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As demand for delivery of food expands, cloud kitchens offer a cost-effective 

solution to meet customer demand without incurring the expenses of a conventional 

dining setup. The study explored the significant relationship between food assessment 

and customer trust. This study utilized descriptive-correlational research design. It 

took place in Ozamis City. There were 370 respondents among university staff and 

students who were chosen through random sampling technique. Quality Food 

Assessment and Customer Trust Questionnaires were used in gathering the data. 

Mean, Standard Deviation and Correlation Analysis were used as statistical tools in 

analyzing the data. The results show that food quality and customer trust is perceived 

as high, while the quality of the food in cloud kitchen postulates a significant 

relationship on customer trust. The finding revealed that cloud kitchen in Ozamis City 

ensures to offer products that are packed appropriately to ensure that safety and 

security of their consumers while ensuring that they could earn trust from their 

patronizers. Thus, it can be inferred that the cloud kitchen becomes more cautious and 

careful in presenting their products to ensure trust among their counterparts. It is 

recommended that cloud kitchens build trust by maintaining ethical practices, 

ensuring clear communication, and delivering reliable service. 
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INTRODUCTION 

The food industry has rapidly evolved with the rise of digital ordering 

platforms, especially during and after the COVID-19 pandemic (Sarbhai & Khare, 

2023). One major result of this shift is the emergence of cloud kitchens which are 

known as virtual kitchens. The food is prepared solely for delivery, eliminating the 

need for dine-in spaces. It offers lower operational costs and greater convenience but 

also presents challenges in maintaining food quality and customer trust (Pookulangara 

et al., 2022). Cloud kitchens often face issues such as inconsistent food quality, food 

safety concerns, and skepticism from customers who prefer traditional restaurants. 

These challenges are worsened by fluctuating ingredient prices and the absence of 

physical transparency in kitchen operations (Bose & Chaudhary, 2023). Additionally, 

the ethical practices and culinary skills of kitchen staff are crucial to delivering 

consistent and safe food (Musthaf et al., 2023). 

Meanwhile, employee’s ethics and culinary skills are essential in maintaining 

high-quality output (Musthaf et al., 2023). The absence of physical presence can create 

a trust deficit among consumers, as food safety and delivery reliability concerns 

persist. These risks are compounded by the lack of transparency in kitchen operations, 

which contrasts with traditional restaurant experiences where diners can visually 

assess cleanliness and food preparation standards (Bose & Chaudhary, 2023). While 

cloud kitchen restaurants offer enormous flexibility and are economically viable for 

food businesses, they need to surmount such massive challenges regarding instilling 

customer trust and assurance of quality food as they affect business sustainability 

(Kanara, 2022). 



 

 
10 

 

 

 

Misamis University 

Quality food assessment has become a critical factor for cloud kitchens to 

become successful (Ahmed et al., 2024). It assures customer satisfaction, loyalty, and 

trust (Krishnamoorthy et al., 2023). As the absence of physical interaction between 

the customer and the restaurant-maintenance, the stringent aspect for food quality 

assessment is impaired (Choudhary, 2019). In this vein, quality food assessment is in 

place among several dimensions such as the freshness of ingredients, hygiene in 

preparation, taste consistency, and proper packaging, which contribute to the overall 

customer satisfaction (Reinaldilas et al., 2023). Cloud kitchens that prioritize food 

quality through systematic assessments can differentiate themselves in the highly 

competitive food delivery market. The integration of technological advancements like 

IoT-based frameworks allow real-time monitoring and assessment of food quality, 

ensuring that standards are consistently met while reducing the risk of human error 

(Bhatia & Manocha, 2022).  

A focus on transparency and the ability to communicate quality assurances 

effectively to consumers enhances trust, as customers feel more confident about the 

food they receive. In cloud kitchens, poor quality assessment can lead to significant 

negative consequences, including a loss of trust, reduced repeat business, and negative 

word-of-mouth. Quality food assessment is not only a matter of operational efficiency 

but also a strategic tool that can influence business sustainability and customer loyalty 

(Pookulangara et al., 2022). 

