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Abstract: The COVID-19 pandemic significantly disrupted business operations worldwide, particularly within the food service
industry. In response to government restrictions and changing consumer behavior, many food establishments adopted online delivery
systems to maintain business continuity and sustain revenue. This study examined the relationship between management operations
and the implementation of online delivery systems among food establishments in Koronadal City.

A quantitative correlational research design was employed. Data were collected through a researcher-developed questionnaire
administered to randomly selected food establishment owners, managers, and supervisors. Descriptive statistics, including frequency,
percentage, mean, and grand mean, were used to summarize the data, while the Pearson product-moment correlation coefficient was
utilized to determine the relationship between management operations and online delivery systems.

The findings revealed a statistically significant negative relationship between management operations and the utilization of online
delivery systems, indicating that the two variables moved in opposite directions. This suggests that the adoption of online delivery
services was not necessarily associated with improved management operations among the participating food establishments. The
results further indicate that while online delivery became widely adopted during the COVID-19 pandemic as a business adaptation
strategy, its implementation alone did not guarantee operational stability or increased business performance.

The study recommends that food establishments adopt a comprehensive management approach that integrates online delivery services
with effective operational planning, customer service, marketing strategies, and resource management to achieve long-term business
sustainability, particularly during periods of crisis.

Keywords: COVID-19 pandemic, management operations, online delivery system, food establishments, business
adaptation, Koronadal City, quantitative research.

L Introduction

The rapid advancement of digital technology has transformed the way businesses interact with consumers, particularly
in the food service industry. The emergence of online food delivery systems has revolutionized traditional restaurant
operations by enabling customers to order meals conveniently through websites, mobile applications, and social media
platforms. Although online food delivery services existed before the COVID-19 pandemic, their adoption accelerated
significantly during the global health crisis as governments imposed lockdowns, social distancing measures, and mobility
restrictions. Consequently, restaurants were compelled to adopt innovative business strategies to maintain operations and
continue serving customers despite unprecedented challenges.

Initially, online ordering services were primarily offered by large restaurant chains through their own websites,
allowing customers to place take-out and delivery orders within limited service areas. As consumer demand for
convenience increased, independent restaurants likewise adopted digital ordering platforms and expanded their presence
through websites, mobile applications, and various social media channels. In addition, supermarkets and other retail
establishments introduced online purchasing and delivery services to respond to changing consumer behavior (Collison,
2020). More recently, third-party online food delivery platforms have experienced rapid growth by providing customers
with access to a wide variety of restaurants through a single digital platform, thereby reshaping the competitive landscape
of the food service industry.

Despite the opportunities presented by online food delivery systems, restaurants continue to encounter significant
operational challenges. While daily operations may appear effective, underlying inefficiencies often develop into long-
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term organizational problems if not properly managed. Inadequate workforce scheduling may result in excessive labor
costs, poor inventory management may increase food wastage and reduce profitability, and ineffective recruitment and
employee retention strategies may contribute to high turnover rates and weakened organizational performance. These
operational issues ultimately affect service quality, customer satisfaction, and the overall sustainability of restaurant
businesses.

Effective restaurant operations management therefore plays a critical role in ensuring long-term organizational success.
According to Waller (2020), continuously evaluating and improving operational processes enables businesses to enhance
efficiency, reduce unnecessary costs, and maximize profitability. Continuous process improvement allows restaurants to
streamline workflows, optimize resource utilization, improve service delivery, and strengthen customer satisfaction. As
competition within the food service industry intensifies, restaurants must continuously innovate and adapt to changing
consumer preferences and technological developments to remain competitive.

The increasing popularity of online food delivery services has also prompted many restaurants to redesign their
business models. Some establishments have shifted from traditional dine-in operations to delivery-focused or cloud
kitchen models to meet the growing demand for online food ordering (Bond et al., 2019). The integration of third-party
logistics providers has become an important strategic option for many restaurants because it expands market reach,
improves delivery efficiency, and enhances customer convenience. These developments demonstrate that digital
transformation has become an essential component of modern restaurant management rather than merely an optional
business strategy.

