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Abstract  
 

This research aims to assess the different criteria on using the chosen same day delivery couriers namely Grab 
Delivery, Lalamove, and Angkas. The research itself aims to help consumers availing the service identify which 
one is best from the identified criteria. This research will also help to identify the areas they would need to 
improve by considering the criteria that were rated by the customers. By maximizing the use of Analytical 
Hierarchical Process (AHP), the research aims to determine the best same-day delivery courier by evaluating 
them and doing pairwise comparisons for each criterion . The research made use of a survey questionnaire to 
get customers satisfaction for delivery time, Rider’s Behavior and Attitude, Aesthetics, Fees and Charges, 
Limitations, and Delivery Accuracy. AHP resulted in Grab being the ideal courier, Lalamove as the alternative 
courier, and Angkas as being the lowest voted courier.  
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1. Introduction 
1.1. Objective 

 
The study implores two aspects for its objectives. It tackles both general and specific aims in the result of the 
study. While its general aspects seek towards correlating satisfaction among customers towards the delivery 
services brought by the selected delivery companies, it also specifies and obtains results as it compares the 
factors for satisfaction (Delivery time, Rider’s Behaviour and Attitude, Fees and Charges, Limitations, 
Aesthetics, Responsiveness and Delivery Accuracy) with the performance made by delivery services 
Lalamove, Angkas and Grab Philippines. Furthermore, this shall serve as a future reference and criteria for 
future company improvements or studies. 
 

2. Literature Review 
2.1 Same Day Delivery Courier Services 

Supported by Dones & Young (2020), demand is always followed by the supply. This has been proven towards 
the necessities brought by the pandemic. In their recent article featuring the urgency of the new normal’s 
delivery courier services, various establishments have vied for their own edge in a fast-rising business sector 
in the Philippines.  
Establishments such as J&T Express offer a cunning edge in fast yet reliable deliveries, with a 24/7 customer 
service, and an all-year round operation. Not only that, but they also market their service with a real-time 
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tracking system with prices that are inexpensive yet do not forsake the quality of the service being offered. 
While Fastrack Courier offers the same amenities, they are mostly known for their efficient logistics solutions 
that landed their title as the most trusted in Metro Manila. However, it does not offer the same wide range of 
vicinity compared to NinjaVan Philippines, as they cater their own edge of delivering parcels to wherever in 
the Philippines. NinjaVan has also gained consumers’ trust with their flexible parcel pick-ups and cash-on-
delivery options.  
 
As given by Dones & Young (2020), these play a vital role in the continuous flow for goods all throughout the 
Philippine economy. Nonetheless, due to its recently developed popularity in the business sector, satisfaction 
rates are not widely compared for consumers and further studies are yet to observe their sustainability. 
 

2.2 Quality of Service 
 
According to Garvin (1968), a user-based approach plays a major role in customer satisfaction. This reason 
leads to how different needs from each consumer are being addressed in a well-mannered strategy. Companies 
that stay in tune towards the needs of their target audience have higher consumer satisfaction rates than 
establishments that classify their products in a general manner in marketing. By providing the essential needs 
of consumers and marketing to the public with the product’s edge, marketers create a leverage in catering 
towards a consumer’s various preferences. Another factor being considered for higher satisfaction rates would 
be the transaction specific satisfaction. This pertains to a customer’s experience during and after the transaction, 
whether it served him/her the satisfaction rate of a seamless exchange. 
 

2.3 Fees and Charges 
As supported by the study of Khan (1999), a consumer is more likely to develop an interest in a certain product 
after reviewing it from their websites. This is usually developed because of additional information put in, the 
services it offers, or the price range that it delivers. As a result of his study, customer satisfaction builds as a 
company produces more information given for a certain product in a well-developed website. The actual rate 
of service as base fare and price per kilometer in Grab, the rate is ₱55 plus a ₱6 per km, then in lalamove, the 
rate is ₱60 plus a ₱8 per km, and lastly in Angkas, the rate is ₱50 plus a ₱10 per km. 
 