Customer trust remains one of the components that constitute business success 

both in the international and local levels concerning cloud kitchens (Krishnamoorthy 

et al., 2023). Globally, customer trust remains the bedrock on which sustainable 

relationships between business and the consumer are built (Bhatia, 2020). It is a major 
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determinant of the levels at which customers will apply to have repeat purchases, 

engage in positive word-of-mouth, and create loyalty (Ferguson et al., 2006). The 

development of customer trust helps businesses from cultural barriers into 

international markets through making customers engage more often and become loyal 

(Rane et al., 2023). It is usually developed in businesses that show consistency in the 

quality provided, transparency, and reliability, especially among service-based 

industries like cloud kitchens (Kong et al., 2020). Moreover, customer trust plays an 

important role in decision-making and choice, thus customers make a considerable 

choice to dine in a restaurant if food safety and quality are observed (Pookulangara et 

al., 2022). 

In the Philippines, consumers tend to be cautious about where they purchase 

their food, especially in the growing cloud kitchen industry. Trust is built through 

consistent quality, food safety, and responsiveness to customer feedback. The strong 

community ties, and customer trust in local businesses is often reinforced by 

recommendations from family and friends that establishes a strong local reputation for 

cloud kitchens to succeed in this market (Rout et al., 2021). In Mindanao, many 

customers rely heavily on word-of-mouth and local reputation when choosing cloud 

kitchens. Trust magnified smaller communities to emphasize relationships and 

personal connections. Cloud kitchens that can build a reputation for quality and 

reliability stand to gain a loyal customer base in these regional areas (Krishnamoorthy 

et al., 2023). Since the availability of food options may be more limited compared to 

major urban centers, trust in a business becomes a key factor for repeated orders and 

long-term customer retention. In Ozamiz City, trust operates on a very personal level. 
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The residents of Ozamiz City value businesses that maintain strong local ties and 

operate with transparency and accountability.  

Quality food assessment is something that plays a very important role in the 

case of cloud kitchens and impacts customer trust directly. The evaluation of different 

aspects of food-fire, safety, taste, and hygiene-all relates to its quality that needs 

consideration while trying to meet customer expectations. Since customers do not 

have any physical interaction with the establishment of a cloud kitchen business, the 

perception of the quality of food becomes even more important. A good assessment 

system ensures that the food delivered is up to the standard that reinforces consumer 

trust (Pookulangara et al., 2022). 

Studies have shown that when food quality is maintained, it can influence 

customer satisfaction and loyalty. The service quality attributes, such as reliability and 

responsiveness, are critical in determining customer trust, especially when 

expectations are consistently met (Gopi & Samat, 2020). Timely delivery and accurate 

order fulfillment are the key components of quality assessments that are directly linked 

to consumer confidence in food services that foster long-term trust (Marri, 2023). 

When customers perceive that the food quality meets or exceeds their expectations, 

their trust in the business increases, which impacts on their likelihood for repeat 

business and loyalty. 

There is a clear gap in the existing research when it comes to understanding 

the link between consumer trust and food quality evaluation in cloud kitchens using 

quantitative methods. While many studies have explored this relationship in 

traditional dine-in restaurants, they often overlook the unique nature of cloud kitchens, 

which operate entirely through online platforms and delivery systems (Reinaldilas et 
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al., 2023). This makes the process of building consumer trust different and more 

complex. Despite the known importance of food and service quality in gaining 

customer satisfaction, only a few studies have examined how these factors directly 

affect customer trust in cloud kitchens (Sari & Arianto, 2022). Most existing studies 

are qualitative, which limits the ability to draw general conclusions or make 

measurable comparisons (Marri, 2023). Thus, there is a strong need for quantitative 

research to better understand how food quality affects consumer trust in cloud-based 

food services. This study was conducted to address that need and provide clearer, data-

driven insights that can guide the development of more effective strategies in the cloud 

kitchen industry. 

SIGNIFICANCE OF THE STUDY 

This study contributed mainly because it addresses the growing need for cloud 

kitchen operators to handle difficulties related to food safety, quality, and legitimacy. 

These issues have arisen because of the elevated customer expectations in a digital 

setting and the lack of physical interaction. The study provides important insights into 

how cloud kitchens can overcome doubt and create lasting relationships with 

customers by concentrating on food quality assessment and its effect on customer 

trust. It illustrates how crucial consistency, cleanliness, and dependability are to 

winning over customers and underscores the industry's move toward virtual 

operations. Additionally, the study offers empirical data that can help cloud kitchen 

businesses develop strategies that improve customer satisfaction and loyalty, fostering 

their expansion and long-term viability in a rapidly expanding and changing market. 
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Theoretical Framework 

For the theoretical framework of this study, one of the most suitable 

approaches is the Theory of Consumption Value (TCV). This theory offers a 

comprehensive perspective on how consumers evaluate trust and food quality in cloud 

kitchens. TCV posits that consumers derive value from a product or service through a 

mix of utilitarian, hedonic, and perceived risk factors, which are particularly 

significant in the cloud kitchen business model where there is no direct customer-

restaurant interaction (Pookulangara et al., 2022).  

