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Summary of Findings 
 Grubhub Inc. (GRUB) faces mounting pressure from competitors 

and is finding it more difficult to fight them off. This worrisome 
trend for the company is a continuation of Blueshift Research’s 
Nov. 16, 2016, findings. 

 Thirteen of 19 restaurant sources using both Grubhub and other 
delivery services and all three sources who do not use Grubhub 
said the incumbent now ranks below its competitors. Only one of 
the 23 sources has Grubhub as his sole food delivery service. 

 Of note, four of the six repeat sources said their satisfaction with or 
the percentage of sales from Grubhub has declined since their 
prior interview, highlighting competitors’ gains. 

 National chain sources are concerned about Grubhub’s ability to 
scale, especially when compared to Uber Technologies Inc.’s 
UberEATS and Amazon.com Inc.’s (AMZN) Amazon Restaurants. 
Unlike its competitors, Grubhub has not expressed an interest in 
forming a co-branding partnership, according to several sources, 
including one rapidly expanding national chain. 

 Smaller, local restaurants welcome the opportunity to work with 
multiple delivery services because doing so increases their 
exposure and gives their customers choices. Grubhub’s dominance 
is threatened by existing services refining their offerings and by the 
increase in competitors entering the marketplace. Also, half of the 
sources who believe Grubhub is superior to its competitors use 
only its less-expensive, lower-commission ordering platform and 
employ their own drivers. 

 UberEATS is Grubhub’s biggest competitor and has made 
significant strides since our November report. It has a wide reach, 
particularly among young consumers, who are less likely to cook; 
superior technology; a built-in supply of drivers; plenty of room to 
grow; and the necessary infrastructure already in place. 

 DoorDash partners well with restaurants and received the most 
praise for its data and insight reporting. It helped one source’s 
national chain expand its food delivery in various markets. 

 Amazon was the least utilized among major services and has the 
most catching up to do. Five of six sources using Amazon said it is 
among their lowest performers, if not the lowest. Still, the company 
cannot be counted out of this market given its logistics expertise 
and sizeable resources. 

Research Question: 

Will Grubhub fend off UberEATS and Amazon? 

Silo Summaries 
1) Restaurants Using Grubhub and Competitors 
Thirteen of these 19 sources said Grubhub ranks below 
its competitors and will be challenged in fighting them 
off. One said delivery sales through Grubhub are 35% 
today, down from 70% in November 2016. Another said 
Grubhub orders are 20%, a decline from 50% a year 
ago. After only several months, UberEATS now 
represents 30% of sales for the first source and as 
much as 50% from 10% a year ago for the second. 
UberEATS has been criticized for its drivers, who are 
often casual and sometimes unprofessional, do not 
represent the restaurant specifically, and lack the 
necessary tools like a hot bag to keep food warm. 
UberEATS also charges restaurants an industry-leading 
30% commission on all orders, though three sources 
said the price is worthwhile given the number of 
customers it brings to their business. Six sources said 
competitors outsell Grubhub, bringing in 60% to 75% 
vs. Grubhub’s sales contribution of 5% to 20%. Of the 
four sources who reported a better performance from 
Grubhub than competitors, two said it represents 40% 
of their sales while other services comprise 20% to 
25%. 
 
2) Restaurants Using Only Grubhub 
This source has chosen to work solely with Grubhub 
because it charges him only 10% commission by virtue 
of having been partners for more than five years. Still, 
he sees the value and potential in UberEATS given the 
size of its customer base. 
 
3) Restaurants Using Only Competitors 
Two of these three sources said UberEATS is the best 
food delivery service as it has a vast number of drivers, 
is easy to use, is convenient for restaurants and 
consumers alike, and delivers food faster than its 
competitors. Its high cost is not a deterrent to these two 
sources, who said its service is hassle-free—unlike 
Eat24’s—and produces better results than Grubhub for 
virtually the same price. One source canceled Grubhub 
because of its poor sales, weak technology and limited 
number of drivers. Another does not use Grubhub 
because the restaurant already has enough providers; 
also, as a customer, this source has received deliveries 
from Grubhub as much as 90 minutes late. One source 
gets 25% of delivery sales through UberEATS; the other 
gets 5% from UberEATS with 1% going to Eat24. Our 
third source said Amazon is doing very well one month 
into their partnership, outperforming DoorDash and 
Skip the Dishes. 
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Background 
Sources for Blueshift Research’s Nov. 16, 2016, report said Grubhub had a tall task ahead of it in fending off UberEATS and 
in maintaining its supremacy in the online food ordering and delivery world. UberEATS was building momentum as it rolled out 
its service nationwide. Six of the seven restaurant sources using UberEATS said it was better than and gaining ground on its 
competitors, including Grubhub. 
 
In the last two weeks UberEATS has added delivery services to Richmond, Tampa Bay, Hartford, Milwaukee and Tacoma. It 
also created a tool that lets restaurants gain more insight into their sales, speed and service. Grubhub also faces competition 
from Amazon’s restaurant delivery service, which is free to Prime members (now totaling 66 million) and was recently 
launched in Washington, D.C. and Las Vegas. In addition, Square Inc. (SQ) recently bought Caviar, which allows customers to 
order ahead and pick up their food at restaurants. 
 
Grubhub’s response has been to improve the efficiency of its driver network and increase its sales and marketing spending—
moves that will pressure its margins. Meanwhile, its fourth-quarter profits missed expectations though revenue grew 38% year 
to year. Active diners rose 21% (up from 19% growth in the third quarter), daily average orders climbed 21% (down from 26% 
growth), and gross food sales through the platform increased 27%. 
 
Current Research 
Blueshift Research assessed whether Grubhub could fend off threats from UberEATS and Amazon Restaurants and remain 
the food delivery leader. We employed our pattern mining approach to establish four independent silos, comprising 23 
primary sources (including six repeat sources) and five secondary sources focused on developments in online food delivery, 
including DoorDash delivering Jack in the Box. Interviews were conducted March 20–April 3. 

1) Restaurants using Grubhub and competitors (19) 
2) Restaurants using only Grubhub (1) 
3) Restaurants using only competitors (3) 
4) Secondary sources (5) 

 
 

Next Steps 
Blueshift Research will continue to monitor the changes and developments in the online food delivery space. We will assess 
UberEATS’ and Amazon Restaurants’ growth, the effects they have on Grubhub, DoorDash’s emergence, partnerships 
between delivery companies and national franchises, and fee and pricing trends. We will also follow ongoing mergers and 
acquisitions that take place in the industry and the effect they have on the major players. 
 
 
 
 

 
Grubhub’s 

Market 
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Market 
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Amazon’s 
Market 
Position 

Restaurants Using Grubhub and Competitors 
   

Restaurants Using Only Grubhub 
   

Restaurants Using Only Competitors 
   

http://blueshiftideas.com/reports/111607GrubHubMustFendOffHardChargingUberEATStoStayonTop.pdf
http://venturebeat.com/2017/03/02/ubers-new-analytics-tool-lets-restaurants-better-track-sales-and-service-issues/
http://www.dispatch.com/content/stories/business/2016/12/15/amazon-starts-free-restaurant-food-delivery-for-prime-members-in-central-ohio.html
http://www.recode.net/2017/2/3/14496740/amazon-prime-membership-numbers-66-million-growth-slowing
http://www.bizjournals.com/washington/news/2017/02/28/amazon-now-delivering-dinner-to-d-c-from-dozens-of.html
http://www.pymnts.com/amazon-delivery/2017/amazon-offers-prime-members-restaurant-delivery-in-las-vegas/
https://www.bloomberg.com/news/articles/2017-03-01/square-buys-orderahead-to-grab-pickup-business-at-restaurants
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Silos 
 
1) Restaurants Using Grubhub and Competitors 
Thirteen of these 19 sources said Grubhub ranks below its competitors and will be challenged in fighting them off. Of note, 
four of six repeat sources said their satisfaction with or percentage of sales from Grubhub has declined since their prior 
interviews, highlighting competitors’ gains. One said delivery sales through Grubhub are 35% today, down from 70% in 
November 2016. Another said Grubhub orders are 20%, a decline from 50% a year ago. After only several months, UberEATS 
now represents 30% of sales for the first source and as much as 50% from 10% a year ago for the second. National chain 
sources are concerned about Grubhub’s ability to scale, especially in comparison to UberEATS and Amazon. Also, Grubhub 
has not expressed an interest in forming a co-branding partnership, according to several sources, including one rapidly 
expanding national chain, while competitors, including UberEATS, have discussed this with some restaurants. UberEATS is 
Grubhub’s biggest competitor, followed by DoorDash. UberEATS has significant reach, young consumers’ attention, superior 
technology, a built-in supply of drivers, and plenty of room to grow. The company has been criticized for its drivers, who are 
often casual and sometimes unprofessional, do not represent the restaurant specifically, and lack the necessary tools like a 
hot bag to keep food warm. UberEATS also charges restaurants an industry-leading 30% commission on all orders, though 
three sources said the price is worthwhile given the number of customers it brings to their business. DoorDash also partners 
well with restaurants. It aggressively and strategically helped one national chain expand its delivery services in various 
markets. DoorDash was the most lauded for its data and reporting. Amazon was the least utilized among major services and 
has the most catching up to do to be a threat in the industry. Only five of 16 sources who have heard of Amazon’s service are 
using it, and all five said it is among their lowest performers, if not the lowest. Still, it cannot be ignored given its logistics 
expertise and sizeable resources. Six sources said competitors outsell Grubhub, bringing in 60% to 75% vs. Grubhub’s sales 
contribution of 5% to 20%. Of the four sources who reported a better performance from Grubhub than competitors, two said it 
represents 40% of their sales while other services comprise 20% to 25%. 
 
 
Key Silo Findings 
Satisfaction with Grubhub 

- 13 of 19 sources rated competitors higher than Grubhub or said Grubhub would not be able to fend off competitors. 
o 4 of 6 repeat sources said satisfaction with or percentage of sales from Grubhub has declined since their 

earlier interviews, noting gains made by competitors. 
o 1 said lack of weekend drivers hurts Grubhub; restaurant is telling guests to choose a different service. 
o 1 said software issues with the ordering tablet have not been fixed despite complaints in November. 
o 1 national chain said Grubhub is used at half the locations compared to its superior competitor, and 

questions whether it can scale enough to accommodate the size of the source’s organization. 
o 2 sources, including a rapidly expanding national chain, said Grubhub is not interested in co-branding for 

advertising but that its competitors are willing to partner. 
o 1 said the Grubhub website has bad visuals for the menu and the company lacks publicity. 
o 1 national chain said Grubhub was not taking any steps to combat rising competition. 