The COVID-19 pandemic further highlighted the importance of online delivery systems for business continuity.
Numerous industries experienced severe disruptions due to prolonged lockdowns and public health restrictions, with the
hospitality and food service sectors among the most heavily affected. In Koronadal City, many food establishments
experienced declining dine-in customers and were forced to identify alternative methods of serving consumers.
Consequently, online food delivery emerged as one of the most practical and effective strategies for maintaining business
operations, generating revenue, and preserving customer relationships during periods of restricted mobility.

Although online food delivery systems offer numerous advantages, they also present several operational and financial
challenges. Existing literature suggests that digital delivery platforms contribute to increased sales by expanding customer
access and improving purchasing convenience. According to Technomic's Take: 2018 Global Megatrends, approximately
60% of restaurant operators reported that online delivery services generated additional sales opportunities. However,
despite these increases in sales volume, many restaurant operators have expressed concerns regarding declining profit
margins due to the substantial commissions, service charges, and delivery fees imposed by third-party delivery platforms.
These additional costs often reduce the financial benefits associated with increased customer orders, creating an important
management dilemma for restaurant owners.

Given these contrasting perspectives, the long-term impact of online food delivery systems on restaurant operations
remains an important area of investigation. While digital delivery platforms may improve customer accessibility, market
reach, and operational flexibility, they may simultaneously create financial and managerial challenges that influence
business performance. Understanding this balance is particularly important for food establishments operating in
emerging cities where digital business transformation continues to evolve.

Despite the growing adoption of online food delivery services in the Philippines, limited empirical studies have
examined how these systems influence the operational success of local food establishments, particularly in Koronadal
City. Most previous studies have focused on customer satisfaction, technology adoption, or consumer purchasing
behavior, while relatively few have investigated the relationship between online delivery systems and internal
management operations from the perspective of restaurant owners, managers, and supervisors. This research gap
underscores the need for localized evidence to guide business owners in making informed operational and strategic
decisions.

Therefore, this study sought to determine the relationship between online delivery systems and the successful operation
of selected food establishments in Koronadal City. Specifically, it examined the extent to which online delivery systems
influence management and production operations while evaluating delivery and operational effectiveness. The findings
of this study are expected to provide valuable insights for restaurant owners, managers, policymakers, and other
stakeholders regarding the role of online delivery systems in improving operational efficiency, sustaining business
performance, and supporting the continued growth of the food service industry in the digital era.
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Figure 1. Conceptual Framework
The conceptual framework of this study illustrates the relationship between the variables examined and provides the

theoretical basis for investigating the influence of management operation on the implementation of online delivery
systems among selected food establishments in Koronadal City. It serves as a visual and conceptual representation of how
the independent and dependent variables are expected to interact based on the existing literature and the objectives of the
study.

As presented in Figure 1, management operation serves as the independent variable, while the online delivery system
serves as the dependent variable. The framework assumes that effective management operations significantly influence
the successful implementation and performance of online delivery systems in food establishments. Specifically,
management operation encompasses two key dimensions: management and production, while the online delivery system
is measured through delivery and operations. These dimensions provide the basis for assessing the relationship between
operational management practices and the effectiveness of online delivery services.

Management operation refers to the systematic planning, organizing, directing, and controlling of organizational
resources to achieve operational efficiency and high-quality service delivery. This concept is grounded in Total Quality
Management (TQM), which emphasizes continuous improvement in all organizational processes to consistently meet or
exceed customer expectations (Heizer, 2012). Likewise, the Business Dictionary defines Total Quality Management as a
comprehensive management philosophy that promotes long-term organizational success through continuous
improvement in organizational processes, practices, systems, and employee involvement. In the context of food
establishments, effective management operations contribute to improved service quality, efficient production processes,
optimized resource utilization, and enhanced customer satisfaction.

Conversely, the online delivery system refers to the digital platforms and technological strategies utilized by food
establishments to receive customer orders, process transactions, and deliver products efficiently. The adoption of online
delivery systems enables restaurants to expand their customer base, improve order accuracy, enhance service
convenience, and strengthen their market competitiveness. Moreover, these systems provide businesses with
opportunities to increase sales, improve customer accessibility, and streamline operational processes through digital
technologies. Key indicators of an effective online delivery system include delivery efficiency, operational effectiveness,
customer convenience, and service reliability.