In this context, utilitarian value pertains to the practicality of the service, such 

as variety of food options and pricing, while hedonic value is linked to the sensory 

enjoyment of the food itself. Both values, along with the perceived risks including 

concerns over food safety, hygiene, and service reliability are key influences of 

customer trust. This framework helps to explain how food quality assessments directly 

affect customer trust by shaping their perception of these value factors (Javed et al., 

2021).  

Another relevant theoretical perspective is Game Theory, which is particularly 

useful in modeling the strategic decision-making processes of both cloud kitchen 

operators and customers. In this framework, trust becomes an outcome of consistent 

and effective food quality assessments. Game theory-based models help to design 

mechanisms that promote ongoing monitoring and feedback, ensuring that food 

quality standards are met, thereby fostering greater customer trust (Bhatia & Manocha, 

2022). 
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Conceptual Framework 

Quality food assessment is a critical factor in the success of cloud kitchens, 

particularly given the lack of a physical dining environment where customers can 

personally verify food standards (Cai et al., 2022). The assessment process includes 

evaluating factors like food safety, hygiene, taste consistency, and packaging quality 

to ensure that consumers receive a satisfying and trustworthy dining experience 

(Kamboj et al. 2020). Food quality assessment directly impacts customer satisfaction 

and loyalty, underscoring its importance in a highly competitive food service industry 

(Park & Bae, 2020).  

The rapid increase in online food delivery has made it essential for cloud 

kitchens to implement robust quality assessment frameworks to differentiate 

themselves and foster repeat business among customers (Reinaldilas et al., 2023). 

Advanced digital tools, such as IoT-based systems are integrated into cloud kitchen 

operations to support real-time quality monitoring. In this vein, it helps in making their 

services reliable while building customer trust (Marri, 2023). 

Food safety remains a critical component in building customer trust within the 

cloud kitchen model as customers lack the opportunity to inspect food preparation 

environments directly (Abd Razak et al., 2022). Trust is highly dependent on 

perceived food safety practices, which include hygiene standards, packaging integrity, 

and safe delivery (Sapp et al., 2003). Studies have shown that food safety perceptions 

strongly influence customer trust in cloud kitchens, particularly in the absence of a 

traditional restaurant setting (Pookulangara et al., 2022).  

Technological advancements, such as the use of IoT for monitoring hygiene 

practices and tracking food conditions during delivery have enhanced the ability of 

https://consensus.app/papers/analysis-factors-influencing-customer-satisfaction-park/528c1d0195235b20b78f6c62b5543131/?utm_source=chatgpt
https://consensus.app/papers/analysis-cloud-kitchen-operations-reinaldilas/424493262e2e505a98686f35391181d6/?utm_source=chatgpt
https://consensus.app/papers/study-optimizing-mobile-food-delivery-apps-focus-cloud-marri/fa16fc5402795bd489e0c2d425d22f6e/?utm_source=chatgpt
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cloud kitchens to maintain food safety thereby reducing customer concerns and 

building trust (Sarbhai & Khare, 2023). Cloud kitchens that prioritize rigorous food 

safety measures are better equipped to handle consumer expectations around 

transparency and accountability that lead customer satisfaction and brand loyalty 

(Ijsrem Journal, 2023). 

Packaging and presentation play an essential role in the cloud kitchen model, 

where the food’s visual appeal and integrity upon delivery significantly impact 

customer satisfaction (Yung & Xu., 2023). With no in-person dining experience, the 

quality of packaging has become a vital component in ensuring food safety, 

maintaining temperature, and preventing spillage. This collectively contribute to the 

overall customer experience (Goswami & Bindu, 2019) Effective packaging not only 

enhances customer satisfaction but also reinforces brand image and trust (Ahmed et 

al., 2014).   