- 6 said Grubhub is better than competitors and is equipped to fight off challengers. 
o 3 of the 6 use their own drivers, utilizing only Grubhub’s ordering platform and limiting their need for 

UberEATS and others that have only the delivery option included. 
o 2 said Grubhub is easy to work with, advertises more than competitors, is more convenient and consistent, 

and offers more control over the process than others. 
o 1 said Grubhub’s ordering-only platform is the same as taking orders over the phone, and lacks the 

integration to the source’s system that would make it (and others) more valuable and efficient. 
o 1 said Grubhub needs to increase control of its drivers, or give that ability to its restaurant partners, in order 

to be the runaway leader. 
Satisfaction with Competitors 

- UberEATS, DoorDash, Yelp Inc.’s (YELP) Eat24, and Bite Squad were most commonly favored over Grubhub. 
- UberEATS: 

o 6 said UberEATS is the biggest competitor to and is ranked higher than Grubhub in their market. 
o 2 repeat sources said UberEATS is taking share from Grubhub and has more room to grow. 

https://eat24.com/
http://www.bitesquad.com/
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o UberEATS has the biggest reach, superior technology and impressive existing infrastructure that can 
continue to scale; is a willing partner for ad sponsorships; attracts the younger demographic that cooks less 
and wants food late in the evening, and was hailed for being easy to work with. 

o It also was criticized for being too expensive and too young, and having poor customer service and 
unprofessional and unprepared food delivery drivers. 

- DoorDash: 
o 4 ranked DoorDash higher than Grubhub. 
o 1 national chain uses DoorDash in twice the number of locations as Grubhub and said DoorDash is more 

aggressive and strategic in how it is helping the chain expand into new markets. 
o 1 said it is a good partner with a sense for hospitality, good drivers and excellent technology. 
o 1 said it was better than Grubhub by far. 

- Eat24: 
o 3 ranked Eat24 higher than Grubhub. 
o 1 said it is better positioned to succeed than Grubhub. 
o Complaints centered around needing approval/confirmation from Eat24 to change items on restaurant 

menu, and the questionable handling of customer conflicts. 
- Bite Squad: 

o 1 rated Bite Squad higher than Grubhub, 1 said it was the same. 
o 1 sees Bite Squad as more of a partner in business. 

- Amazon Restaurants: 
o Was the least utilized among the major services and has the most catching up to do to be a threat. 
o 11 sources have heard of it but are not using it, including 1 who decided against it after the demonstration. 
o 5 are using Amazon delivery, but all said it is among their lowest performers, if not the lowest. 
o 1 said it accounts for 5% of delivery sales. 
o Only 1 said it stands a chance of hurting Grubhub. 
o In its favor are its logistics, back-end expertise, infrastructure and safety standards. 
o Concerns include poor execution and results, too many mistakes, a confusing sign-up process, and a high 

delivery charge. 
Sales 

- 3, including 2 repeat sources, said sales through Grubhub are declining. 
o 1 said Grubhub sales are 35% from 70%, while UberEATS is now 30% after only several months. 
o 1 said Grubhub sales are 20% from 50%, while UberEATS has climbed to 50% from 10% in 12 months. 

- 6 others said a competitor outsells Grubhub. 
o 1 said DoorDash makes up 75% sales while Grubhub is 20%. 
o 1 said UberEATS is 15% while Grubhub is less than 10%. 
o 1 said Bite Squad is 60% of sales, UberEATS is 10% and Grubhub is 5%. 
o UberEATS and Bite Squad also bring in more repeat customers than Grubhub. 

- 4 said Grubhub outsells its competitors. 
o 1 said Grubhub gets 40% of sales while Eat24 has 25%. 
o 1 said Grubhub gets 40% of sales, Square’s Caviar 25%, and DoorDash 20%. 
o 2 said Grubhub brings them the most repeat customers. 
o 2 said Grubhub’s LAbite acquisition will help the company. 

 1 said LAbite alone outperforms UberEATS and Amazon. 
Costs 

- UberEATS is the most expensive provider, charging 30% commission on all orders and with little apparent flexibility. 
o 3 sources said the high price was worthwhile because UberEATS brings in new and repeat customers, and 

is a necessity because of the audience size and possibly missed opportunities if not using the platform. 
- Grubhub ranges from 10% without delivery drivers to as much as 30% for a larger complement of services, including 

higher placement on its website. 
o 1 complained of additional fees, such as for credit card processing. 

Data 
- 4 said DoorDash has the most insightful data: high frequency, customized reports that ordering patterns and trends. 
- 2 said Grubhub data is limited in frequency and value. 
- 2 said Eat24 has the best app and is easiest to use. 

https://work.grubhub.com/?source=LAbite&type=u
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- 1 said UberEATS provides the best data with its weekly report, but there is always room to improve. 
- 1 said Caviar provides the best data. 
- 1 said Grubhub has the best data. 

 
 

1) Regional manager with a fast-casual restaurant chain; repeat source 

Grubhub has lost share for this source because of driver delays that frustrate customers, driver shortages and turned-off 
service on weekends in one of this chain’s territories. The chain’s use of Grubhub also has declined because of the 
growth of competition, namely UberEATS, which this chain added a few weeks ago and has been very popular despite its 
high commission rate. Restaurant managers have taken to telling guests who complain about slow deliveries from 
Grubhub to use another service for future orders. Online ordering and deliveries have grown by about 50% since 
November, but Grubhub now represents 25% of deliveries compared with 33% in November. The source rated Grubhub a 
6 or 7 out of 10—the lowest for all the services the chain uses, which include DoorDash and Postmates. 

Nov. 16, 2016, summary: Online ordering companies were thriving. Grubhub’s advantage was order accuracy. However, 
DoorDash and Postmates were better at getting food to customers more quickly. Still, their technology was not as good 
as Grubhub’s tablets. Sales for all service providers varied widely by location. Grubhub did decidedly better in urban 
areas than in residential ones. This chain had used UberEATS before it changed its model but stopped because of 
unidentified issues. 

Satisfaction with Grubhub 
 “In one of our markets, San Diego, Grubhub struggles because they don’t have drivers on the weekends, and they 

tend to turn off the service then.” 
 “I would rate them a 6 or 7 right now. They’re the lowest by far.” 
 “Sometimes guests call the restaurant to ask if their food has left yet. A lot 

of those times the restaurant still hasn’t seen the driver. Everybody gets 
frustrated. I’ve seen it take one to one-and-a-half hours for the driver to get 
there.” 

 “The restaurant managers have gotten to the point where they tell guests to 
order from another one of the ordering companies to get better results.” 

 “The experience level between Restaurants on the Run [which dominated 
the Southern California market before Grubhub acquired it] and Grubhub is 
very different and has alienated a lot of guests who’ve decided to look to 
other companies for those services.” 

Satisfaction with Competitors 
 “We’ve added UberEATS since the last time we talked. We added them 

because they’re more popular and they have a lot of drivers. They seem to 
be taking a lot of business.” 

 “I haven’t heard anything negative about UberEATS from the managers, but 
we’ve only had them for about three weeks.” 

 “The San Diego restaurants use Postmates the most.” 
Sales 
 “The three companies [UberEATS, Postmates and DoorDash] that we use 

besides Grubhub do more deliveries for us than Grubhub. But it’s widely variable by day and by location. Grubhub 
might represent about 25% of delivery sales, a little less than last time. Grubhub has lost share.” 

 “Delivery is up 50% since the last time we talked. So are sales overall, but delivery is growing even faster.” 
Costs 
 “UberEATS is one of the most expensive services. But because of its popularity, we’ve chosen to add it.” 
Data 
 N/A 

 
 

Sometimes guests call the 
restaurant to ask if their food 
has left yet. A lot of those times 
the restaurant still hasn’t seen 
the driver. Everybody gets 
frustrated. … The restaurant 
managers have gotten to the 
point where they tell guests to 
order from another one of the 
ordering companies to get 
better results. … Grubhub has 
lost share. 

Regional manager 
Fast-casual restaurant chain 

https://postmates.com/
https://www.rotr.com/
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2) Badou, a Senegalese restaurant in Chicago; repeat source 

This restaurant’s volume of delivery sales through Grubhub has decreased significantly since November while UberEATS 
and Eat24 have made strong gains in their share of orders. Grubhub now represents 35% of orders compared with 70% 
previously, while UberEATS and Eat24 each bring about 30% of sales. UberEATS has created business for the restaurant 
through aggressive advertising, and Eat24 has helped through parent company Yelp’s reviews and suggestions of other 
restaurants. Grubhub only provides discounts to new customers and does not make enough of an effort to bring in repeat 
clients. This source now rates Grubhub an 8 out of 10 because of the lower order volume, while Eat24 has shot up to a 9 
from a 7. UberEATS gets a 5 out of 10 because it still is growing. 

Nov. 16, 2016, summary: Grubhub was rated a 9.5 because it provided advertising, took care of the financial 
transactions, and added promotional value. The source credited Grubhub with helping him stay in business during a 
particularly harsh winter. He considered Grubhub’s commission reasonable. He also used Eat24 and was quite happy 
with that service despite the low level of traffic. He worked with DoorDash as well and recently started using UberEATS. 
He considered Grubhub the best online ordering company because of the business it generated. 

Satisfaction with Grubhub 
 “Orders from Grubhub have gone down in volume significantly. UberEATS has a lot to do with it. They’re very 

aggressive. Orders coming through UberEATS and even Eat24 have increased in that time.” 
 “I would give Grubhub a rating of 8 now because of the decrease in volume from them.” 
 “They don’t do enough to promote the restaurant. They give discounts only to new customers but would need to give 

them to old customers as well to retain them or bring them back. That way they would compete with UberEATS and 
recover the discounts through the extra business.” 

Satisfaction with Competitors 
 “UberEATS has significantly grown since the last time we talked. They are very active and aggressive in terms of 

advertising. They give good discounts, $15.” 
 “I would give UberEATS a rating of 5 out of 10 now, but only because they’ve just started and their volume has 

jumped so much. I know they have a potential to grow. I don’t even use them every day, and sometimes I close them 
down early. They can continue to grow.” 

 “UberEATS is catching up very fast with Grubhub.” 
 “Eat24 has increased its volume of orders also. The Yelp site with its reviews and suggestions of other restaurants 

has given us advertising.” 
 “I would now give Eat24 a rating of 9 out of 10 because of the growth in volume with them.” 
 “Eat24 is almost neck and neck with Grubhub. We can now go days without 

having Grubhub, and we have five or six orders from Eat24 and maybe 
three to five orders from UberEATS.” 

 “I’m also using DoorDash and have just started Postmates. DoorDash has 
decreased slightly since last time, and because of that I would rate them at 
a 3 out of 10.” 

