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THE DIFFERENCE BETWEEN AI-MATCHING SERVICE AND INTEGRATED
SERVICE IN FOOD DELIVERY INDUSTRY:
FROM THE PROCESS MANAGEMENT POINT OF VIEW

Hidetada HIGASHI, Soichiro MINAMI

This paper discusses the differences and consequences of the two business models adopted by the ma-
jor players in the food delivery industry, which is growing rapidly due to the COVID-19 pandemic and
the gig economy. The food delivery business can be broadly divided into Al-matching type services rep-
resented by Uber eats and integrated type services represented by Delivery House. In the Al-matching
type service, while entry is easy for delivery service providers and the service supply volume can be easi-
ly increased, problems in service quality are likely to occur due to the lack of centralized management.
On the other hand, the integrated service is more advantageous in terms of service quality control by se-
curing the means of transportation and carriers by itself, but the burden of fixed costs is larger. In the food
delivery business, where food is transported, transportation quality is directly related to customer satisfac-
tion, but in the case of the Al-matching type, the ability to monitor and control the transportation process
tends to be relatively weak, and this may have a negative impact on customer satisfaction.



