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Abstract

The online food delivery industry has emerged as a dynamic and rapidly evolving
sector, driven by advancements in technology and shifting consumer preferences. This
abstract provides an overview of the key themes explored in this research, which focuses on
the impact of supply chain management on customer satisfaction in the online food delivery

industry.

The research aims to address the central problematic of how supply chain management
practices influence customer satisfaction in this industry. Through a comprehensive
examination of the supply chain management challenges, the role of collaboration among
supply chain actors, the importance of effective communication with customers, and the key
factors influencing customer decision-making, this study seeks to shed light on the critical

aspects that shape customer satisfaction in the context of online food delivery.

The study adopts a hypothesis-driven approach, with two key hypotheses proposed.
Hypothesis 1 posits that the quality and timeliness of food delivery have a significant impact
on customer satisfaction, while Hypothesis 2 suggests that the use of innovative technologies
in supply chain management improves customer satisfaction. These hypotheses provide a
framework for analyzing and understanding the factors that contribute to customer satisfaction
in the online food delivery industry.

To conduct this research, a mixed-methods approach is employed, combining both
qualitative and quantitative data collection methods. Primary data is gathered through
interviews and surveys, while secondary data is collected from academic literature, industry
reports, and market research. The data analysis process involves coding, categorization, and
statistical analysis to identify patterns and correlations between supply chain management

practices and customer satisfaction levels.

The findings of this research contribute to both academic knowledge and practical
insights for industry stakeholders. The results confirm the significance of quality and
timeliness in food delivery as key drivers of customer satisfaction. Additionally, the study
reveals the positive impact of innovative technologies on supply chain management practices

and their role in enhancing the overall customer experience.

In conclusion, this research underscores the importance of effective supply chain

management in the online food delivery industry and its direct influence on customer



satisfaction. By understanding and addressing the challenges, fostering collaboration among
supply chain actors, leveraging innovative technologies, and prioritizing communication with
customers, businesses can optimize their operations and enhance customer satisfaction levels.
These insights provide valuable guidance for companies seeking to thrive in the highly

competitive landscape of the online food delivery industry.



Résumé

L'industrie de la livraison de nourriture en ligne a émergé en tant que secteur dynamique
en constante évolution, stimulée par les avancées technologiques et les préférences
changeantes des consommateurs. Ce résumé offre un apercu des thémes clés abordés dans
cette recherche, qui se concentre sur I'impact de la gestion de la chaine d'approvisionnement

sur la satisfaction des clients dans I'industrie de la livraison de nourriture en ligne.

La recherche vise a répondre au probléme central de savoir comment les pratiques de
gestion de la chaine d'approvisionnement influencent la satisfaction des clients dans cette
industrie. A travers un examen complet des défis de la gestion de la chaine
d'approvisionnement, du rdle de la collaboration entre les acteurs de la chaine
d'approvisionnement, de I'importance d'une communication efficace avec les clients et des
facteurs clés influencant la prise de décision des clients, cette étude cherche a mettre en
lumiere les aspects critiques qui faconnent la satisfaction des clients dans le contexte de la

livraison de nourriture en ligne.

L'étude adopte une approche basée sur des hypothéses, avec deux hypotheses clés
proposées. L'hypothese 1 postule que la qualité et la ponctualité de la livraison de nourriture
ont un impact significatif sur la satisfaction des clients, tandis que I'nypothese 2 suggére que
l'utilisation de technologies innovantes dans la gestion de la chaine d'approvisionnement
améliore la satisfaction des clients. Ces hypothéses fournissent un cadre d'analyse et de
compréhension des facteurs qui contribuent a la satisfaction des clients dans I'industrie de la

livraison de nourriture en ligne.

Pour mener cette recherche, une approche mixte est utilisée, combinant des méthodes de
collecte de données qualitatives et quantitatives. Les données primaires sont recueillies a
travers des entretiens et des enquétes, tandis que les données secondaires sont collectées a
partir de la littérature universitaire, des rapports sectoriels et des études de marché. Le
processus d'analyse des données implique le codage, la catégorisation et I'analyse statistique
pour identifier les motifs et les corrélations entre les pratiques de gestion de la chaine

d'approvisionnement et les niveaux de satisfaction des clients.