 “I’ve just been contacted by Amazon. I’m interested in what they have to 
offer also but haven’t yet responded.” 

Sales 
 “Grubhub now represents about 35% of our delivery sales, while UberEATS 

and Eat24 each have about 30%. Both UberEATS and Eat24 have grown 
significantly while Grubhub has decreased. Before, Grubhub probably had 
about 70% of our delivery sales. Now it’s sharing that with UberEATS, which 
was just starting out last time we talked and with Eat24, which has picked 
up.” 

 “DoorDash probably has about 5%.” 
Costs 
 “Grubhub’s commission has gone up. They’re now pushing 22%, and that’s very big. UberEATS charges 30%.” 
 “Because UberEATS is new in the market, they bring customers that wouldn’t even know we exist.” 
 “Postmates has a great concept. They pay the exact cash, without a percentage of commission, when they pick up 

the order.” 

Orders from Grubhub have 
gone down in volume 
significantly. UberEATS has a 
lot to do with it. They’re very 
aggressive. Orders coming 
through UberEATS and even 
Eat24 have increased in that 
time. … UberEATS is catching 
up very fast with Grubhub. 

Badou 
Senegalese restaurant in Chicago 

http://www.badousenegalesecuisine.com/About-Us.html
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Data 
 N/A 

 
 

3) Owner of a 24-hour diner in New York City; repeat source 

This source has downgraded his Grubhub rating from to a 7 out of 10, from a 9 in November, because of Grubhub’s high 
cost and continuing software issues with its ordering tablet. He also continues to use Eat24 but said that service brings in 
very few orders. He rates Eat24 a 3, down from a 7 a few months ago. The restaurant has to employ an extra cook and 
someone to take and check Grubhub orders to meet the extra delivery demand, which eliminates potential cost savings. 
Also, Grubhub’s data feedback has deteriorated, and the restaurant now only receives an annual summary instead of 
occasional email updates. Grubhub service with a driver would cost 25% in commission, much higher than the 15% the 
restaurant already pays and considers too high. UberEATS commission is around 30%, so he is not considering adding its 
service. 

Nov. 16, 2016, summary: Grubhub brought in considerably more business despite higher labor costs and the high 
commission rate. About 60% of sales from online orders came through Grubhub. Overall, this source gave Grubhub a 
rating of 9 out of 10 and would give it a 10 were it not for problems with software updates. Yelp’s Eat24 also got a high 
rating, 7 out of 10, but lagged in creating traffic. For every 10 orders through Grubhub, Eat24 brought in about one. 
Grubhub also had an edge on Eat24 in data. The restaurant tried higher search listings, but came to the conclusion that 
the increased orders just evened out with the higher commission but created too much extra work that was hard to 
handle. Even with a regular listing, the restaurant still needed a minimum of orders to break even in light of the extra 
staff. Before Grubhub and Seamless merged, more orders came in separately from each service, with Seamless leading. 
The total had since dropped off. 

Satisfaction with Grubhub 
 “I wouldn’t give Grubhub a rating of 9 [as I did in November]. I would give them a 7 now.” 
 “They’re OK, but they take a lot of commission for the service.” 
 “They’re still having software issues with their new tablets. They haven’t fixed it since the last time we talked. Their 

software is not as good as I hoped.” 
Satisfaction with Competitors 
 “Eat24 doesn’t do much for us. We get one order to none per day, 

sometimes very small orders.” 
 “I’d give Eat24 a 3 rating because of how little they do [and down from a 

rating of 7 in November].” 
 “UberEATS called to offer their service, but the cost is around 30%. I won’t 

take that.” 
Sales 
 “Grubhub still can bring in about 30 orders on a weekend day when there’s 

more traffic, less during the week.” 
Costs 
 “Because of Grubhub, I have an extra cook and an extra person who takes 

the orders and packs them to make sure there are no errors, so we’re not 
savings any costs by working with Grubhub.” 

 “Grubhub offered a new service with a driver. They would then charge 25%. That’s a ridiculously high figure.” 
Data 
 “Grubhub doesn’t provide me any data anymore. They keep that for themselves.” 
 “They used to send email blasts ranking the restaurant in the area and about how many people looked at the menu. 

Now I get one yearly summary at the end of the year with information about things like which was my most popular 
item.” 

 
 
 

I wouldn’t give Grubhub a 
rating of 9 [as I did in 
November]. I would give them a 
7 now. … They’re still having 
software issues with their new 
tablets. They haven’t fixed it 
since the last time we talked. 

Owner 
24-hour diner in New York City 

https://www.seamless.com/
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4) Owner of a casual restaurant in an upscale mall near Chicago; repeat source 

This restaurant gets 75% of its delivery orders from DoorDash, which charges 27% in commission and includes higher 
search placement. This is less expensive than Grubhub and UberEATS, which charge 30%. Still, he is happy with 
Grubhub, which has courteous drivers and on-time service. He has had issues with UberEATS’ customer service. Grubhub 
is just one more vehicle for getting his restaurant’s name out in the area. He has heard of Amazon’s service, but does not 
know much about it. 

Dec. 18, 2014, summary: He had been using Grubhub for less than a year, and less than 1% of his delivery orders came 
from the platform. He planned to stay with the service, but was not willing to pay a higher commission for better site 
placement. His restaurant also worked with Restaurants on the Run. He was unaware of Amazon’s competing platform. 

Satisfaction with Grubhub 
 “I’m using Grubhub, UberEATS, DoorDash and Restaurants on the Run, which is owned by Grubhub.” 
 “I have been using Grubhub for over two years. DoorDash is relatively new—maybe eight months—and UberEATS is 

within the last five months. I have been with Restaurants on the Run the longest.” 
 “I plan to remain with Grubhub. Delivery has become very popular, and Grubhub is just another vehicle for getting my 

name out in this area.” 
 “I give it a 7 or 8. When I need stuff fixed, it is fixed. Drivers are courteous to us and are usually on time. And I do not 

get a lot of phone calls from customers, and they are not shy. They would tell me if something is wrong. Grubhub 
increases my number of orders.” 

 “Grubhub is on time, and the speed at which they deliver and the accuracy with which they deliver will be the 
deciding factor around here.” 

Satisfaction with Competitors 
 “Based on volume, DoorDash is Grubhub’s biggest competitor. I plan to remain with DoorDash; they are bringing me 

a lot of business.” 
 “DoorDash is by far my No. 1 delivery service in quantity of orders. Grubhub 

has just started picking up in the last week, and I cannot tell you why.” 
 “They get an 8 or 9.” 
 “I have good placement on DoorDash because I have good ratings, and 

DoorDash has one of the cheaper delivery rates because of the contact I 
have with them, so I get a lot of orders.” 

 “UberEATS’ delivery is a little suspect. I have had issues with orders being 
marked as having been picked up when they are sitting in front of me. And 
there is no customer service.” 

 “UberEATS does not compare to Grubhub. I am only using UberEATS 
because my partner wanted to do it. I find most people are not using Uber. I 
get one or two Uber orders a day and have been using them for probably 
four to five months.” 

 “I know Amazon does delivery.” 
 “I do not see why Grubhub couldn’t fend off the challenge from UberEATS 

and Amazon. If UberEATS was popular, everyone would be finding out about 
it, and I would be getting more orders from UberEATS. But 75% of my 
delivery is DoorDash, and they are operating in a more efficient way.” 

Sales 
 “I’m getting probably 50 to 60 orders a week for delivery right now in total, 

and that’s with not pushing it on my end. Seventy-five percent of them are from DoorDash, and the other 25% are a 
mix of the other services. Probably 15% to 20% of my delivery sales are through Grubhub. Uber makes the last 5%.” 

 “If I just based it on who I get my delivery orders from in my world, DoorDash is winning. DoorDash is quick and 
efficient.” 

 “My delivery business has grown but has grown mainly by DoorDash. And they have gotten some traction.” 
 “DoorDash brings me the most repeat customers.” 
 
 

DoorDash is by far my No. 1 
delivery service in quantity of 
orders. … I’m getting probably 
50 to 60 orders a week for 
delivery right now in total, and 
that’s with not pushing it on my 
end. Seventy-five percent of 
them are from DoorDash, and 
the other 25% are a mix of the 
other services. Probably 15% to 
20% of my delivery sales are 
through Grubhub. 

Owner, casual restaurant 
Upscale mall near Chicago 

http://blueshiftideas.com/reports/121411GrubHubaPositiveBoostforRestaurantsCurrentCommissionsNotaDeterrent.pdf
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Costs 
 “Grubhub charges 30% per transaction. I am using their drivers. DoorDash charges 27%; their delivery rate is less. 

And part of that 27% gets me a higher placement. DoorDash offers a tiered system.” 
 “DoorDash offers different levels of delivery charges and placements on their website, when you put in a ZIP code. 

Except when they are doing a free promotion with someone, my delivery charge is $2.” 
 “Nobody has called me at Uber to offer me any other options. They try little promotions, but none have been effective 

for us. Uber charges 30%.” 
 “I would not be willing to pay a higher fee to Grubhub for better search placement. I already do that with DoorDash. I 

am at the high end of the threshold.” 
 “I have not been able to save any labor costs with Grubhub or other services. … It makes my labor more efficient 

because it brings me extra business, but none of these services saves or costs me money. I am looking at delivery as 
an incremental sale. People who want delivery tend to want delivery, and if you do not deliver, they will not order 
from you.” 

Data 
 “All of the services are pretty similar in terms of data and business insights. I have a nice merchant portal with 

DoorDash and UberEATS. Grubhub has the least; they are just launching some portals for stuff. DoorDash has had it 
from day one; I get a report every two weeks.” 

 
 

5) Senior development executive with a restaurant chain that has more than 1,000 locations 

Both Grubhub and DoorDash have been good partners, but the latter has been more assertive. About twice as many of 
this chain’s restaurants are using DoorDash than Grubhub. The source rated Grubhub a 6 or 7 and DoorDash a 7 out of 
10. For now, no third-party delivery service covers the entire country. The chain also is trialing Amazon and has talked to 
UberEATS. Grubhub must scale its infrastructure to address pressure from Amazon and UberEATS, which have the 
existing infrastructure even if they are not yet recognized brands in food delivery. 

Satisfaction with Grubhub 
 “We only use two providers at this time. One of the challenges is that there isn’t one delivery solution that covers the 

entire U.S. Both partners offer basically the same service.” 
 “We have Grubhub in a few markets for about 60 restaurants. They have been a fairly good partner for us. We’ll 

expand with them where we can and where we have the right infrastructure to do that. That’s also dependent on 
their resources.” 

 “I would rate Grubhub at a 6 or 7 out of 10. They’re a good company. We’d like to see commission rates lower before 
they get a higher rating.” 