The protective and visually appealing packaging has been shown to positively 

influence customers’ perceptions of a brand’s professionalism and commitment to 

quality (Wang & Zhu, 2020). Furthermore, innovative packaging designs that 

prioritize eco-friendliness and functionality align with consumer preferences, 

promoting loyalty and customer retention in the competitive cloud kitchen market 

(Khan et al., 2022). Incorporating customer feedback in packaging design has proven 

beneficial, as it addresses customer concerns related to durability and usability, 

ultimately enhancing satisfaction and likelihood of repeat purchases (Esfahanian & 

Lee, 2022). 

Customer trust is an essential element for the success of cloud kitchens, 

especially due to the lack of direct customer engagement (Krishnamoorthy et al., 
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2023). In cloud kitchens, trust is largely influenced by the perception of food quality, 

delivery reliability, and transparency in operations (Gomathi Sankar et al., 2025). 

Consumer trust positively correlates with clear communication and transparency 

about food preparation and safety standards (Kang et al., 2013).  

Customers’ perception of food safety plays a big role in how much they trust 

cloud kitchens. When strict food safety practices are followed, customers tend to feel 

more positive about ordering from these kitchens (Pookulangara et al., 2022). Another 

important factor that helps build trust is the quality of service. Making sure that orders 

are correct and delivered on time helps customers stay loyal, which also strengthens 

their trust in the cloud kitchen model (Reinaldilas et al., 2023). In addition, using 

technology that allows customers to track their food such as monitoring and tracking 

systems also helps build trust. These tools reduce the risks people may feel about food 

safety, which makes them more confident about ordering from cloud kitchens (Rout 

et al., 2021). 

Customer satisfaction is a pivotal determinant in the success of cloud kitchens, 

directly influencing customer loyalty and repeat business (Krishnamoorthy et al., 

2023). Factors such as service quality, order accuracy, and timely delivery are 

significant drivers of satisfaction in this model, where the dining experience is entirely 

virtual (Priyadharshini et al., 2024). Effective service quality management, including 

reliability and responsiveness in fulfilling orders, strongly impacts satisfaction levels 

among cloud kitchen users (Al-Tit & Ahmad, 2015).  

Customer satisfaction plays an important role in connecting service quality to 

customer loyalty. This means that when cloud kitchens consistently provide high-

quality service, customers are more likely to feel satisfied and stay loyal over time 



 

 
18 

 

 

 

Misamis University 

(Reinaldilas et al., 2023). Improving how users experience mobile food delivery apps 

also helps increase satisfaction. The features like easy-to-understand order tracking 

and personalized suggestions can make users feel more comfortable and valued, 

leading to a more positive view of the service (Marri, 2023). Since the COVID-19 

pandemic, more people have started relying on cloud kitchens. Customers now place 

greater importance on convenience and the quality of food and service. These factors 

directly affect how satisfied they feel and whether they will order again in the future 

(Sarbhai & Khare, 2023). 

Word-of-mouth (WOM) marketing, both traditional and electronic (e-WOM), 

play a critical role in driving repeat business for cloud kitchens (Liu et al., 2022). With 

customers primarily experiencing these businesses through delivery, WOM becomes 

a powerful tool for building credibility and trust among potential new customers (Jan 

et al., 2021). Positive e-WOM, especially through social media, significantly boosts 

brand awareness and purchase intention, making it a key strategy for cloud kitchens 

aiming to enhance visibility and customer loyalty (Sanny et al., 2022). Similarly, the 

culinary industry supports not only customer retention but also attracts new clientele, 

facilitating a cycle of continuous business growth (Soegoto & Amelia, 2021). The 

positive WOM interactions can enhance brand reputation, particularly in cloud 

kitchens that prioritize consistent food quality and reliable delivery, which are 

essential for encouraging repeat orders (Khan et al., 2022). 
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Objectives of the Study 

 This study explored the significant relationship between cloud kitchen quality 

food assessment and customer trust. Specifically, this study sought to address the 

following specific objectives: 

1. Determine the level of cloud kitchen food quality as perceived by selected 

students and teachers. 

2. Assess the level of customer trust in the cloud kitchen business. 

3. Explore the significant relationship between cloud kitchen quality food 

assessment and customer trust. 

 Null Hypothesis  

HO1: There is no significant relationship between cloud kitchen quality food 

assessment and customer trust. 
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RESEARCH METHODOLOGY 

Design 

This study employed a quantitative approach using a descriptive correlational 

research design. This design was used to describe and explain the current state of a 

situation, event, or phenomenon. It does not seek to change or manipulate any 

variables. Instead, it aims to provide a clear picture of what is happening based on data 

collected through surveys and observations. It tries to answer on the “what,” “how,” 

and “why” behind certain behaviors, perceptions, or trends occur. From its very 

nature, this design is meant to gather detailed information and describe patterns or 

relationships between different factors, without testing a cause-and-effect relationship. 