Les résultats de cette recherche contribuent a la fois aux connaissances académiques et
aux idées pratiques pour les acteurs de I'industrie. Les résultats confirment I'importance de la

qualité et de la ponctualité de la livraison de nourriture en tant que principaux moteurs de la



satisfaction des clients. De plus, I'étude révele I'impact positif des technologies innovantes sur
les pratiques de gestion de la chaine d'approvisionnement et leur réle dans I'amélioration de
I'expérience globale des clients.

En conclusion, cette recherche souligne I'importance d'une gestion efficace de la chaine
d'approvisionnement dans I'industrie de la livraison de nourriture en ligne et son influence
directe sur la satisfaction des clients. En comprenant et en abordant les défis, en favorisant la
collaboration entre les acteurs de la chaine d'approvisionnement, en tirant parti des
technologies innovantes et en privilégiant la communication avec les clients, les entreprises
peuvent optimiser leurs opérations et améliorer les niveaux de satisfaction des clients. Ces
informations fournissent des orientations précieuses aux entreprises cherchant a prospérer

dans le paysage hautement concurrentiel de I'industrie de la livraison de nourriture en ligne.
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General Introduction:

In today's fast-paced world, the online food delivery industry has witnessed a significant
transformation, revolutionizing the way people enjoy meals from their favorite restaurants
without leaving the comfort of their homes. As this industry continues to flourish, the supply
chain management behind it plays a crucial role in ensuring customer satisfaction. This thesis
aims to explore the impact of the supply chain on customer satisfaction in the online food

delivery industry, with a particular focus on the startup venture "Feed Me."

Problematic:

The primary question driving this research is: How can supply chain management in the
online food delivery industry affect customer satisfaction? This complex issue requires a
comprehensive understanding of the challenges faced in supply chain management, the role of
collaboration among supply chain actors, the importance of communication with customers,

and the key factors influencing customers' choice of one meal delivery service over another.

Secondary Questions:
What are the supply chain management challenges in the meal delivery industry?
Understanding the unique challenges faced in managing the supply chain is essential to

identify areas that require improvement and optimization.

What is the role of collaboration between different supply chain actors (suppliers,
carriers, etc.) in customer satisfaction? Effective collaboration among supply chain actors can
enhance the overall customer experience by streamlining operations, improving delivery

efficiency, and ensuring product quality.

How can communication with customers help improve their satisfaction in the meal
delivery industry? Open and effective communication channels between the service provider
and customers can foster transparency, address concerns promptly, and enhance customer

satisfaction.

What are the key factors that influence a customer's decision to choose one meal
delivery service over another? Identifying the factors that drive customer preferences and
choices will provide valuable insights into how meal delivery services can differentiate

themselves and attract and retain customers.
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Hypotheses:

Hypothesis 1: Quality and timeliness of food delivery have a significant impact on
customer satisfaction. It is likely that timely and high-quality food delivery is a crucial factor
in determining customer satisfaction in the meal delivery industry. Any disruptions or delays

in the supply chain can lead to customer dissatisfaction and reduced loyalty.

Hypothesis 2: The use of innovative technologies in supply chain management
improves customer satisfaction. It is likely that leveraging innovative technologies, such as
mobile apps, geolocation systems, and quality tracking tools, can enhance the speed, accuracy,
and overall experience of food delivery, resulting in higher customer satisfaction.

In the following chapters, this thesis will delve into the intricacies of supply chain
management and its implications for customer satisfaction in the online food delivery

industry.

Chapter 1 will explore the fundamentals of supply chain management, including
logistical chain definitions, types of logistics, logistic flows, logistic costs, and the
differentiation between logistics and supply chain. Additionally, it will examine supply chain

strategies and decision-making processes.

Chapter 2 will shift the focus to the online food delivery industry, discussing its
emergence, growth, and rising customer expectations regarding satisfaction. The chapter will
shed light on the importance of customer satisfaction in this industry and explore how supply

chain management practices can contribute to meeting these expectations.

Chapter 3 will delve into the business plan of "Feed Me," a startup venture aiming to
capitalize on the opportunities presented by the online food delivery industry. This
comprehensive plan will encompass an executive summary, the creator team, a company
description, a marketing plan, a business strategy, a finance plan, and a vision of the

company's future.