2.4 Limitations  
As supported by an article made by Mark Sison (2020), after the implementation of the Enhanced Community 
Quarantine (ECQ) in Metro Manila, delivery services were part of the first categories of industries that went in 
full operational capacity whether this lead to in-house or outsourced, transporting medicine, food, or any other 
essential goods from one place to another. Whether the purpose may be for personal or business-related, these 
industries made it convenient for consumers to have seamless transactions despite the pandemic.  
 
Some of the on-demand delivery services were Lalamove (which provides on-demand or same-day pickup and 
delivery services straight to the recipient through app-based transactions), GrabExpress (parcels being 
delivered from one place to another with full transparency made possible through their business-developed 
application), and Angkas Padala (high-demanded roadside delivery service wherein a sender or recipient meets 
the biker in a respective place to deliver or receive a certain package through the use of their Angkas App). 
However, despite the convenience and efficiency in these fast-growing industries, no studies were further made 
on how sustainable or how satisfactory their services are met by consumer demands.  

 
2.5 Aesthetics 

Supported by an article from Women Network (2019), in the business sector, the design and sophistication of 
a product plays a major role in getting sales. The effects of its design, structure, or overall aesthetics can result 
in a consumer’s loyalty and brand tolerance for the certain product. Additionally, a product’s aesthetics if 
invested well by a company can lead to having a certain branding and trademark that becomes the basis for a 
consumer’s purchase. It can deal with long-term effects such as how a product affects a consumer’s thoughts 
or attitude once seeing the brand. It is a crucial step for a company to choose a product’s aesthetics as it is the 
primary step on how people will assess their product. 
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2.6 Responsiveness 
In service quality, this dimension means responding immediately and instantly. The service providers not only 
sell good products, provide teaching demonstrations to customers, but also provide satisfied pre-service and 
after-service. For the target company, service providers benefit by establishing effective and prompt services 
like returning phone calls, emails, responding when doing business with their clients or entertaining queries of 
the customer. It is important that customers feel service providers are responsive to their requests. 

 
2.7 Delivery Accuracy 

According to the recent headlines made by Philippine Star, delivery service companies have made massive 
contributions amidst the pandemic. As stated by RJ Cabaluna (2020), companies such as Grab, Lalamove, and 
J&T Express have earned the titles of household names in the economy for booming as go-to partners by 
numerous establishments. Due to strict health protocols caused by the pandemic, greater demands and 
expectations were given to these uprising fields in the industry. To combat these issues and to keep up with 
consumer satisfaction, delivery services invested more on technology and wider scope for their vicinity in 
reaching services. Moreover, as stated by Cabaluna’s interview, the field of delivery services and e-commerce 
holds a promising role in efficiency towards a safer alternative in providing basic necessities for the economy.  

 
3. Methods 

This study was achieved through an online survey using Google Forms. The study population consisted of 
individuals affected by the pandemic and cannot get out of their houses. All participants were given consent 
before participating in the study. 
 
An online questionnaire, literature review, and online sources were used for data gathering. The questionnaire 
consisted of information on demographics (Age,Gender, Delivery Time, Rider’s Behavior and Attitude, Fees 
and Charges, Limitations, Aesthetics, Responsiveness, and Delivery accuracy), usage of top courier service 
available in the market today, usage of courier services during or before the pandemic, preferred courier 
services, number of times the service has been used during pandemic, number of time service has been used 
before the pandemic, participants selected the usual products being delivered using a checkbox, preferred 
payment method, and preferred delivery option. Prices of the selected courier services were also assessed and 
have been gathered through their own websites. 
 
Descriptive analytics was used to assess the difference between the demographics and the preferred services. 
It shows that the satisfaction of the respondents is significant among the total population of the customers in 
the courier services. The findings also show the high expectation of customers which need to be addressed by 
the courier companies. 
 