This design was appropriate for the study, as it sought to explore the significant 

relationship between cloud kitchens’ quality food assessment and customer trust. 

Setting 

This study took place in one of the higher education institutions in Ozamiz 

City various higher education institutions in the area. With the rise of online food 

delivery services, cloud kitchens have become increasingly popular among both 

students and professionals due to their convenience, affordability, and accessibility. 

These kitchens operate without physical dine-in spaces, relying solely on delivery 

platforms and social media to serve customers. In Ozamiz City, many faculty members 

and students have started to depend on cloud kitchens for their meals, especially 

during busy academic days or when traditional dining options are limited. The study 

setting reflects a modern urban lifestyle where technology plays a key role in food 

consumption habits. It aims to assess how this specific group evaluates the quality of 

food offered by cloud kitchens—considering factors such as taste, hygiene, food 
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packaging, freshness, and presentation—and how these perceptions shape their trust 

in the service. 

Respondents  

There were 370 respondents of the study that comprised of the 185 faculty and 

185 college students. The respondents were chosen based on the following criteria: 

must frequently place online food orders or utilize social media, especially Facebook, 

to access food services. This criterion is predicated on the fact that 84.25% of Filipinos 

actively use Facebook, a tendency that has been increased by the pandemic and is a 

major tool for online food ordering (Statcounter, 2024). Targeting people who 

regularly place online meal orders, the study intends to investigate their experiences 

with cloud kitchens and how their perceptions of food quality affect their trust in these 

services. 

Instruments 

The following instruments were used in the gathering the data from the respondents.  

A. Cloud Kitchen Quality Food Assessment Questionnaire.  This is a four point-

Likert scale questionnaire that was adapted from Food Quality and Safety Scale 

by Lee et al. (2016) and Customer Trust Scale by Morgan & Hunt (1994).   It 

has 3 constructs namely: Food safety, packaging and presentation. It consists of 

20 statements (Appendix A). 

In determining the level of cloud kitchen quality food assessment, the following 

scale was used: 
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B. Customer Trust Questionnaire. The is a (4) four-point likert scale questionnaire 

was adapted from Boyatzis, (2008). It has 3 constructs namely: Customer trust, 

word-of-mouth and repeat business. It consists of 20 statements (Appendix B). 

In determining the level of cloud kitchen quality food assessment, the following 

scale was used:   

 

 

 

 

 

 

 

 

 

Responses      Continuum      Interpretation  

           4- Strongly Agree (SA) 3.25-4.0  Very High (VH)  

           3-Agree (A) 2.50-3.24  High (H)  

           2-Disagree (D) 1.75-2.49  Low (L)  

           1-Strongly Disagree (SD) 1.0-1.74  Very Low (VL)  

Responses      Continuum      Interpretation  

           4- Strongly Agree (SA)     3.25-4.0             Very High (VG)  

           3-Agree (A)      2.50-3.24           High (G)  

           2-Disagree (D)       1.75-2.49            Poor (P)  

           1-Strongly Disagree (SD)     1.0-1.74               Very Poor (VP)  
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Data Gathering Procedure 

Before starting the actual study, the researchers first asked for formal approval 

from the Dean of the College of Business and Management, with the process guided 

and supported by their thesis adviser. Once permission was granted, the researchers 

began distributing the research questionnaires to the selected respondents. Only those 

who were available at the time and willing to participate were included in the study. 

This approach helped ensure broader participation and allowed the researchers to 

gather data from many respondents. After all the data were collected, the data was 

carefully analyzed to understand the connection between how people assess the quality 

of food from cloud kitchens and how much they trust these services. The analysis not 

only aimed to confirm the results of the study but also to provide useful suggestions 

for improving food quality and strengthening customer trust in online food delivery 

systems. This step-by-step process ensures that the research was reliable, accurate, and 

ethically sound, as it followed proper procedures and respects the authority of 

academic institutions. 
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Ethical Considerations 

This research strictly followed ethical principles such as informed consent, 

privacy, confidentiality, and the right to withdraw, in line with the guidelines provided 

by Bryman and Bell (2011). These principles were observed to ensure the protection, 

dignity, and well-being of all the respondents throughout the research process. Before 

any data collection began, informed consent was obtained from all respondents. They 

were fully informed about the purpose, scope, and procedures of the study, including 

their voluntary participation and their right to withdraw at any time without any 

consequence. The respondents were also clearly briefed on how their personal 

information would be used and protected. 