By examining these key aspects and synthesizing the findings, this thesis will provide
valuable insights into the impact of supply chain management on customer satisfaction in the
online food delivery industry. It is hoped that the outcomes of this research will contribute to
the continuous improvement and development of meal delivery services, enhancing the

overall customer experience and fostering the success of startups like "Feed Me."



Chapter I: Supply Chain
Management

~
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1 Chapter I: supply chain management

Supply chain management plays a critical role in the success of businesses across
various industries, including the online food delivery sector. This chapter provides a
comprehensive exploration of supply chain management, starting with a detailed definition of
the logistical chain. We examine the fundamental concepts of logistics, including the different
types of logistics and the various flows involved in the movement of goods. These flows
encompass direct delivery, delivery using centralized and decentralized distribution platforms,
as well as cross-docking delivery. Additionally, we delve into the intricate world of logistic
costs, identifying and analyzing the different types that organizations encounter in their

supply chain operations.

Furthermore, this chapter delves into the broader scope of supply chain management,
distinguishing it from logistics and highlighting the critical differences between the two. We
investigate the function of the supply chain and its significance in ensuring seamless
coordination and integration among the different actors involved, from suppliers to end
customers. By understanding the distinct roles and responsibilities within the supply chain,
organizations can effectively optimize their operations and enhance overall customer

satisfaction.

Lastly, we explore various supply chain strategies that organizations can adopt to gain a
competitive advantage in the market. These strategies encompass the different levels of
supply chain decision-making, from tactical to strategic, and emphasize the importance of
effective supply chain planning. By employing the right strategies, organizations can
streamline their processes, optimize resource allocation, and deliver exceptional value to

customers.
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1.1 Section 1: Logistical Chain Definition
1.1.1 Definition of Logistics

the term logistics originated around the 1930s from the French word “logistique”, which
is taken from the word “loger” meaning dividing troops. The Council of Supply Chain
Management Professionals (CSCMP) defines logistics as “the plans, implements, and controls
that effectively and efficiently forward and reverse the flow and storage of goods, services,
and related information between the point of origin and the point of consumption in order to
meet customer’s requirements'”. Christopher, M. (2005, p4) defines Logistics management as
the process of strategically managing the procurement, movement, and storage of materials,
parts, and finished inventory (and the related information flows) through the organization and
its marketing channels such as way that current and future profitability are maximized through

the cost-effective fulfillment of orders?.

Therefore, Logistics is the management of an organization's physical flows (as well as
related information and financial data), with the aim of making available the resources
corresponding to (more or less) specific needs while respecting the expected economic
conditions, the expected level of service quality, and the safety and security conditions

deemed satisfactory.

! Council of Supply Chain Management Professionals (CSCMP). Glossary of Supply Chain Terms.
2023. Retrieved, May 24™,2023
https://cscmp.org/CSCMP/Educate/SCM_Definitions_and_Glossary_of Terms.aspx

2 CHRISTOPHER, Martin. Logistics and Supply Chain Management: Creating Value-Adding Networks
3rd ed. Great Britain: Prentice Hall, 2005, p. 4.
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Figure 1:logistic process
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Source: Joel Wisner, Keah-Choon Tan, G. Keong Leong, Principles of Supply Chain
Management: A balanced approach,5th edition, 20 Channel Center Street Boston, 2017, p6

The importance of logistics within the supply chain for a business has increased
significantly during the past two decades due to the forces of globalization. Because
nowadays customers can be based in the other part of the world, but nevertheless, they still
expect to receive the product in a few days. And if a company cannot satisfy this expectation,
it can find its customer segments limited only to the local market losing a large number of

potential customers, and potential profit.

1.1.2 Logistics Flow

Logistical flows refer to the movement of goods, information, and resources within the
supply chain. These flows are essential for the efficient and effective management of logistics

operations®.

The key logistical flows include:

3 CHOPRA, Sunil and Peter MEINDL. Supply Chain Management: Strategy, Planning, and Operation.
Pearson Education Limited, 2015, pp. 3-5.
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A. Material Flow: The material flow represents the physical movement of goods or
products from suppliers to customers. It involves activities such as transportation,
warehousing, inventory management, and order fulfillment.

B. Information Flow: The information flow involves the exchange of data and
information related to the movement and status of goods within the supply chain. It
includes activities such as order processing, tracking and tracing shipments, inventory
visibility, and demand forecasting.