4. Data Collection 
In order to construct a survey that will determine which preferred same day delivery courier customers prefer, 
the group constructed a survey containing criterias that were supported by literature that was researched and 
gotten from the internet. The criterias that were chosen were factors that tell the overall performance of those 
same day delivery couriers.  The list of factors that the research took into considerations were namely:Delivery 
Time, Rider’s Behaviour and Attitude, Fees and Charges, Limitations, Aesthetics, Responsiveness, and 
Delivery Accuracy. 
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5. Results and Discussion 
5.1. Numerical Results 

 
Table 1. Statistical Compilation of Respondents Profile 

 
The data above are the statistical compilation of respondents' profiles. It shows the composition of our 
respondents, showing that out of the 230 total respondents 127 of them are male and 102 of them are Female. 
Ages of these respondents were ranging from 15-58 yrs old and the result depicts that most of these people are 
Grab Delivery users.  

 

 
Figure 1. Weight of Criteria 

 
The figure above is the overall result that the research group has gotten with the use of Expert Choice Software 
and the survey questionnaire results. Above list the 7 criterias that were based from RRL’s and were considered 
to be factors in evaluating the overall performance of each same day delivery courier. The criteria shown in 
figure 1 is ranked according to which factor impacts the biggest when choosing a same day delivery courier. 
This is done in order to identify and differentiate the contribution of each in deciding the best courier. The 
distribution of weights is computed by the software in each criterion shown. It is termed as the priorities that 
are derived from the pairwise comparisons tab. 
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The one with the highest weight is “Rider’s Behaviour and Attitude” with 0..314, followed by delivery time 
with 0.204, Responsiveness with 0.149, Fees and Charges with 0.128, Delivery Accuracy with 0.118, 
Aesthetics with 0.057 and last is Limitations with 0.030. It has an inconsistency of 0.34. 

 

 
Figure 2. Pairwise Numerical Comparison of Criteria 

 
The pairwise numerical comparison of all the criteria with each other is executed in figure 2. The numerical 
values in black represent all the Rider’s Behaviour and Attitude criteria, meaning that all numerical values in 
black are considered to be in favor of the Fees and Charges. This also means that the specific criteria has the 
highest weight. On the other hand those values in red are favoring the criterions in the column. Producing 
inconsistency of 0.34 
 

 
Figure 3.Weights of Same day Delivery Couriers Alternatives 

 
After doing all the pairwise comparisons for each criterion, the weights of the three alternatives are computed 
by the software as seen in the figure above. There are assigned weights and a graphic representation for each 
alternative. The Delivery Courier that got the highest weighted score base from the software was the Grab 
Delivery having .494. The Lalamove Courier comes second with a value of 0.325, and then Angkas comes last 
with a computed value of 0.181. Base from the pairwise, both Lalamove and Grab were battling it out in terms 
of which courier is better when it comes to the given criteria 
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5.2. Graphical Results 

 
 

The sensitivity analysis of all the pairwise comparisons for each criterion are displayed in the figure above. 
The weights obtained for all the alternatives in terms of all the criteria are shown. The Blue line represents 
Grab Delivery, the Red line represents the Lalamove and the green line represents the Angkas. It can be 
observed that Grab has the highest scores for the majority of the criteria. The end part of the graph labeled 
overall depicts the total or the end result of which Same day Delivery courier is most preferred based on the 
criterions given. 

 
5.3. Proposed Improvements 

The results from the survey suggest that participants are most likely Grab Delivery services.  The country has 
been riding high since the onset of the pandemic, expanding their services and operations to meet the growing 
demand of customers and businesses. Companies like Grab, Lalamove, and Angkas have seen their brands turn 
into household names as they became the go-to partners of businesses and customers alike during this ongoing 
health crisis. To keep up with the boom, these companies have stepped on the gas to beef up their operations. 
However, the issues when it comes to failed access information to customers, Timeliness of delivery (delayed 
delivery), Loss ratio (the number of damaged shipments and complaints) the company should focus on 
considerate the quality processes in transport, forwarding and logistics companies, it should be remembered 
that qualitative elements are implemented for the client. The Company should use a regression policy of any 
damages to its subcontractors and it results in a significant decrease in the number of complaints. 