All data collected were treated with strict confidentiality and handled in 

compliance with the Data Privacy Act of 2012 (Republic Act No. 10173) of the 

Philippines. The information gathered was used solely for the academic purposes 

stated in the study and was not shared beyond the research team. To ensure data 

security, all records were safely stored, and access was limited to authorized personnel 

only. The researchers maintained transparency and accountability at every stage of the 

study to uphold ethical integrity and protect the trust of the respondents. This ensured 

that the research was conducted responsibly and with a high standard of ethical 

conduct. 

Data Analysis  

The following statistical tools were used in analyzing the data: 

 Mean and Standard Deviation were used to determine the level of cloud 

kitchen food quality and customer trust. 



 

 
26 

 

 

 

Misamis University 

 Pearson Product and Moment Correlation was used to explore significant 

relationship between cloud kitchen quality food assessment and customer trust. 
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RESULTS AND DISCUSSION 

Level of Cloud Kitchen Food Quality 

Table 1 presents the respondents' assessment of food quality in cloud kitchens. 

The overall food quality is high ( M = 3.175; SD = 0.6080). The findings indicate that 

respondents generally have a positive view of the overall food quality from cloud 

kitchens. This high rating reflects broad satisfaction with the food, suggesting that 

respondents are not only concerned with food safety and packaging but also feel that 

the meals meet their expectations in terms of taste, freshness, and other quality factors. 

The consistency in responses further reinforces this positive perception, as most 

respondents expressed similar views regarding the overall quality of food they receive 

from cloud kitchens. 

Among the different indicators measured, food safety received the highest 

mean score still with a high rating (M = 3.237, SD = 0.6172).  The finding revealed 

that customers place a high value on the safety and hygienic standards of the food they 

receive from cloud kitchens, as evidenced by the fact that food safety was the factor 

with the highest rating. Cloud kitchens ensure hygienic surroundings, packaged 

properly, and kept to high levels of hygiene, as seen by the high rating for safety. In 

this vein, customers are putting their trust in cloud kitchens to guarantee that the food 

is both safe to eat and of great quality. 

Presentation and Packaging come in second (M = 3.114, SD = .6443). These 

findings indicate that respondents place a high value on food safety and presentation 

and packaging. The cloud kitchen demonstrates customers' considerable appreciation 

for how food gets covered and presented upon delivery. Food was kept secure, fresh, 

and undamaged in well-designed packaging, and the eating experience is improved by 
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visually pleasing presentation. Consumers value packaging that keeps food fresh and 

gives it a professional touch, which elevates the food and makes it feel special. In the 

cloud kitchen, food that is thoughtfully presented and carefully secured leaves a lasting 

impression and builds trust. 

The findings corroborate with previous studies asserting that the views of 

customers for online cloud kitchens are influenced by a few elements, such as the 

service's ease of use, food quality, delivery, packaging, and cost (Kaavya & Andal, 

2023). Customer’s perception has a positive effect on buying intention, particularly 

among young people, and strongly influences attitudes and purchase behavior about 

cloud kitchens in India (Mathur et al.,  2023). Food safety is guaranteed by packaging 

that avoids contamination, which also plays a significant role in bringing in and 

keeping consumers by influencing both their immediate purchase intentions and long-

term brand trust (Yeo et al., 2020).   

Meanwhile, packaging is an essential part of a product and has an important 

impact on the overall success of a business (Setiawardani at al., 2021). Customers 

form their views about quality, professionalism, and attention to detail based on this 

initial impression. Packing guarantees that food is delivered in the best possible 

condition, aesthetically pleasing, and in accordance with customer expectations. 

Thus, it can be inferred that customers express high levels of satisfaction with 

the food delivered by cloud kitchens, particularly praising its freshness, taste, and 

hygiene. The positive assessments reflect that cloud kitchens are successfully meeting 

or even exceeding customer expectations in these key areas. They effectively fulfill 

their role in providing high-quality meals. In this vein, cloud kitchens may continue 
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to focus on maintaining these high standards to sustain customer trust and satisfaction, 

while also considering any areas for further improvement based on customer feedback. 