C. Financial Flow: The financial flow encompasses the transfer of funds and financial
transactions associated with the purchase, production, and sale of goods within the
supply chain. It includes activities such as invoicing, payment processing, credit

terms, and financial settlement.

These logistical flows ensure the timely and accurate delivery of products to meet
customer demand; enable coordination, visibility, and decision-making throughout the
supply chain; ensure the proper allocation of financial resources, and facilitate financial

management within the supply chain respectively.

Figure 2: logistic flows

Materials flow

__________________________________________________

Requirements information flow

Source: Christopher, M. Logistics and Supply Chain Management: Creating Value-
Adding Networks, 3rd Ed. Great Britain: Prentice Hall. 2005.p15

1.1.3 Logistics Objectives

The optimization of supply and distribution networks encompasses several key
objectives aimed at achieving operational excellence. These objectives include enhancing
synchronization among different stages within the supply chain, optimizing production
capacity utilization, and effectively responding to evolving customer demands. By effectively
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aligning these aspects, organizations can enhance supply chain efficiency, optimize resource

allocation, and meet customer expectations more effectively.

Another set of objectives in supply and distribution network optimization includes
minimizing lead times, effectively managing risks such as delays and stock-outs, reducing
waste and environmental impact, and implementing effective competition management
strategies. By prioritizing these objectives, businesses can enhance operational agility,
mitigate supply chain disruptions, promote sustainability, and maintain a competitive

advantage in the marketplace.

1.1.4 The Different Types of Logistics

According to (Aida Kaddoussi 2012.p22) “There are several types of logistics:

e supply logistics, which enable companies and factories to replenish their
inventories of raw materials, components, and sub-assemblies required for
production.

e production logistics consists of making the materials and components for the
production lines.

e distribution logistics involves delivering the products required by the end customer
or the products they need.

e military logistics, aiming to transport forces and resources to a theater of
operations to ensure operational deployment and support.

e retro-logistics, which consists in taking back products that the customer does not

want or wants to have repaired, or products that are in need of repair.

o “*Kaddoussi, A. Optimisation des flux logistiques : vers une gestion avancée de la situation de
crise [Logistical flow optimization: Towards advanced crisis management]. doctorat thesis,
Ecole Centrale de Lille. Francais, 2012. p 22.
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1.1.5 Types of Logistics Flows

According to Sunil Chopra and Peter Meindl (2015,pp.406-410)°, there are 6 different

logistics flows:

1.1.5.1 Direct Delivery:

Direct delivery refers to the process of delivering goods directly from the source or

supplier to the end customer without involving intermediaries or additional distribution

centers. It involves a direct transportation route from the origin to the destination.
Figure 3:direct delivery

Suppliers Buyer Locations

00000
Juduuu

Source: CHOPRA, Sunil and Peter MEINDL. Supply Chain Management: Strategy,
Planning, and Operation. Pearson Education Limited, 2015, p. 406.

1.1.5.2 Delivery Using a Central Distribution Center:
In this approach, goods are transported to a central distribution center where
they are stored, sorted, and then dispatched to individual locations or customers.
The central distribution center serves as a hub for coordinating and managing

the flow of goods.

5 CHOPRA, Sunil and Peter MEINDL. Supply Chain Management: Strategy, Planning, and Operation.
Pearson Education Limited, 2015, pp 406-410.
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Figure 4:All Shipments via DC

Suppliers Buyer Locations

Source: CHOPRA, Sunil and Peter MEINDL. Supply Chain Management: Strategy,
Planning, and Operation. Pearson Education Limited, 2015, p. 408.

1.1.5.3 Delivery Using Decentralized Platforms:

Decentralized platforms involve the use of multiple smaller distribution centers or
facilities located closer to the end customers. These facilities are strategically placed to enable

faster and more efficient delivery to specific regions or areas.

1.1.5.4 Delivery Using a Multi-level Network of Platforms:

This approach involves a complex network of distribution platforms at different levels.
Goods are transferred between various platforms, such as regional distribution centers, local

warehouses, and delivery hubs, to optimize the delivery process.