Satisfaction with Competitors 
 “There are a lot of players in this space, and the largest ones are Grubhub and DoorDash. They have the largest 

footprint in the U.S. today.” 
 “We have DoorDash in 120 restaurants. They’ve been more strategic with 

us in how they expand.” 
 “I would give DoorDash a rating of a solid 7 out of 10.” 
 “Both Grubhub and DoorDash do a great job, but DoorDash has been more 

strategic and assertive in how they grow with us. They’ve been able to offer 
to help us open delivery in certain markets. They’ve been more aggressive.” 

 “They’re not in some markets because Grubhub has a better penetration in 
those.” 

 “We’ve spoken to Amazon, and we’ll be doing a test with them.” 
 “Amazon and UberEATS want to come after this market. Amazon probably 

has a better approach on the logistics. Their standards will probably be a 
little better for restaurant operators than those of companies like 
UberEATS.” 

 “One of Amazon’s business channels is in the operations area that functions 
as a distribution and logistics platform. They have a core team to drive 
logistics. They have a more detailed process for vetting their driver 

Both Grubhub and DoorDash 
do a great job, but DoorDash 
has been more strategic and 
assertive in how they grow with 
us. They’ve been able to offer 
to help us open delivery in 
certain markets. They’ve been 
more aggressive. 

Senior development executive 
Restaurant chain 

with more than 1,000 locations 
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solutions. It’s given me more confidence that if we choose to use them, they will follow standard procedures for us.” 
 “Our standard procedures feature food safety being of primary importance along with speed, service and 

convenience. Amazon has done more on the back end to think about this logistics aspect. They put themselves out 
as a logistics company rather than a marketplace. They know how to move product from point A to point B.” 

 “We’ve also looked at UberEATS. For now it’s not the right solution for us. They’d need to have things more buttoned 
up.” 

 “There are also local companies like Favor in Texas. We’re also testing Postmates in some states.” 
 “If we had one provider that could blanket the U.S., we would try to have a preferred relationship with that partner.” 
 “Grubhub is one of the strongest brands in delivery solutions today. The question is if they have the ability to scale 

when companies like Amazon and UberEATS already have the infrastructure in place.” 
 “Grubhub is a good delivery solution, focused on food but without the scale. There are other solutions that have 

scale but haven’t perfected food delivery yet.” 
 “With the right resources, Grubhub will continue to be dominant in this space.” 
Sales 
 “Grubhub and DoorDash are similar in terms of average sales volumes. Clearly DoorDash is in more restaurants than 

Grubhub.” 
 “Both Grubhub and DoorDash have grown since we’ve had them. It’s been less than a year. I anticipate growing with 

both of them.” 
 “Since we have DoorDash in 120 restaurants, they’ve grown more than Grubhub. The reason for that growth is 

because we’ve chosen to partner with them in certain markets.” 
 “Deliveries are still a small part of sales, which is good because there’s a lot of room for growth. Deliveries range 

from 1% of sales to about 15%. On average, it’s probably in single digits, about 5% or 6%.” 
Costs 
 “We have agreements with Grubhub and DoorDash. Each agreement varies. In some markets we have exclusivity 

where that partner might have a majority in market share. That allows us to grow with them.” 
 “The delivery solution eventually is going to be bigger than just bringing food. Eventually it could grow into alcohol 

delivery where legal. It could involve delivery to a tailgating event, for example.” 
 “Both Grubhub and DoorDash take a percentage of the bill, and they use that for marketing solutions in that market. 

Sometimes it’s as low as 10% to as high as 30%. That’s not very sustainable for restaurant operations. Most of them 
are somewhere in the middle, around 20%. That’s still a large percent for restaurants.” 

 “We have to be careful about how we negotiate the terms going forward, and the space is still fairly new. I don’t think 
it will ever get to a flat rate. It needs to be at a level where the third-party delivery solution makes their money and 
then there’s a declining sales commission after a certain dollar amount.” 

Data 
 “The data from Grubhub and DoorDash is similar. We get sales and product data from both. There’s a lot of it.” 
 “We’re focusing on where we can get better performance and looking at the product mix that will help us make 

better decisions as we go into other marketplaces and into other business models.” 
 “We’re working on smaller-scale concepts that will be delivery and takeout only, and those will focus on a smaller 

menu of items. … That indicates that delivery is here to stay and is important to this space.” 
 
 

6) Marketing executive for a growing restaurant brand with 40 national and international franchise locations 

Grubhub will be hard-pressed to fend off UberEATS, which has, in about a year, gone from bringing in 10% to 12% of the 
source’s third-party delivery sales to close to 50%. Grubhub has fallen from 45% to 50% down to 20%. UberEATS’ 
advantage can be attributed to its infrastructure and strong presence in certain markets. Franchisees’ agreements with 
delivery companies are based on individual markets and the strength and presence of the delivery companies in those 
areas. UberEATS adds strength to the partnership by being a willing advertiser and creating a relationship that is mutually 
beneficial, something that Grubhub has not shown interest in doing. This executive gives Grubhub a rating of 7 out of 10 
while UberEATS gets an 8 or 8.5. The source’s company is looking to renegotiate its commission rate with its top four 
services in exchange for becoming a preferential partner. 

Satisfaction with Grubhub 
 “The franchisees use Grubhub and/or any other provider based on the providers’ strength in any given market.” 

https://favordelivery.com/
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 “Our first restaurants that started using Grubhub was around the end of 
2015, a little over a year ago.” 

 “I would probably give Grubhub a rating of 7 [out of 10]. The Grubhub team 
in all our locations has been a great partner. They contribute very strongly to 
our overall restaurant sales.” 

 “However, Grubhub seems to have less interest in doing co-branded 
advertising campaigns than UberEATS. They haven’t started down that path 
of creating a mutually beneficial advertising campaign.” 

Satisfaction with Competitors 
 “UberEATS is our biggest and most heavily utilized third-party provider. They 

offer their service to about 33% of our restaurants.” 
 “DoorDash is used by 20% of our restaurants. Caviar is used by also 20% of 

our locations.” 
 “Grubhub is in fourth place and used by 15% of the locations. We also work 

with Postmates.” 
 “We’ve been with UberEATS longest of any of the third-party providers, for nearly one-and-a-half years.” 
 “Most of our franchisees, maybe all, have agreements with multiple providers. For example, in Southern California, 

they have agreements with five different providers.” 
 “The franchisees choose competitively based on which service provider gives them the most preferential rate.” 
 “I would rate UberEATS an 8 or 8.5. They’ve been good to work with. We use UberEATS because of their reach.” 
 “They’ve been one of the most willing advertising sponsors. They’re willing to spend advertising dollars to support our 

partnership. They do this at a local level, market by market.” 
 “Even though they take a higher transaction percentage, they’re helping us 

advertise our entrance into certain markets while advertising their business 
also. It’s a mutually beneficial relationship.” 

 “A lot of the advertising is outdoors—for example, in bus shelters. They help 
create awareness about our restaurant openings, and they’re also getting 
increased business for themselves.” 

 “They, however, take a very high percentage from orders. At one of our 
restaurants it’s 35%. That restaurant makes no money at all on an 
UberEATS order. It’s a very difficult relationship to have.” 

 “Amazon has approached us, but we already work with so many third-party 
services that it’s quite a handful to manage and we don’t feel we need to 
bring in another partner.” 

 “It would be very difficult for Grubhub to fend off the challenge from 
UberEATS. UberEATS’ infrastructure advantage is much greater. I think 
UberEATS will emerge the winner in this space.” 

Sales 
 “UberEATS does more sales with us, but that’s most likely because they’re 

in more of our locations. And they probably have more average sales per 
location too.” 

 “In the last 12 months, UberEATS has gone from being a small part of our 
third-party delivery sales to being far and away the largest. That’s 
attributable to their infrastructure and the way their service is set up. They 
have such an advantage in that area that they were able to go from being a very small piece of our third-party sales 
to being the largest. I would guess they went from being 10% to 12% of our [third-party delivery] sales to now being 
close to 50%.” 

 “Grubhub was our bigger provider for a long time. I would guess they’ve probably gone from 45% to 50% of our sales 
down to 20% of sales.” 

 “DoorDash has remained relatively flat. We haven’t added or removed them from any locations. They’ve stayed 
around 20% to 25% of sales.” 

 “We have a good relationship with Caviar, and we have preferential treatment with them so they’ve increased their 
share slightly also.” 

In the last 12 months, 
UberEATS has gone from being 
a small part of our third-party 
delivery sales to being far and 
away the largest. That’s 
attributable to their 
infrastructure and the way their 
service is set up. … Grubhub 
was our bigger provider for a 
long time. I would guess they’ve 
probably gone from 45% to 
50% of our sales down to 20% 
of sales. 

Marketing executive 
Restaurant brand with 40 national 

and international franchises 

UberEATS is our biggest and 
most heavily utilized third-party 
provider. They offer their 
service to about 33% of our 
restaurants. … Grubhub is in 
fourth place and used by 15% 
of the locations. 

Marketing executive 
Restaurant brand with 40 national 

and international franchises 
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 “UberEATS’ growth in the percentage of delivery sales can be attributed to the advertising partnership and to the 
built-in advantage they have as a delivery service.” 

 “Having more drivers on the road allows them to get the food more quickly and get it to customers more quickly. 
Ultimately, it’s a better experience for the customer.” 

Costs 
 “Grubhub has one of the lower commission averages. It’s around 20%.” 
 “UberEATS, on average, has the highest commission percentage for orders. Across the system, their average is 26% 

to 28%. That’s quite high in the restaurant industry where the margins are slim.” 
 “We’re planning to renegotiate to set up a preferred vendor type of agreement with at least the top four third-party 

providers. We would want them to match the lowest rate across the board.” 
Data 
 “Our franchisees have access to the data from the third-party services. From a brand level, we don’t have individual 

access. That’s also one of the aspects we want to renegotiate so that corporate gets that feedback directly.” 
 
 

7) Owner of a burger restaurant and food trucks in Houston  

UberEATS is gaining traction and could overtake the market. Uber offers customers a flat fee with no tipping and gives 
restaurants a lot of exposure. Less than 10% of the source’s orders coming from Grubhub, but he plans to stick with it 
because its service works well for his businesses. However, he does not think Grubhub can fend UberEATS since the 
latter has taken the market by storm. UberEATS brings in the most repeat customers and about 15% of his orders.  