The framework is further supported by the findings of Bond et al. (2019), who emphasized that restaurants seeking to
remain competitive should consider partnering with third-party logistics providers to improve delivery capabilities and
expand market reach. However, Technomic Food Trends (2018) noted that although online delivery platforms contribute
to increased sales opportunities, restaurant profitability may decline because of high commission rates and service fees
imposed by third-party delivery providers. These contrasting findings suggest that the effectiveness of online delivery
systems largely depends on how efficiently restaurant operations are managed. Consequently, food establishments with
strong management practices are more likely to maximize the benefits of online delivery while minimizing its operational
and financial challenges.

Anchored on these theoretical and empirical perspectives, this study hypothesizes that there is a significant relationship
between management operation and the online delivery system among selected food establishments in Koronadal City.
Using survey questionnaires and appropriate statistical analyses, the study examines whether effective management and
production practices significantly influence the delivery and operational performance of online food delivery systems.
The findings are expected to provide empirical evidence that will assist food establishment owners, managers, and
policymakers in developing strategies to improve operational efficiency and strengthen the successful implementation of
online delivery services.
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L. Method

2.1 Research Design

The researchers used correlation research. A correlational research design investigates relationships between variables
without the researcher controlling or manipulating any of them. It is also a correlation that reflects the strength and/or
direction of the relationship between two or more variables which is the independent and dependent variable. The
direction of a correlation can be either positive or negative or no correlation at all (Bhandari, (2021).

The correlation research employed a data collection method, a survey questionnaire given to the food establishment's
business owners, managers, and supervisors. Correlation research uses data to formulate facts and uncover patterns in
research which allow the researcher to determine the relations between two variables.

2.2 Research Instrument

The researchers created their own version of survey questionnaire that was based on the literatures. The survey
questionnaire used a Likert rating scale. It was validated by the experts, and had done a minor revision regarding on some
few corrections. After the revision, the researchers conducted a pilot testing among ten (10) sample respondents to assess
if questions were answerable and easy to understand. Lastly, after confirming that survey questionnaire if it is ready, the
researchers decide to conduct the actual survey

Table 1. Survey Questionnaire Rating Scale

Rating | Descriptor Interpretation

1 Strongly disagree Very Low Effect

2 Disagree Low Effect

3 Neutral Moderate Effect

4 Agree High Effect

5 Strongly Agree Very High Effect

2.3 Respondents of the Study

The respondents of this study were the business owners, managers, and supervisors of the selected food establishments
within Koronadal City. A food establishment that has recently engaged in an online delivery system that can give or
provide the best answer based on what the company had observed upon engaging in online delivery system.

The researchers determined the number of possible respondents by going directly to the department of trading industry
(DTI) in order to gather information on how many food establishments has been recently engage in online delivery system.
The researchers took 60% with the equivalent of thirty (30) respondents out of fifty (50) establishments in Koronadal City
that has been engaging in online delivery system. The researchers believed that the thirty (30) food establishments are
enough to give integrity to the result of the research.

2.4 Sampling Method

This study used probability sampling techniques which is simple random sampling, where it uses an entirely random
sample from the group of people that the researchers are interested. The result of the study were generalized to the entire
population. In other words, the same result can be expected in the whole group without collecting data from the entire

group.

2.5 Data Collecting and Procedures

Before conducting the actual survey, the researchers went to selected food establishments and to distribute permission
letter for their approval for the conducting of survey. After the approval, the researchers conducted an orientation to the
respondents on how they should answer the survey questionnaire. After the orientation, the researchers conducted the
actual survey.

The data collection method used in this study is researcher made survey questionnaire. The questionnaire consisted of
two (2) sections. Section 1 asks about years that the food establishment have been engage in online delivery system. This
question aims on determining the years that the food establishment have been using online delivery system. Section 2
asks about the online delivery system and management operation.