Table 1 Level of Cloud Kitchen Food Quality  

Note: Interpretation: 3.25-4.0 (Very High); 2.50-3.24 (High); 1.75-2.49 (Low); 1.0-1.74 (Very Low) 

Level of Customer Trust in the Cloud Kitchen Business 

Table 2 shows the level of customer trust in the cloud kitchen business (M= 

3.138) and Word of Mouth and Repeat Purchase (M = 3.105) are interpreted as 

"High”. The findings indicate that respondents are generally very satisfied with the 

cloud kitchen service and are likely to share their positive experiences with others. 

The high ratings show that customers are satisfied, and many are willing to promote 

the service to friends and family. The responses' consistency serves to further support 

this positive perception, as the majority of similar opinions were expressed by 

respondents about the level of customer trust in the cloud kitchen industry, as well as 

word-of-mouth and repeat business. 

Among the several indicators assessed, the Word-of-mouth and repeat 

purchases received the highest average score (M = 3.105, SD = .7003). This results to 

high levels of satisfaction among customers, loyalty, and an immense opportunity for 

beneficial word-of-mouth advertising. The majority of your consumers are fulfilled 

and will probably come again, recommend the business to others, and assist in its 

promotion. Positive recommendations foster trust and attract new customers, whereas 

Constructs M SD Interpretation  

Food Safety 3.237 .6172 High 

Packaging and Presentation 3.114 .6443 High 

Overall  3.175 .6080 High 
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repeat purchases reflect consumer satisfaction and loyalty, assuring ongoing revenue 

and long-term success. 

Customer satisfaction obtained the second-highest rating with (M = 3.138, SD 

= .6453). These results indicate that respondents place a high value on customer 

satisfaction. This will result to improved loyalty from customers, a stronger reputation 

for the brand, increased revenue, and long-term business success. High levels of 

satisfaction with the Cloud Kitchen business's services have been indicated by the 

majority of respondents. Customer satisfaction is necessary for a business's overall 

success as it not only builds customer loyalty but also improves the brand's credibility, 

promotes repeat business, and helps sustain growth through satisfied customers and 

helpful referrals. 

This study indicates that cloud kitchens must pay close attention to customer 

feedback and use it to enhance the quality of their services (Krishnamoorthy et al., 

2023) Enhancing the quality of services will result in greater positive feedback from 

customers and raise the possibility that they will refer the business to others (Singh et 

al., 2023). Long-term loyalty is fostered by customer repeated purchases, and their 

referrals to others can greatly increase the number of customers and support consistent 

business growth (Rane et al., 2023). 

The results support previous study that the level of service quality offered by 

cloud kitchen business is important to raising customer satisfaction and guaranteeing 

the long-term success of the business (Ayaz and Sünbül, 2019). Improving elements 

like food quality, delivery time, and customer service and enhancing these elements 

could increase customer loyalty even further and provide the company with a 

competitive advantage in a market (Rane et al., 2023). The degree to which goods and 
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services meet up to the demands of customers is measured by customer satisfaction 

and customers that are satisfied are more likely to return (Hidayat et al., 2020). 

Maintaining business growth and establishing long-term connections depend 

on customer trust. It is developed by providing trusted goods and services and by 

engaging in consistent, accessible, and moral business operations. Cloud kitchens can 

grow trust and create lasting customer loyalty by prioritizing high food safety 

protocols, transparent communication, and consistent quality. Trust is necessary for 

favorable word-of-mouth and repeat business, both of which are vital in the 

competitive food delivery industry. In the end, upholding strict food safety regulations 

is essential to gaining and keeping customers' trust in the cloud kitchen business. 

Table 2 Level of Customer Trust in the Cloud Kitchen Business 

Note: Interpretation: 3.25-4.0 (Very High); 2.50-3.24 (High); 1.75-2.49 (Low); 1.0-1.74 (Very Low) 

Significant Relationship between Cloud Kitchen Quality Food Assessment and 

Customer Trust 

Table 3 shows the relationship between Cloud Kitchen Quality Food 

Assessment and Customer Trust. The result shows a very significant remark (p-value 

= 0.000, r-value = 0.090). It indicated that when cloud kitchen demonstrates an 

efficient quality of their food, it could affect the trust of customer.  