Satisfaction with Grubhub 
 “Grubhub is one of our better delivery services. Drivers are good. They respect our staff and are good compared to 

the other services. Sales are in the middle—not the best or the worst. We have used Grubhub for a year and a half.” 
 “I’d probably give them a 7, just because the commission is so high. To raise that number, Grubhub would need to 

lower their commission.” 
 “We plan to remain with Grubhub as long as the rate stays the same and does not go up. We do business with 

Grubhub for extra exposure and sales.” 
 “Grubhub will not win the online food ordering battle. Uber just blows 

everyone out of the water. It comes down to marketing.” 
 “We also use UberEATS, DoorDash, Favor, Postmates.” 
Satisfaction with Competitors 
 “Uber is Grubhub’s biggest competitor. DoorDash is also big here. For now, 

we plan to remain with those two services.” 
 “Uber gets a 5, DoorDash an 8. Uber’s commission is really high, and their 

drivers are hard to deal with. We do not have any issues with DoorDash, 
and they have one of the lower commissions. To raise Uber’s number, the 
company would have to lower its commission and monitor its drivers 
better.” 

 “UberEATS can win the online food ordering battle because their sales are 
way higher than everybody else’s.” 

 “Uber is not going anywhere and is not getting any slower. Uber has a chance to take over a lot of different 
companies.” 

 “I do not really use UberEATS that much. As a customer, it is good. It is a flat fee and no tipping. As far as a business, 
Uber is good for us mainly because of exposure. We reach a huge customer base. Their reach is massive. That is 
really the only benefit. The sales obviously give us extra business. I am not saying it is worth it, but the exposure is 
good.” 

 “I would rather work with Grubhub. If the sales were higher, I would drop Uber because of the commission.” 
 “We use Amazon restaurant delivery, too, but have the lowest sales. They are way lower.” 
Sales 
 “Probably under 10% of our sales are through Grubhub, with 15% from Uber and 10% from DoorDash.” 
 “UberEATS brings us the most repeat customers.” 
 

Grubhub will not win the online 
food ordering battle. Uber just 
blows everyone out of the 
water. It comes down to 
marketing. 

Owner 
Burger restaurant and food trucks 

Houston 
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Costs 
 “We just renegotiated with Grubhub. I think we are around 12% to 15%.” 
 “We pay Uber 30% and DoorDash under 20%.” 
 “We would not be willing to pay a higher fee to Grubhub or Uber for better search placement.” 
 “We have not been able to save any labor costs by working with Grubhub or Uber. We add labor. We are busier and 

need an extra person to take the orders.” 
Data 
 “DoorDash provides the best data and business insights. Grubhub is also good. Uber provides the best app.” 

 
 

8) Co-owner of a Caribbean restaurant in Miami 

UberEATS and Eat24 are leading the source’s online delivery market, and he does not believe Grubhub has a shot at 
winning. One of its downfalls is its unappealing name. Eat24 and UberEATS have their problems too: Eat24 makes it 
difficult to update when food items are out of stock while UberEATS has poor customer service and charges 30% on each 
order. Still, UberEATS is on track to take over much of his market. Currently, UberEATS comprises 50% of his delivery 
orders, Eat24 25%, and Grubhub 10% to 15%. 

Satisfaction with Grubhub 
 “We started a delivery service six to seven months ago. That required a big shift in operations. I implemented that 

system, and in doing so I brought in a bunch of these third-party online ordering systems. I also have my own delivery 
team, but in some cases we use their drivers.” 

 “We use Grubhub, Eat24, UberEATS and Postmates.” 
 “I have been using Grubhub for many years. We used to use Grubhub only for takeout orders, but now use the 

service for takeout and delivery.” 
 “The short answer is yes, we plan to remain with Grubhub. The long answer is ‘if I have to.’” 
 “The main reason we do business with Grubhub—and the only reason—is that they have a certain market that is used 

to using them, and that market goes to their app to order delivery. It is a new market that I would not necessarily tap 
otherwise.” 

 “[I’d rank Grubhub] maybe a 7. For the most part they are good. The app works well, and they do a good job and are 
pretty decent with their customers. The only reason I am not giving them a 
higher score is they charge 12.5% per order of the subtotal. Plus, they 
charge a credit card processing fee … which [is] really high. Through my own 
credit card processor and my point-of-sale system, I have a much better 
rate than the Grubhub rate.” 

 “Grubhub will not win the online food ordering battle because there are a lot 
more people that use other services already. Nobody will be the single 
winner. It’s a question of hitting the tipping point. Grubhub is not even close 
compared to the other online ordering systems.” 

 “If Grubhub wants to win, they would need to make their customer-facing 
app much more friendly and change their name, to be honest. ‘Grubhub’ is 
not a good name. People are fickle, and they make their decisions on 
certain things. Their name is not very friendly. Miami is not an American city; 
Miami is primarily Hispanic, then Haitian. And even the people that speak 
English here speak with a completely different accent. To say ‘grub’—what 
kind of word is that? The name of the product really matters. So if they do 
not change their name, they won’t win. ‘Seamless’ is a much better name. 
Grubhub does not have a chance in Miami.” 

 “When a customer comes to us the first time, I am happy to pay you more 
than 12.5%. That customer is finding me because of you. But when a customer becomes a repeat customer, of 
which I have many, that customer is coming to me because of me, and I’m not happy to pay 12.5% every time a 
returning customer comes to me. I would be happy to pay 5% just for the use of the service, even though we’d 
already use mine. The pricing structure on all of these apps needs to change because all of them do the same 
thing.” 

Grubhub will fail or will take up 
less of the marketplace. They 
are already much smaller. The 
number of orders we get from 
UberEATS and Eat24 is much 
higher than Grubhub. … 
UberEATS and Eat24 are in the 
best position for winning. … 
UberEATS’ technology is the 
best. 

Co-owner 
Caribbean restaurant in Miami 
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 “When they send their own drivers, they charge a higher percentage of the subtotal to the restaurant, but they also 
charge the customer in delivery fees, so they are taking from both ends. That is what all of these guys do. I do not 
think the customer realizes that these guys are taking such a high percentage from the restaurant. But I mostly use 
my own driving team, and that’s why the rate is 12.5%.” 

Satisfaction with Competitors 
 “I think Grubhub will fail or will take up less of the marketplace. They are already much smaller. The number of 

orders we get from UberEATS and Eat24 is much higher than Grubhub.” 
 “UberEATS and Eat24 are in the best position for winning the online food ordering battle. UberEATS’ technology is 

the best. They track the drivers if they are on the way and know the timing of when the driver comes to the 
restaurant to pick up food, and it is calculated on historical data. The only problem with UberEATS is that their 
customer service is terrible.” 

 “Grubhub’s closest competitor here is Eat24. They’ve integrated Eat24 with their Yelp review system, and that gives 
them a huge advantage.” 

 “I will continue to do business with Eat24. Again, if I have to. I’d rather not because they are charging too much.” 
 “Maybe a 6 or a 5, lower than Grubhub. Eat24’s customer service is OK, and if there is an issue delivering an order, 

they will credit the restaurant. But the way Eat24 handles menu updates is very different: If you run out of something 
on Grubhub, you just go to the app and nobody can order. On Eat24, you do that same thing, but it is not active until 
somebody on the Eat24 site confirms that it is OK that it can be off. If I run out of oxtail, I’m the one who knows it. 
Why do they need to confirm it? They have this mentality that they are the restaurant.” 

 “Eat24 would have to make it much easier to manage the products that I have in and out of stock, and they would 
also have to do the same in terms of changing the pricing structure. I pay 12.5%, and it is the same problem with the 
credit card processing fees.” 

 “UberEATS has to do very little to win. They are already on track. The company just started recently and already has 
basically destroyed everyone else. They have a well-known name, and the 
whole infrastructure is in place. And instead of our drive team picking up, 
they can pick up food, and they are very smart. Postmates is a service like 
UberEATS, but it started years before UberEATS and they started as a ‘we 
will deliver anything’ company. Just tell them what you want and they will go 
get it for you. They were not gaining traction.” 

 “UberEATS came into the market with their existing customers.” 
 “It is very unlikely that UberEATS will completely take over because Eat24 is 

associated with Yelp, and between Eat24 and UberEATS, they both will 
continue to be the best.” 

 “Grubhub has a bunch of options: pickup or delivery, or the restaurant can 
choose to use their own drivers or Grubhub drivers. UberEATS has a single business model—all delivery, all their own 
drivers, all tracked the same way, no options, and that is a huge thing.” 

 “I am familiar with Amazon restaurant delivery. I have thought about trying to sign up with them, but when I went on 
their pages, it was super confusing and didn’t seem like they wanted you to sign up. I have only seen an Amazon 
delivery person once. They are really small, and they have a limited selection of restaurants. I do not know if they are 
serious or testing the waters or only want to partner with certain restaurants.” 

Sales 
 “UberEATS is around 50%. It’s huge. Eat24 is about 25%. Ten percent to 15% of our delivery sales are through 

Grubhub. The remaining sales come from our own website, and 5% from Postmates.” 
 “For each of the platforms—Eat24, Grubhub, UberEATS—it is 50/50 repeat and new customers.” 
Costs 
 “UberEATS charges us 30% of the subtotal. It is the most ridiculous thing I have ever heard.” 
 “You cannot say you don’t want to be on UberEATS. If you are not, you are losing a huge percentage of people who 

want to order delivery. … We are not making any money.” 
 “UberEATS charges 30% but does not charge for the credit card processing fee. We build all of that into the 30%. 

Postmates is 20%.” 
 “I have paid a higher fee to Grubhub for better placement. I paid 16%, and they give a better spot. I messed around 

with it. I did not see a massive increase in orders, so that’s why I went back to 12.5%.” 
 “I absolutely have not been able to save any labor costs by working with Grubhub. It increases my labor costs by one 

employee, at $9 an hour. It is the same with competitors. I have to hire one employee per shift.” 

UberEATS is around 50%. It’s 
huge. Eat24 is about 25%. Ten 
percent to 15% of our delivery 
sales are through Grubhub. 

Co-owner 
Caribbean restaurant in Miami 
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Data 
 “UberEATS provides the best customer-facing technology. In terms of insights, Uber does a good weekly report where 

they show you sales and response time, such as how long it takes you to prep the orders. But they could do much 
better. They could be giving you reports about your most popular item, where your customers are, or in your area 
people are ordering at this time.” 

 
 

9) Owner of a Venezuelan and Colombian food truck in Miami  

Eat24 so far is superior to Grubhub after three weeks of the source trying both services. He gets 60% of his online 
delivery orders through Eat24 and 40% through Grubhub. Eat24 has better technology and is simpler to use. It also 
automatically uploaded photos of his food to its website, while Grubhub sent a photographer and took a week to post the 
pictures. He does not use UberEATS yet because the company failed to follow up in contacting him. However, UberEATS is 
winning the Miami delivery war. In order to succeed, Grubhub must create an easy-to-use app for restaurants, post quality 
photos more quickly and do more publicity. 