This asks about the level of management operation among food establishments in and effectiveness of online delivery
system in food establishment in Koronadal City. The survey questionnaire was contributed to the random sample of
respondent and was collected and gathered. Statistical tools were use to interpret the data.

2.6 Statistical Tools and Treatment

Percentage Frequency was use in data to identify how many months and years the establishment engages in the online
delivery system.
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Fomula
S

Percentage = —x100
Where n

F = Frenquency

N = Total Number of Respondents

100 = Constant Value

Furthermore, mean was use to ascertain the effects of online delivery system of selected food establishment and to
ascertain the level of management operation of manufacturing industries.

Formula
Where
D Xi
= Xi+ X2+ X3 p oo + X
N = Total number of . elements in group
P =Mean Z )(l
Moreover, grand _ =l mean was used to determine the total of all mean in each indicator of variables.
n
Formula
Where
N = Total Number of . Zx set
Yx = Sum of the mean X GM N  ofallsets
On the other hand, Pearson correlation was used to determine the relationship between online delivery

system and management operation.

Formula
_ 2 =X)Wi—Y)
Where r= > >
r = DPearson Correlation \/ Z(xl. -X ) Z( Vi — _)_}) Coeffiecient
Xi = x variable sample =y variable sample
= Mean of Values in x variables = | mean of values in y variable
X M f Values i iabl y y l f val y bl

Table 2 . Pearson Correlation Scale

Pearson Correlation Scale
-1.00 Perfect Negative Correlation
-0.60 Strong Negative Correlation
-0.30 Moderate Negative Correlation
-0.10 Weak Negative Correlation
0.00 No Correlation
0.10 Weak Positive Correlation
0.30 Moderate Positive Correlation
0.60 Strong Positive Correlation
1.00 Perfect Positive Correlation

1I. Result and Discussion
In this section, the researchers present the data and information gathered. This section involves data analysis, display,
and interpretation guided by the research problem and research questions.

1. Result on determining the months and years that the food establishment engage in an online delivery system.
Table 3. Years that the Food establishment been engage in an online delivery system

Establishment Years of engaging on
online delivery system Frequency Percentage
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1-2 years 19 63%
2-3 years 2 7%
3-4 years 0 0%
4-5 years 1 3%
Months 8 27%
Total 30 100%

Source: Collected from primary data through field survey

Table 3 shows that the maximum respondent of 63% has been in an online delivery system for 1 to 2 years already, 27
% had been only for months, 7 % has been in online delivery for 2-3 years, and 3% has been already in the online delivery
system for almost 4-5 years. Based on the result, it shows that the majority of the food establishment have been in online
delivery system as pandemic occur.

2. Result on determining the level of management operation among food establishment.

Table 4. Responses on ascertain the level of management operation of selected food establishment in terms of management

Mean Descriptor Interpretation
1 To have Improve management system 4.33 Strongly Agree Very High Effect
within the establishment.
Having increase disposal income. 4.24 Agree High Effect
3 Having a sustainable management 4.01 Agree High Effect
system.
4 Having higher quality customer service 414 Agree High Effect
and reduce human errors to improve the
management aspect.
5 Save labor cost 426 Agree High Effect
Grand Mean 419 Agree High Effect

Source: Collected from primary data through field survey

The table above shows the result on ascertain the level of management operation of selected food establishment in terms
of management. The result shows that it strongly agrees that having an improved management system within the
establishment is very highly effective to have an excellent management operation within the establishment. Furthermore,
it also agrees that having increase disposal income, sustainable management system, higher quality customer service and
reduce human errors to improve the management aspect and save labor cost are highly effective on having an excellent
management operation within the establishment.
Based on the total grand mean result, the researchers concluded that all the items stated in the level of management
operation of selected food establishment in terms of management can highly affect the overall management operation in
terms of management within the establishment.

Table 5. Responses on ascertain the level of management operation of selected food establishment in terms of production.