 
 

5.4. Validation 
The data gathered and computed by its scores on its criteria are shown. The table has the data needed to 
calculate and perform an ANOVA data analysis to provide a validation that can show if there is a significant 
difference between the selected courier services which are Grab, Lalamove, and Angkas. 

 
Table 5.4.1 ANOVA Results of Delivery Time 
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Since the p-value in the Table 5.4.1 is less than 0.05 and the F-statistic value is greater than the F-crit thus, we 
can conclude that there is a significant difference among the three selected couriers within the given criterion. 

 
Table 5.4.2 ANOVA Results of Rider's Behavior and Attitude 

 

 
 
Since the p-value in the Table 5.4.2 is less than 0.05 and the F-statistic value is greater than the F-crit thus, we 
can conclude that there is a significant difference among the three selected couriers within the given criterion. 

 
 
 
 

Table 5.4.3 ANOVA Results of Fees and Charges 
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Since the p-value in the Table 5.4.3 is less than 0.05 and the F-statistic value is greater than the F-crit thus, we 
can conclude that there is a significant difference among the three selected couriers within the given criterion. 

 
Table 5.4.4 ANOVA Results of Limitations 

 

 
 

Since the p-value in the Table 5.4.4 is less than 0.05 and the F-statistic value is greater than the F-crit thus, we 
can conclude that there is a significant difference among the three selected couriers within the given criterion. 

 
Table 5.4.5 ANOVA Results of Aesthetics 
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Since the p-value in the Table 5.4.5 is greater than 0.05 and the F-statistic value is less than the F-crit thus, we 
can conclude that there is no significant difference among the three selected couriers within the given criterion. 

 
Table 5.4.6 ANOVA Results of Responsiveness 

 
 

Since the p-value in the Table 5.4.6 is less than 0.05 and the F-statistic value is greater than the F-crit thus, we 
can conclude that there is a significant difference among the three selected couriers within the given criterion. 

 
Table 5.4.7 ANOVA Results of Delivery Accuracy 
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Since the p-value in the Table 5.4.7 is greater than 0.05 and the F-statistic value is less than the F-crit thus, we 
can conclude that there is no significant difference among the three selected couriers within the given criterion. 

 
6. Conclusion 

The purpose of this research was to assess courier services between Lalamove, Angkas Padala, and 
Grab Delivery and its implications to customer satisfaction by using the Analytic Hierarchy Process (AHP) 
within an event of Covid-19 Pandemic. Based on the analysis conveyed, it can be concluded that the objectives 
of this research is successfully met as one of the objectives is that the research correlates satisfaction among 
customers towards the delivery services brought by the selected delivery companies and the other objective is 
to specify and to obtain results as it compares the factors (Delivery time, Rider’s Behaviour and Attitude, Fees 
and Charges, Limitations, Aesthetics, Responsiveness and Delivery Accuracy) for satisfaction with the 
performance made by the selected courier service. The researchers used an application called Expert Choice 
where it is a decision-making software that is based on multi-criteria decision making and the software uses 
the Analytical Hierarchy Process (AHP) which is the primary method to be used in the research. It is shown in 
the validation that the analysis is verified and comes with an analysis of variance that shows the significant 
difference between the selected courier service. Analysis of variance is commonly used to analyze the 
difference between selected variables of its mean. It also shows that the data gathered within this research can 
be analyzed with the analysis of variance as the calculated data comes with a mean that can justify the difference 
between the selected courier services.  There are numerous researches about the comparison of the selected 
courier service and the difference of this research from the rest is the method used in this research is Analytic 
Hierarchy Process (AHP) which compared to descriptive and statistical analysis that are commonly used with 
this type of research.  
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