Constracts M SD Interpretation  

Customer Satisfaction 3.138 .6453 High 

Word-of-Mouth and Repeat 

Business 

3.105 .7003 High 

Customer Trust 3.122 .6594 High 
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The results showed significant differences, relationships, or correlations that 

led to the rejection of the null hypothesis. These findings suggest that the assessments 

of food quality and customer trust in the cloud kitchen business are not independent 

of one another. The small connection, however, suggests that trust may not be 

primarily influenced by food quality alone. The weak correlation suggests that food 

quality alone is not enough to build strong trust, as well as long-term loyalty would be 

more successful with a comprehensive approach to the customer experience. It implies 

that there are significant connections between a number of variables and customer 

trust in the quality of the food prepared in the cloud kitchen. 

In the competitive food service industry, this loyalty and trust are essential for 

sustained success (Etuk et al., 2022; Usani and Eko, 2021; Etuk et al., 2021; Sampson 

et al., 2022; Usani et al., 2021). The online cloud kitchens must improve service 

quality, pay listen to consumer feedback to gain customer trust (Ali et al., 2021). By 

resolving customer issues and improving the experience, cloud kitchen business can 

guarantee more customer pleasure and foster greater loyalty (Krishnamoorthy et al., 

2023) 

Thus, it can be inferred that the high-quality food improves customers overall 

satisfaction, which in turn builds greater trust in the product or service. Customer trust 

and food quality assessment are linked since customers put their trust in a food service 

on their perception of the quality of the food they were served. 
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Table 3 Significant Relationship between Cloud Kitchen Quality Food Assessment 

and Customer Trust 

Note: 1). Perfect Negative Correlation (-0.61 to -1.00), Strong Negative Correlation (-0.31 to -0.60), 

Moderate Negative Correlation (-0.11 to -0.30), Weak Negative Correlation (-0.01 to -0.10), No 

Correlation (0.00), Weak Positive Correlation (0.01 to 0.10), Moderate Positive Correlation (0.11 to 

0.30), Strong Positive Correlation (0.31 to 0.60), and Perfect Positive Correlation (0.61 to 1.00) 

2). **p<0.01 (Highly Significant); *p<0.05 (Significant); p>0.05 (Not Significant) 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Customer Trust r-value p-value Interpretation  

Cloud Kitchen Quality Food 

Assessment 

.090** 0.000 Weak Positive 

Correlation/Highly 

Significant 



 

 
34 

 

 

 

Misamis University 

SUMMARY 

The assessment of the quality of the food prepared in the cloud kitchen by the 

chosen teachers and students from a university shows largely positive opinions. The 

primary factors of food quality—Food Safety, Packaging and Presentation, and 

Overall Cloud Kitchen Quality—received "High" ratings based on the responses of 

370 participants. This shows that the performance of the cloud kitchen is highly 

satisfactory, especially with regard to food safety, packaging, and general quality. The 

cloud kitchen's dedication to upholding high standards that meet and even surpass 

consumer expectations is demonstrated by the several responses who especially 

appreciated the food's quality, freshness, and overall excellence. 

CONCLUSION 

Based on the generated findings, the following conclusions were drawn: 

1. Cloud kitchen prioritized food safety for its customer. 

2. Customer trust in the cloud kitchen is fairly high, as it gives them 

satisfaction with the services and offers received. 

3. The presence of quality food and packages offered by the cloud kitchen 

contributes mainly to the trust of customers for the products availed. 
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RECOMMENDATIONS 

Cloud kitchens should focus on three key areas to enhance customer trust and 

improve operations: food quality, delivery security, and customer service. The 

relationship of the business and customer could strengthen through the 

implementation of continuous customer support, staff training for fast problem 

resolution, and proactive customer engagement. On the other hand, cloud kitchen 

business owners may invest in reliable deliveries, real-time tracking, and quality 

packaging. Furthermore, maintaining food standards through consumer feedback and 

transparent quality control can boost trust and satisfaction. Cloud kitchens may 

increase customer loyalty, set themselves apart from rivals, and secure long-term 

success by giving priority to these areas. 

The impact of technology on consumer trust, cross-cultural variations in trust-

building, and the long-term consequences of trust on loyalty and repeat business 

should all be the subject of future study. Cloud kitchens are advised to enhance 

reaction times, collaborate with reliable delivery providers, standardize food quality, 

guarantee price and source transparency, and make active use of consumer feedback. 

Additional research is required to evaluate the long-term effects of these measures and 

the role of technology in customer relationship management, even if they can increase 

customer satisfaction and trust. 
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