Satisfaction with Grubhub 
 “We are on Grubhub and Eat24, and are trying to get in touch with UberEATS, but it has been impossible. We have 

been on Grubhub and Eat24 for three weeks. We are starting to get orders.” 
 “I do business with Grubhub because I wanted a way to start doing more promotions.” 
 “I would rank them a 5 or 6. I was impressed when I went to the Eat24 site and saw all of my pictures on every single 

plate. Everything was already done. They did not send anyone to take pictures, which Grubhub does. Grubhub sends 
somebody, and they upload those pictures a week later.” 

 “If you go to Grubhub, you will see between three to four pictures on the 
food truck, and that is all they have. So I called them 10 minutes ago. I have 
a bunch of pictures that will look better on the website, to replace the ones 
they have, and they said they would upload them as soon as possible. But 
Eat24 did it before I even talked to them. They want the customers. 
Grubhub is missing that part.” 

 “In order to win the online food ordering battle, Grubhub needs more 
publicity. I knew about Grubhub because a delivery guy told me about it, but 
in reality I never heard about Grubhub. People know Eat24.” 

 “To fend off competitors, Grubhub has to get on top of things. I like the 
setup they have on the application, but they need to do an app to make it 
easier for the restaurants to get orders. And give us a way to link the 
restaurant app with the driver app, so whenever our food truck gets an 
order, if Grubhub has a specific driver, that driver gets the order too. 
Grubhub needs to get on top of the picture thing that I mentioned earlier. 
And the last thing is Grubhub is missing a lot of publicity. I go big on 
publicity because Uber is known big time. So in order to stay in business with the monster that Uber is building, 
Grubhub has to do a lot of publicity saying what they serve is good and easier.” 

Satisfaction with Competitors 
 “UberEATS is Grubhub’s closest competitor. I already tried to get in touch with them, and they sent me an email that 

they would contact me. A week has passed, and they have not contacted me. I do not appreciate doing business with 
a company like that, especially if there is a situation with a customer. I do not want my customer to feel that they 
emailed and the business did not respond. I have heard UberEATS has a lot of customers, and I have heard good 
stuff about them. But they have not responded.” 

 “UberEATS will win the online food ordering battle. They are No. 1 in our area. But in order to win they need to lower 
their percentage, because in that case every single restaurant in Miami will go with UberEATS because they would 
not be taking such a big piece.” 

 “I have heard from restaurants and food trucks that they do not make money with UberEATS because it charges 
30%. In my case, if I have a burger that is $10 and 30% is taken out of that, I am left with $7. And what about 
employees, gas and propane? I am basically left without money.” 

 “I heard about Amazon but do not know anything about it.” 

About 40% of our online 
delivery sales are with 
Grubhub, and 60% are with 
Eat24. Yesterday I did three 
deliveries for Eat24 and one for 
Grubhub. … Eat24 so far has 
brought me the most repeat 
customers. 

Owner 
Venezuelan and Colombian food truck 

Miami 
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Sales 
 “About 40% of our online delivery sales are with Grubhub, and 60% are with Eat24. Yesterday I did three deliveries 

for Eat24 and one for Grubhub.” 
 “Eat24 so far has brought me the most repeat customers.” 
Costs 
 “Grubhub costs me 15% per order. Eat24 is almost the same. Normally Grubhub charges 10%, but I am paying 15% 

to have a higher placement. Eat24 did not offer a higher fee for better placement.” 
 “I have not really been able to save any labor costs by working with Grubhub or Eat24.” 
Data 
 “Eat24 has an app for me to check my orders, and I receive the orders through the app, which is better than 

Grubhub’s system. Both companies are comparable in terms of data insights for sales.” 
 “With Grubhub, we put the time that we will be open. It is hard for me because we are a food truck, and they do not 

have an app for me to check if we are on or off the system. We have to go to a website. Eat24 is much easier and 
simpler to use.” 

 
 

10) Senior executive for a sandwich chain with about a dozen locations in California 

Third-party delivery services provide another avenue to build sales. DoorDash is the primary program used by this 
business. The source rates DoorDash at 8.5 to 9 out of 10. He is equally happy with Grubhub, UberEATS and Postmates, 
but had fewer details because they are only used by some of the chain’s locations. Using DoorDash and other services 
does not add extra cost to the business in the end. The data provided by DoorDash is very useful and includes frequency 
of use, loyalty program use, comparisons to competitors, and busiest times of day. 

Satisfaction with Grubhub 
 “We’re only using Grubhub in a couple of our stores. The services we use depend on the locations.” 
 “Grubhub has been a good partner for us. They work with some of the larger groups.” 
 “I would rate Grubhub highly, but we only use them in a couple of locations.” 
Satisfaction with Competitors 
 “Our primary partner has been DoorDash, and we use them in every location. We work very closely with them.” 
 “We’ve been using DoorDash for one-and-one-half years.” 
 “I would rate them at an 8.5 or a 9 out of 10. We’re very satisfied.” 
 “I don’t have anything negative to say [to get them to a 10].” 
 “They provide a little of everything to us. They’re another avenue that allows us to build our sales. It keeps our 

kitchen flowing well even when it’s not a peak period. Their level of 
hospitality has really matched us also. Their drivers and their technology 
are an area of satisfaction for us.” 

 “We also use Postmates in a few of our stores.” 
 “We also use UberEATS in some of our locations. They’ve done well for us 

also, but they’re not our biggest partner. They take feedback really well, 
and we haven’t had any problems with them.” 

 “I’m aware Amazon has also started out in this, but we’re not using them 
for now.” 

Sales 
 “The percentage of orders that comes through DoorDash or any of the 

other delivery services is not something I’m at liberty to share.” 
 “DoorDash is a strong program for us. We’re very busy, and we have strong unit volume sales in our stores. It’s not 

something we could brush off as not important to us. It’s an important part of our business.” 
Costs 
 “Using delivery services doesn’t add extra costs because they build sales. We have to add bodies, but that’s because 

we’re busier. It’s for all the right reasons.” 
 “I don’t have the exact details of their costs.” 
 “Grubhub charges differently [and at a certain percentage that I don’t have on-hand] than DoorDash, which involves 

a fee.” 

Our primary partner has been 
DoorDash, and we use them in 
every location. We work very 
closely with them. 

Senior executive 
Sandwich chain with 

a dozen locations in California 
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 “UberEATS, in terms of costs, is structured similarly to DoorDash.” 
 “All these services can become a little expensive in their own way. It’s relative. People pay for the convenience of not 

having to go out.” 
 “They’re all great programs for us and help us maximize ourselves as best as we can.” 
Data 
 “DoorDash provides us with quite a bit of useful data. It’s one of the reasons we chose to work with them. Their 

technology is good for us and works well with ours.” 
 “[DoorDash] customizes reports, when we request them, and takes a look at frequency of use, their loyalty programs, 

how we match up with the other competitors, and even the time of day when guests are ordering the most. We 
generally look at these each month so we can follow the trends.” 

 “When there’s marketing that we want to get out to share with the guests, [DoorDash is] very good about doing it for 
us.” 

 
 

11) Manager of a pizza place in a college town in Ohio 

ChowNow offers more than Grubhub for this restaurant and received a higher satisfaction rating as well from the source. 
He uses only the food ordering side since the restaurant has its own drivers. Grubhub is lacking in satisfactorily handling 
contested orders, and it is more expensive with its 20% commission on each order. Still, the source has no plans to 
change providers as Grubhub contributes 25% of his online orders and has placed his restaurant at the top of its list for 
pizza places. ChowNow is coming on fast with more than 10% of orders after only two months. The restaurant does not 
use Amazon or UberEATS. Editor’s note: ChowNow has a partnership with UberRUSH, currently available in New York, 
Chicago and San Francisco. 

Satisfaction with Grubhub 
 “We’ve been using Grubhub for more than two years. I’d rate it a 6 or a 7. We’ve had some issues with them not 

always handling contested orders in the best manner when guests request refunds, or orders are missed late at 
night.” 

 “We use our own drivers only. We just trust them more.” 
 “Grubhub has gotten better at this recently, but there was a time when there was a slow turnaround time from when 

the customer placed the order and when it got to us.” 
 “We’re not looking to make any changes from the providers we have. If 

someone wants to order through a service, we don’t want to say no to that 
customer.” 

Satisfaction with Competitors 
 “We started using ChowNow about two months ago. That’s our main one 

now. I give them a 9 or a 10. We haven’t had any issues or complaints that I 
can think of.” 

 “They put the structure of our app on their platform so it looks like our 
restaurant and our menu, instead of fitting it someone else’s system. It’s a 
big plus for us and is really straightforward.” 

 “We also use Eat24 and a few others, like [Groupon Inc.’s/GRPN] OrderUp. 
Eat24 is similar to Grubhub as it is hard to things straightened out with 
them when something goes wrong.” 

 “We don’t use Amazon or Uber as they are delivery services and, as I said, we use our own drivers. We’ve been 
approached by other companies, but aren’t interested in the delivery side, just the order taking. I don’t recall if 
Amazon called on us though.” 

Sales 
 “We get about 25% of our orders from Grubhub. That’s the most of any of the services we use.” 
 “But ChowNow is catching up. They are No. 2 and more than 10% of our orders.” 
Costs 
 “Grubhub charges us a lot. The flat fee is not high; it’s pretty normal. But the 20% of all orders is a lot.” 

We get about 25% of our 
orders from Grubhub. That’s 
the most of any of the services 
we use. … But ChowNow is 
catching up. They are No. 2 and 
more than 10% of our orders. 

Pizza place manager 
College town in Ohio 

https://www.chownow.com/
https://www.chownow.com/lp/UberRUSH
https://orderup.com/
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 “At the same time, we’re highly rated and show up on the top of the listings when people search for pizza, so that 
serves as great advertising for us. We have a lot of customers who only order with us through Grubhub, which is not 
ideal.” 

 “ChowNow charges us a flat fee per order and a flat fee for setup and use of the app. It comes out to less than what 
Grubhub charges us.” 

Data 
 “I don’t handle that side of things, so I don’t really know what we get as far as data and insight from the respective 

services. 
 
 

12) Area manager for more than half a dozen restaurants in the Pacific Northwest for a nationwide hamburger chain 

Grubhub comprises far more delivery sales than Bite Squad at this source’s restaurants. Still, the source expects 
UberEATS and Amazon to seriously challenge Grubhub because of their well-known brand names, and Grubhub does not 
appear to be defending itself. Deliveries are a small part of the source’s business and dilute the restaurant experience for 
the customer. For this reason, he rates Grubhub and Bite Squad a 6 out of 10. He views the high cost of delivery services 
and of restaurants’ goods and labor as problematic. 