1.1.5.5 Delivery Using a Cross-docking Platform:

Cross-docking is a logistics strategy where incoming goods from suppliers are directly
transferred to outbound transportation vehicles without the need for long-term storage. This

approach minimizes inventory holding time and allows for faster order fulfillment.
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1.1.5.6 Delivery Using a Consolidation Center:

A consolidation center is a facility where goods from multiple suppliers are combined
or consolidated into larger shipments before being sent to customers. This approach helps

optimize transportation efficiency and reduces costs.

Table 1:Flow types

Flow type

Principle

Advantages

Disadvantages

Direct delivery

From supplier to
customer (factory to
the delivery site) Ex:
heavy goods (concrete,

cement)

Reduces costs by
limiting load breaks
related to passing
through an

intermediate platform

Delivery using a
central distribution

center

Deliver all customers
from a central site
(warehouse to the

delivery site)

Reduces stock levels
and improves the fill
rate of vehicles
making customer

deliveries

Delivery using
decentralized

platforms

Each platform is
responsible for
delivering to
customers in a given

region

It generates lower
transport costs than
centralized platforms

(closer to customers)

Stock levels are higher:
the same product must
be kept stocked on

several platforms

Delivery using a
multi-level network of

platforms

The platforms are
organized on several
levels (ex: central
platforms + regional

platforms)

Delivery using a
cross-docking

platform

The products are
loaded from incoming
vehicles, possibly
sorted, and then
loaded into outgoing
vehicles without being

placed in a warehouse

Lean flows help
reduce delivery times

and inventory levels

Implementation
difficulties
(coordination between
incoming and outgoing
deliveries) They
generate additional

breakage costs
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Delivery using a

consolidation center

Combines goods from
several suppliers on a
common platform to
deliver to the same
customers using the

same trucks

Reduce transport costs
(improving the filling
rate), logistics costs,
and storage costs for
customers (delivering

smaller quantities to

Difficulties in
optimizing logistics
networks (each
company has its own
network which is not

interconnectable with

customers) another network)

Source: Made by Myself

1.1.6 Logistics Cost:

The major objective of logistics is to optimize the profitability compared to the cost of
the total supply chain means minimizing the total logistics cost for a given customer service

objective.

According to Bowersox, D (2013, pp,36-43) The calculation of the total logistics cost
involves the summation of various cost components, including transport costs, warehousing
costs, order processing costs, intrinsic inventory costs, and production costs defined by

batches®.

Transport costs need to be carefully identified and analyzed based on several segments
in order to gain a comprehensive understanding. This includes distinguishing between internal
transport and external transport, as well as identifying the suppliers and customers involved.
Moreover, it is essential to consider the mode of transport, the specific service provider, the
nature of the product being transported, and the characteristics of the distribution network. By
dissecting transport costs along these segments, organizations can gain valuable insights into
their transportation expenditures and make informed decisions to optimize their logistics

operations.

1.1.6.1 Warehousing Costs:

Warehousing costs pertain to the expenses associated with storing and managing
inventory in a warehouse or distribution center. This includes costs such as rent or lease
payments for the facility, utilities, equipment maintenance, labor costs for warehouse

personnel, and any additional costs related to inventory management systems or technology.

6 BOWERSOX, Donald J., David J. CLOSS, and M. Bixby COOPER. Supply Chain Logistics
Management. McGraw-Hill Education, 2013, pp. 36-43.
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1.1.6.2 Order Processing Costs:

Order processing costs encompass the expenses incurred in managing and fulfilling
customer orders. This includes costs associated with order entry, order verification, order
picking and packing, order tracking, and shipping documentation. It may also involve costs
related to order management systems, order processing staff, and any technology or software

used in the order fulfillment process.

1.1.6.3 Intrinsic Inventory Cost:

Intrinsic inventory cost refers to the expenses tied to holding inventory within a supply
chain. It includes costs associated with carrying inventory, such as storage space, insurance,
inventory management systems, handling and counting, and any potential costs related to

inventory obsolescence, deterioration, or loss.

1.1.6.4 Production Costs Defined by Batches:

Production costs defined by batches are the expenses incurred during the manufacturing
or production process, particularly when goods are produced in discrete batches or lots. This
includes costs related to raw materials, labor, equipment usage, energy consumption, quality
control measures, and any other expenses directly associated with the production of specific

batches or lot.
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