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Abstract

With the advent of the O20 era, every industry has undergone tremendous changes, and
the catering industry is one of them. The rise of various food delivery platforms not only
provides consumers with more choices, but also allows restaurant operators to reach more
potential consumers and increase additional revenue. With the rise of the delivery platform
market, various related research has sprung up. This study aims to study the composition of
the factors affecting the satisfaction of the delivery platform, and whether the factors will
affect the ordering frequency of consumers. The results of the research are provided to the
food delivery platform industry for reference, and the direction of various platform

improvements and recommendations is proposed.

In the empirical study, a total of 254 valid questionnaires were collected in this study.
After the reliability and validity analysis, it was found that the factors affecting the
satisfaction of the delivery platform were three major facets, the quality of the restaurant, the
service flow and interface of the application, marketing and charging. The three facets are
positively correlated to the customer satisfaction of the food delivery platform; while the
restaurant quality and the service flow and interface of the application are positively
correlated to the ordering frequency of the food delivery platform consumers. In terms of
marketing and charging, only the samples that usage frequency is more than once a month are
positively correlated. Uber Eats' overall performance is better in each of the food delivery
platform service indicators. Foodpanda needs to strengthen the diversity and brand power of
the cooperative restaurant, while Honestbee needs to improve the service attitude of the
delivery staff. After the conclusions of the statistical analysis of the empirical research, the
recommendations related to the food delivery platform operators and the direction in which

the follow-up researchers can work are proposed.

Keywords: Food delivery, E-commerce, 020, Platform economy, Satisfaction
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