivery company do you use most often? 

Question 9: How much did you spend on your delivery in total per month? 

Question 10: How often do you order food delivery in a month? 

Question 11: When ordering food and drinks, the outlets you prefer would be: 

 

Part C: Selection Factors 

Question 12: Quality is one of the key factors when choosing food for delivery. 

Question 13: Variety of options is one of the main reasons of choosing food delivery. 

Question 14: The ability to customize your order (E.g., No MSG / Steak doneness) is important 

for you when ordering food delivery. 

Question 15: The taste of food is one of the key factors when choosing the eatery to order from. 

Question 16: The price of food is one of the key factors when choosing which eatery to order 

from. 

Question 17: Convenience is one of the key factors for choosing food delivery. 

Question 18: The ability to receive your food on time to your doorstep is important when 

choosing which food delivery company to order from. 

Question 19: Customer service efficiency is important to you when choosing which food 

delivery company to order from. 

Question 20: The ability to provide feedback is important to you when choosing which food 

delivery company to order from. 
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Question 21: The existing COVID-19 dining restrictions in Singapore have influenced you to 

order food delivery, to avoid crowds.  

Question 22: The ability of promotional activities such as combo deals, free delivery and 

discounts have an influence on which delivery company you use for food delivery. 

Question 23: The food delivery platform that you often use has a flexible algorithm which 

utilizes artificial intelligence to anticipate your selection needs.  

Question 24: The food delivery platform that you normally use is accessible even at 1am, 

allowing you to make an advanced order for the day ahead. 

Question 25: The ease of navigation of a food delivery platform influences your decision on 

whether to use it or not. 

Question 26: Consumer privacy protection is important to you as a consumer.  

Question 27: The multiple payment options provided by the food delivery firm has an influence 

on whether you would use the company again. 

 

Part D: Miscellaneous  

Question 28: Have you encountered any problems with online food delivery? 

Question 29: If yes, what are the problems that you encountered when ordering food through the 

delivery applications? 

Question 30: Are you likely to order from the company that you used today? 
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Report Summary 

This report was commissioned by Quek Hin to investigate the factors that influence the choice of 

Singaporeans in the selection of online food delivery services. The author’s supervisor suggested 

virtually on Zoom for Meeting 1 on 31 March 2021 that he complete his dissertation on food 

delivery services because it was a topic that was relatable to him, and that he had specialist 

information on.  

 

However, due to the importance of full-time work at The Ritz-Carlton, Millenia Singapore, the 

author never came up with the conceptualized framework until Meeting 2 on 31 May 2021 and 

kept revising it till 11 August 2021 when he finally showed it to his supervisor via email. The 

author finally completed his questionnaire of 30 unique questions, and it was approved on 31 

August 2021 during Meeting 3. The questionnaire was then put online at:  

https://docs.google.com/forms/d/1iJ-68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-

rxyTaCrII/viewanalytics . It was disabled for further entries when it hit 140 responses from 

friends, family, and colleagues on 14 September 2021.  

 

Writing of the dissertation began officially on 15 September 2021 where the author gained 

research skills, looking online constantly for the relevant information both after work and on his 

numerous approved paid and unpaid days off. Staying calm under pressure and spending many 

countless nights up past midnight, the paper finally came slowly but surely.  

 

The paper was first shown to the author’s supervisor during Meeting 4 on 01 October 2021 at 

10:30am, who provided him with his logbook and directions to write Chapter 5 correctly. 

Additionally, the author’s supervisor also made several adjustments to the paper, which included 

the elimination of several graphs and photographs. 

https://docs.google.com/forms/d/1iJ-68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-rxyTaCrII/viewanalytics
https://docs.google.com/forms/d/1iJ-68PQsvQ2X6ZKiGGFr8ELZ7jqoXvuxe-rxyTaCrII/viewanalytics
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