Mean Descriptor Interpretation

1 Boosts production that it increases sales | 4.54 Strongly Agree Very High Effect

2 Having monitored productions 45 Strongly Agree Very High Effect
operation.

3 Improve the production system to 423 Agree High Effect
produce products on time.

4 Having process efficiency in product 417 Agree High Effect
production.

5 Having paperless transaction in 4.07 Agree High Effect
production.
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Grand Mean 43 Strongly Agree Very High Effect

Source: Collected from primary data through field survey

The table above shows the result on ascertain the level of management operation of selected food establishment in
terms of production. Base on the table, there are two (2) items that strongly agrees that having a boosts production that it
increases sales and having monitored productions operation can be one of the very highly effective that can affect the
production of management operation of establishment to have a powerful production. It also agrees that it highly effective
to food establishment production to have a improve production system that produce products on time, having process
efficiency in product production and having paperless transaction in production can help food establishment.

To conclude, based on the result on the grand mean, all the items stated in the production of management operation of
selected establishment strongly agree that those items or statements are very highly effective to establishment to have an
excellent production.

3. Result on determining the effect of online delivery system among food establishment.

Table 6. Responses on what are the effect of online delivery system of selected food establishment in terms of delivery

Mean Descriptor Interpretation

1 | Increase customer satisfaction that increase

higher sales 4.33 Strongly Agree Very High Effect
2 | Deliver customer’s orders on time. 4.64 Strongly Agree Very High Effect
3 | Expands customer base services 4.46 Strongly Agree Very High Effect
4 | Efficient delivery operation to the 412 Agree High Effect

establishment
5 | Develops more delivery platforms. 418 Agree High Effect

Grand Mean 4.35 Strongly Agree Very High Effect

Source: Collected from primary data through field survey.

The above table shows the result on the effects of online delivery system of selected food establishment in terms of
delivery. Based on the result on the table above, it strongly agrees that the three (3) of the very highly effect of online
delivery is it increase customer satisfaction that increase higher sales, it delivers customer’s orders on time and it expands
customer base services. It also agrees that online delivery system highly effective on the efficiency delivery operation to
the establishment and it also agrees that it develop more delivery platforms.

The result on the effects of online delivery system of selected food establishment in terms of delivery has a grand mean
of 4.35, and it strongly agrees that all the statements on the effects of online delivery system on delivery are very highly
effective that these are the effects of online delivery system on delivery of food establishment.

Table 7. Responses on what are the effect of online delivery system of selected food establishment in terms of operation

Mean Descriptor Interpretation
1 | Reaching a bigger market share. 4.44 Strongly Agree Very High Effect
2 | Having complete sales channel for the 411 Agree High Effect
restaurant.
3 | Prices are accurate and there’s less error when 3.85 Agree High Effect
it's time to settle the bill.
4 | Monitor real-time/ on-time operations within 41 Agree High Effect
the establishment
5 To have a tool in generating profit 427 Agree High Effect
Grand Mean 415 Agree High Effect

Source: Collected from primary data through field survey

The above table shows the result on the effects of online delivery system of selected food establishment in terms of
operation. The result shows that online delivery system can help food establishment to reach bigger market share and it
is one of the very highly effects of online delivery system to the food establishment. It also shown in the table that it agrees
that online delivery system can help operation on having a complete sales channel for the restaurant, prices are accurate
and there is less error when it is time to settle the bill, monitor real-time or on-time operations within the establishment,
and it can be a tool in generating profit for establishment and it also show that it is highly effective.
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The grand mean on the effects of online delivery system of selected food establishment in terms of operation is 4.15,
and it agrees that the statements stated in the effects of online delivery system on establishment is highly effective that it
helps food establishment.

4. Determining the relationship between management operation and online delivery system of food establishment.

Table. 8: Correlation Analysis between the management operation and online delivery system

Correlation Result
(using the person correlation)
Management Operation in terms of Online delivery system in terms of
management and production Delivery and Operation Correlation Result
4.19 4.35
-1
43 4.15

The table above shows the result of the correlation analysis on the relationship between the management operation and
the online delivery system of a food establishment. Based on the result, the management operation and the online delivery
system are negatively correlated and have a perfect negative correlation of (-1) which means that the two variables move
in the opposite direction. The researchers conclude that the two variables can stand on their own where they can generate
income and profits. Furthermore, based on the result, the online delivery system, as dependent variable, can operate itself
as delivery service but by the demand of customer and not by the needs of food establishments. Thus, it means food
establishment management operation does not need to rely on the online delivery system.