Satisfaction with Grubhub 
 “My restaurants use Grubhub and Bite Squad.” 
 “We’ve been using Grubhub for at least a year.” 
 “I would rate Grubhub at a 6 out of 10.” 
 “Using Grubhub is just another way of getting a customer to get their hands in our product. If they can’t make it to us, 

they can send someone for it.” 
 “However, it’s not coming directly from us to the customer. The delivery service comes in between so we can’t vouch 

for it. We’re not in control of it.” 
 “We charge for the product and the atmosphere that customers get at the restaurants. They don’t get that when 

somebody delivers the food at their door. The value is lost.” 
 “As costs in restaurants go up because of the cost of goods and labor, restaurants are going to be charging more 

and third-party delivery services are also going to be charging more. Long term, I’m not sure it’s going to pan out.” 
Satisfaction with Competitors 
 “I would also rate Bite Squad a 6 out of 10 for exactly the same reasons as Grubhub.” 
 “We’ve been using Bite Squad also for about a year.” 
 “I haven’t seen UberEATS nor Amazon approach our restaurants.” 
 “Any time there’s a new kid on the block, it’s a challenge. Everybody wants to try them out. Everybody knows the 

Uber brand name and the Amazon name, so people will want to try them 
out.” 

 “Grubhub doesn’t do anything specific to fend off this challenge.” 
Sales 
 “Grubhub does more of our delivery sales than Bite Squad.” 
Costs 
 “We don’t at all save on labor costs by using Grubhub.” 
 “The profit from using third-party delivery services is not anything 

substantial. There’s profit to us from filling an order from a customer that 
we don’t have to tend to, but the amount of business that comes in through 
these third-party delivery services isn’t significant.” 

 “It’s a convenience for the individual using it, but the cost might not be worth it in the long run to the customer [as 
costs go up].” 

Data 
 “I don’t see the data. That goes to the franchisee. Since third-party deliveries are such a small part of the business, it 

doesn’t really matter.” 
 “The technology for ordering is OK for both.” 

 
 

Grubhub doesn’t do anything 
specific to fend off this 
challenge. 

Area manager, more than six 
restaurants, Pacific Northwest 
Nationwide hamburger chain 



 

 75 Second Avenue, Suite 605, Needham, MA 02492 | www.blueshiftideas.com 
19 

Grubhub Inc. 

13) Co-owner of a chain of healthy fast-casual restaurants in Minnesota 

About 60% of these restaurants’ online delivery orders come from Bite Squad. Orders from Grubhub, UberEATS, Amazon, 
DoorDash and others lag far behind. Still, his company utilizes these services to gain exposure and new customers. If his 
business cancels a service, it will be Amazon’s because it has been riddled with mistakes. He is fairly happy with Grubhub 
but said the company does little to promote itself or to proactively help his business. He has seen Bite Squad cars and 
DoorDash billboards, but nothing from Grubhub. UberEATS is popular among the younger set, who already use Uber’s car 
service. Overall, his company would like to downsize the number of services it uses, but for now it is monitoring its 
delivery business, which is near the bottom in terms of sales. 

Satisfaction with Grubhub 
 “We use Amazon, UberEATS, Bite Squad, Grubhub, DoorDash, Rock-It Delivery, Litespeed Delivery and some catering 

delivery services. We do not use Eat24.” 
 “We do not discriminate. It is a matter of who makes us money.” 
 “We signed up with Grubhub a couple months ago, and frankly, the people who use Grubhub are mostly people 

traveling in from somewhere else. Grubhub is toward the bottom.” 
 “We will see how it goes. We do not see a reason for canceling the service right now. But we are looking to downsize. 

We signed up because they reached out, and it gives us a revenue boost to market ourselves. We do not push any 
one service in particular.” 

 “Grubhub has more of a nationwide presence. Some people who come out 
of state will not know about Bite Squad, but they may have an account on 
Grubhub so they just log on.” 

 “I would give them about a 6. We would love to get more revenue from 
them. They have not screwed anything up, but we do not generate a ton of 
revenue or new customers. To raise that number, we would have to get 
more business. I know some of it depends on us. But some services reach 
out proactively and say, ‘Here is how you could elevate your profile on our 
site.’” 

 “We log on and put our menu online, and if somebody orders, great. If they 
don’t order, fine. There isn’t anything from Grubhub that says, ‘We would 
like you to get to that level.’ That kind of thing would be mutually beneficial. 
But I do not see them doing any promotions in our local market. I see 
others. I see Bite Squad cars all over the place. I have seen billboards for 
DoorDash.” 

Satisfaction with Competitors 
 “Our primary revenue from a delivery company comes from Bite Squad. 

Uber would be in second place for our third location, which is open late.” 
 “The No. 1 player in my mind is Bite Squad. We get 40 to 50 orders from 

them per location per day.” 
 “Everyone knows them and it is an easy way to promote our business. 

Anyone who lives around here and orders online, they default to Bite 
Squad.” 

 “I probably give them an 8 because we do a lot of volume with them. Because of that, they have more opportunity to 
make mistakes, and that is a big cut into our profit. Their system is not user-friendly. It does not have certain 
capacities that others have. We cannot set minimum orders. Those things are annoying.” 

 “Caviar was having a lot of trouble. They came and left within six months.” 
 “UberEATS is being used by the younger generation. Students find it really useful and popular because they use 

Uber. I have seen less uptick in locations that cater more to the professional market. But UberEATS is still new; they 
have only been here about nine months. Everybody knows Uber. To that extent, they can actually leverage their 
existing network.” 

 “I am amazed at how nobody knows about Amazon restaurant delivery. I am a Prime member, and I did not know 
about them until recently, when they reached out to us. Besides that, they constantly screw stuff up. They are the 
one we are looking to get rid of. They make too many mistakes, cancel orders and tick off customers on our behalf. 
You think they are trying to figure it out still, but so far with us it has not been working. And for the few orders we get 

UberEATS is being used by the 
younger generation. Students 
find it really useful and popular 
because they use Uber. I have 
seen less uptick in locations 
that cater more to the 
professional market. But 
UberEATS is still new; they have 
only been here about nine 
months. Everybody knows Uber. 
To that extent, they can actually 
leverage their existing network. 

Co-owner 
Healthy fast-casual restaurant chain 

Minnesota 

http://www.rockitdelivery.com/
http://www.litespeedelivery.com/
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from them, I do not know if it is worth it. But given their network and the fact that they have all of the Prime users, 
you would think that they would be able to leverage that somehow. They have not figured out a good way to do it.” 

 “We probably get about the same volume from Grubhub as Amazon, and we have not had an issue with Grubhub, so 
that has been positive.” 

 “Amazon should be able to win. They have this huge network of people who should order food and do order food. 
Grubhub’s issue is that they need to capture new people in this market that have not used them before. Uber has a 
network that they can leverage for a new service.” 

 “Grubhub can fend off the challenge from UberEATS and Amazon. Grubhub isn’t that small of a player.” 
Sales 
 “Maybe 5% of our delivery sales are through Grubhub, with 60% from Bite Squad, 10% from UberEATS, 10% from 

DoorDash and 5% from Amazon, not counting catering services.” 
 “Bite Squad brings us the most repeat customers, just by nature of the volume.” 
Costs 
 “Grubhub costs us 28% or 30%. The other services are all about the same.” 
 “We may be willing to pay a higher fee to Grubhub for a higher search placement on a temporary basis. It depends 

on what you consider a fee.” 
Data 
 “Bite Squad’s data and app are not that great. DoorDash is a little better. Uber and Amazon are not great. I have not 

used Grubhub’s data or app. We have such low volume with them really.” 
 
 

14) Consultant for a sandwich chain with hundreds of franchises throughout the United States  

Grubhub can defend itself from UberEATS and Amazon because delivery is its primary business and it will fight hard to 
thrive. Grubhub gets a rating of 7 or 8 out of 10 because it has been around the longest and has built up loyalty in the 
industry. Franchisees’ use of a third-party delivery service varies by market. UberEATS gets a 5 out 10 because it is newer 
and still has a lot to learn. The ratings take into account the overall issue of whether using a third-party delivery company 
is profitable, what it does to brand image, and whether restaurants can afford not to use the service. The franchisor is 
negotiating with delivery companies to find ways to tie franchisee sales in to corporate systems because using third-party 
delivery companies can provide unreported sales. 

Satisfaction with Grubhub 
 “The franchisees use a variety of large and small [local] delivery companies depending on the markets. It depends 

on what works best for the franchisee.” 
 “It’s a market-by-market decision. Even if Grubhub is the biggest third-party delivery company, depending on the 

market, they may or may not be a provider.” 
 “The company is working on creating relationships with the larger providers 

[including Grubhub] in order to get a handle on tracking sales.” 
 “Overall, the franchisees are satisfied with Grubhub. Grubhub is the biggest 

company in third-party deliveries.” 
 “Because of past experience with Grubhub, I believe franchisees would rate 

them the highest compared to UberEATS and Amazon—probably at a 7 or 8 
out of 10.” 

 “The rating takes into account the overall issue of how to do business with 
third-party delivery services and how to make it work and be profitable. 
Otherwise, Grubhub works well for the brand and the franchisees using 
them.” 

Satisfaction with Competitors 
 “I would rate UberEATS lower than Grubhub because they’re newer at this 

and they’re still trying to figure out how to make things work for them.” 
 “The rating would be around a 5 [out of 10]. They still have a lot to learn.” 
 “In some markets they don’t have enough dedicated drivers. It seems you 

can’t count on them as much as Grubhub to be good at what they’re doing.” 
 “A lot of the specifics have to do with the market and the drivers.” 

I would rate UberEATS lower 
than Grubhub because they’re 
newer at this and they’re still 
trying to figure out how to make 
things work for them. … In 
some markets they don’t have 
enough dedicated drivers. It 
seems you can’t count on them 
as much as Grubhub to be 
good at what they’re doing. 

Consultant, sandwich chain 
with hundreds of U.S. franchises 
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 “People try to decide if it’s something they want to do through their own employees or through a third-party. A third-
party means somebody else becomes responsible for the restaurant’s food quality and its brand.” 

 “If the deliverer is someone in a nice uniform that delivers the food well presented in a nice container, that’s good. 
But if it’s someone in jeans and T-shirt driving Uber, it’s hard to know what the customer gets.” 

 “Overall, the industry is still trying to figure out where third-party delivery fits, what works best, is it a profitable 
business, and if they can afford to do it, or on the flip side, if they can afford not to do it.” 

 “Grubhub is sizable enough to fend off the challenge from UberEATS and Amazon. For UberEATS and Amazon, 
delivery is not their full-time business, and they’re not even sure if it will become a big enough part of their business 
to chase or worry about. For Grubhub, this is their business. They have more at stake, and they’ll fight harder to keep 
their business and make it work.” 