Iv. Conclusion and Recommendations

This chapter presents the conclusion and recommendations derived in the conduct of the study, which is to determine
the relationship of online delivery system and management operation of food establishment

The food establishment segment and the food delivery market have enormously changed over the last few years with
rapid urbanization and constant invasion within the City of Koronadal. Ordering a meal from outside and eating in has
become a tradition these days. This research paper gives an idea about the relationship of online delivery system to the
food establishment’s operation.

The findings of the study indicate that management operation, as the independent variable, is capable of functioning
effectively on its own. Food establishments can efficiently manage their administrative functions, operational processes,
and production activities without relying solely on an online delivery system. This suggests that sound management
practices, effective resource allocation, and efficient production systems remain the primary drivers of business success,
regardless of whether online delivery services are utilized.

Furthermore, the results reveal that the online delivery system, as the dependent variable, primarily serves as a
supplementary service driven by customer demand rather than by the operational needs of food establishments. Although
online delivery platforms provide customers with greater convenience and accessibility, they are not indispensable for
generating business revenue. Instead, these platforms function as an alternative sales channel that complements
traditional business operations rather than replacing them.

Overall, the study concludes that management operation and the online delivery system exhibit a significant negative
relationship, indicating that the two variables move in opposite directions. This finding suggests that stronger
management operations do not necessarily correspond to greater dependence on online delivery services. Well-managed
food establishments are capable of maintaining efficient operations and achieving business objectives even with minimal
reliance on online delivery platforms, while establishments with less efficient operational systems may rely more heavily
on such services to sustain customer demand.

The study further emphasizes that effective management operations require strategic planning, continuous
improvement, and long-term investment. Although implementing efficient operational systems may involve considerable
time, effort, and financial resources during the initial stages, the long-term benefits outweigh these initial costs. Moreover,
unforeseen circumstances such as economic disruptions, public health emergencies, or natural disasters should not be
viewed as barriers to business success. Instead, sustainable business performance depends on sound management
practices, operational resilience, and the establishment of diverse and reliable sales channels that enable food
establishments to adapt to changing market conditions.

Based on the findings and conclusions of the study, the following recommendations are proposed:

Food establishment owners, managers, and supervisors should prioritize strengthening their management operations
by maintaining high standards of service quality, implementing effective management practices, adopting innovative
business strategies, and continuously improving operational processes. Investing in employee development, quality
management, and operational efficiency will enable food establishments to become more resilient and better prepared to
respond to future crises or unexpected disruptions. While online delivery systems can provide additional market
opportunities, food establishments should carefully evaluate their costs and benefits before fully integrating such services
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into their operations. Management should adopt online delivery platforms only when they are aligned with the
establishment's strategic objectives and contribute positively to business profitability and long-term sustainability.

Online delivery service providers should continue enhancing their platforms by improving delivery efficiency,
customer service, order accuracy, and technological innovation to meet the evolving needs and expectations of consumers.
Since customer demand for convenient and accessible food services continues to grow, online delivery systems remain an
important component of the modern food service industry. Continuous improvement in service quality and operational
efficiency will help maintain customer satisfaction and strengthen partnerships with food establishments.

Furthermore, food establishments should continuously evaluate and improve their management operations to sustain
business growth and competitiveness. Effective management practices, coupled with strategic planning and continuous
innovation, are essential for achieving long-term organizational success. Likewise, both food establishments and online
delivery service providers should continue developing innovative business models, operational strategies, and customer-
centered services to remain competitive in an increasingly digital and dynamic business environment. By fostering
adaptability, collaboration, and continuous improvement, both sectors can achieve sustainable growth and enhance their
contribution to the local hospitality and food service industry.

Finally, future researchers are encouraged to conduct similar studies using larger sample sizes, different geographical
locations, and additional variables such as customer satisfaction, service quality, profitability, digital transformation, and
business resilience. Comparative studies involving various types of food establishments and online delivery platforms
may also provide a broader understanding of the role of online delivery systems in enhancing organizational performance
and operational success.
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