 “Grubhub is already fighting by working directly with restaurants, with Olo and with NCR [Corp./NCR] by interfacing 
with those technologies. They have an open enough approach to make it work and set themselves apart from 
Amazon and UberEATS.” 

 “Delivery can impact restaurants differently whether they’re owned or franchised. Using third-party delivery can give 
franchisees a huge opportunity to have unreported sales. Brands have to start watching that. Some of the delivery 
companies are already working with brands to track sales, but others are not. [I’m not involved in those negotiations, 
but] Grubhub, UberEATS and Amazon are not among the companies refusing to negotiate.” 

Sales 
 “I don’t have information regarding how much of delivery sales go through Grubhub or the others. It’s not information 

reported directly to the franchisor.” 
Costs 
 “Amazon has the highest delivery charge, and that has everybody scratching their head. When they take 30% for a 

$6 or $7 sandwich, people wonder if it’s a profitable venture, even if it means they’re moving product.” 
Data 
 “The challenge for companies is how to tie into the data and business insights and have that information interface 

with the point-of-sales. Companies like Olo are looking hard for third-party delivery companies they can work with and 
interface with. They’ve found companies that will work with them but not all want to.” 

 “If Grubhub or Amazon could work out that partnership, it would give them a mark of difference. The chain 
restaurants in particular would be excited about using them.” 

 “Approval from the home office about a delivery company would be a positive for them.” 
 
 

15) Senior executive for a pizza franchisee with five locations in a Midwest metropolitan area  

Grubhub can hold off UberEATS and Amazon because it is a stronger brand and the largest company of its kind in the 
market. Location determines which delivery service is present and how much it is used, with downtown tech-savvy 
locations using third-party ordering companies more. Still, Grubhub gets an 8 out of 10 because it does a good job of 
serving the function of bringing in orders without risking the restaurant’s image from badly managed and badly trained 
drivers. UberEATS gets a 6 or 7 because the drivers are not always well trained, but it brings in new customers. Orders 
through delivery services are increasing. 

Satisfaction with Grubhub 
 “We use all the third-party delivery services we can get our hands on. We use Grubhub, UberEATS, DoorDash and 

Postmates. They’re the four biggest ones for us.” 
 “We’ve been using Grubhub for four years, but they’ve been around a lot longer.” 
 “Grubhub is the largest company, the biggest on the market. ” 
 “Compared to the other ones, I would rate Grubhub as better than the competition, an 8 out of 10.” 
 “In order to get them to a 10, they would have to lower their commission.” 
 “We’re already a delivery business, so we don’t need people to take our deliveries for us. UberEATS and Postmates 

can deliver for anybody. I would rather control my own drivers. We do delivery better than they do. Grubhub brings in 
the orders, and we fulfill them. They also have a lot of brand awareness here.” 

 “Grubhub can fend off the challenge from UberEATS and Amazon because it’s a stronger brand.” 
Satisfaction with Competitors 
 “We’ve been using UberEATS for over a year.” 

https://www.olo.com/
http://www.ncr.com/
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 “UberEATS would get a 6 or 7 on a scale of 1 to 10.” 
 “The services that use their own drivers don’t do a great job at managing them. They’re not well trained or managed. 

This is important when what’s expected is to bring hot food to the customer.” 
 “However, we use UberEATS because they bring us sales that wouldn’t 

normally exist from people who use Uber.” 
 “We also use Amazon, but not much comes from them.” 
Sales 
 “The delivery sales that go to any of the providers depends completely on 

the store location and its demographics. People in the suburbs are less 
likely to use technology to order food. There are fewer orders, and fewer 
of the providers service that area. And in the city, areas that are more 
tech-savvy get the highest percentage of online orders.” 

 “Orders with all the delivery services are increasing.” 
Costs 
 N/A 
Data 
 “We don’t pay attention to the data they send us.” 
 “The ordering technology is OK, but we don’t use their tablets. We actually 

use another [unidentified] company to integrate our orders.” 
 
 

16) Head of external operations for an Asian fusion restaurant in Milwaukee 

This establishment receives 40% of its online order sales through the Grubhub platform. The restaurant does all of its 
own delivery, so it pays various services—including Eat24, EatStreet and Orderspoon—for exposure on their various 
websites. The source would be happier with Grubhub and Eat24 if they could figure out how to integrate with his point-of-
sale system, allowing orders to come directly to his printer rather than the tablets they provide. Eat24 is Grubhub’s 
toughest competitor, garnering about 25% of his restaurant’s third-party online sales. His business considered using 
UberEATS, but backed off due to the 30% commission rate. He believes Grubhub can fend off Uber and Amazon—Uber 
because of the cost, and Amazon because of its lack of presence in his market. 

Satisfaction with Grubhub 
 “We have been on the Grubhub platform since we opened in January 2015.” 
 “Grubhub does not deliver for us; we use our own drivers.” 
 “I give it a 6 because it is just as much trouble taking an order from Grubhub as it is over the phone. The orders show 

up on an Android pad that they supplied, and we have to punch it into our system. It is taking staff time away from 
the in-house customers.” 

 “That number would be a 10 if we could integrate our orders and then they could go straight to our print stations.” 
 “A lot of people go to Grubhub to order food, and we wanted to have a presence there.” 
 “We plan to remain with Grubhub. We are trying to work with our delivery partners to integrate into our point-of-sale 

system, or discontinue.” 
 “Of all of the online ordering services I have experienced, Grubhub is leading the market.” 
 “If Grubhub could be more seamless and go straight to the printer, and come in at the lowest commission, they could 

possibly win.” 
 “Grubhub can definitely fend off the challenge from UberEATS and Amazon. Grubhub takes a fee of our sales and is 

not as high as Uber.” 
Satisfaction with Competitors 
 “We use Eat24, Orderspoon, EatStreet, Grubhub. We are considering UberEATS for late night.” 
 “We do not use DoorDash.” 
 “I am not familiar with Amazon restaurant delivery. I will look into it.” 
 “Eat24 is most likely Grubhub’s closest competitor. We have worked with them since we opened.” 
 “We use Eat24 because people do go to Yelp a lot.” 
 “They also get a 6 because of the integration issue.” 

The services that use their own 
drivers don’t do a great job at 
managing them. They’re not 
well trained or managed. … 
However, we use UberEATS 
because they bring us sales 
that wouldn’t normally exist 
from people who use Uber. 

Senior executive 
Pizza franchisee with five locations 

Midwest metro area 

https://eatstreet.com/
https://www.orderspoon.com/
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 “Grubhub would come out on top vs. Eat24. We get more orders through Grubhub than through Yelp. For some 
reason Grubhub is more popular than Yelp.” 

 “In order for Eat24 to win the online food ordering battle, it’s the same thing: Their orders come through the iPad, 
and we have to go to the iPad to verify an order, instead of the printer.” 

 “We considered UberEATS and wrote it off because the costs were too high. We recently expanded our delivery 
hours, and we were considering them for our late-night delivery, but their rate goes up as their driver population goes 
down. They would charge customers more for the delivery.” 

 “I have seen a lot of businesses that use delivery services, and they are adding Uber. It is so expensive, but 
apparently they can afford 30%.” 

Sales 
 “About 40% of our online ordering sales are through Grubhub. This has not changed much in the last year.” 
 “Maybe 25% of our online ordering sales comes from Eat24.” 
 “Grubhub brings us the most repeat customers.” 
Costs 
 “Our commission with Grubhub is roughly 20% to 23%.” 
 “We would be willing to pay a higher fee for Grubhub or other services for better search placement—but not much.” 
 “We save labor costs with Orderspoon since it goes directly to the kitchen and does not interrupt our service desk.” 
 “Eat24 costs us around 20%.” 
Data 
 “Eat24 has the best data and business insights, and best technology app.” 

 
 

17) Owner and general manager of a pizza restaurant in the Los Angeles metro area; repeat source 

This established pizza place finds Grubhub easy to work with in comparison to other services like Eat24, DoorDash and 
Slice, which the restaurant has canceled for various reasons. UberEATS is Grubhub’s largest competitor, and both Uber 
and Eat24 will make it difficult for Grubhub to compete. In the end, the company that has the most money to throw into 
marketing and advertising will succeed. Uber’s deep pockets give it an advantage, while Amazon is a nonentity at this 
point. Uber’s 30% commission is a large deterrent, and may prompt this restaurant to drop its service, especially since it 
pays Grubhub only 10% by using only in-house drivers. Grubhub brings the most repeat customers. 

Dec. 18, 2014, summary: This restaurant has been on GrubHub for two years, and the owner is not thrilled with the 
service, primarily because GrubHub takes a 15% sales commission. He admits he has to further analyze his sales data, 
but is not convinced the service offers real value. GrubHub has not increased his delivery orders. New restaurants may 
benefit more than established locations from the exposure they receive on GrubHub 

Satisfaction with Grubhub 
 “We use UberEATS as well as Grubhub. We use The Office Express and [Grubhub’s] LAbite. We used to use DoorDash 

but do not use them any longer.” 
 “We do all of our own deliveries, except for UberEATS, LAbite and Office 

Express.” 
 “Grubhub ranks a 7. Generally everything is pretty good. It is simple and all 

based on us. I do not have to deal with their drivers, and we do all of the 
delivery. To raise that number, Grubhub would need to lower their 10% 
ordering fee.” 

 “Grubhub is simpler for us than UberEATS. With Grubhub, we profit a little 
better, and we also are in charge of the food. We deliver it and check the 
quality to make sure it gets sent correctly. Grubhub has its own drivers, but 
we have our own drivers so of course we use our people.” 

 “We plan to remain with Grubhub. They charge a lower fee. UberEATS is 
much more expensive. We are thinking of dropping UberEATS because they 
charge so much.” 

 “We do business with Grubhub to increase our business. At this point, our 
business does not seem to be growing anymore, so we have stabilized. 

Grubhub is simpler for us than 
UberEATS. With Grubhub, we 
profit a little better, and we also 
are in charge of the food. We 
deliver it and check the quality 
to make sure it gets sent 
correctly. Grubhub has its own 
drivers, but we have our own 
drivers so of course we use our 
people. 

Owner/general manager 
Pizza restaurant, LA metro area 

http://slicelife.com/
http://www.theofficeexpress.com/customer/home.php
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Theoretically, we could stop using all of these services, and I do not think it would affect our sales.” 
 “Grubhub is always easy to work with, and they follow our instructions. We have had issues with other companies in 

the past, such as Eat24, DoorDash and Slice.” 
 “We were using Slice, but we dropped them because they hijacked our website. And they bought a web domain 

name close to our name. They are grabbing people who are trying to find us on our website.” 
 “Grubhub advertises more than UberEATS, at least with billboards. I see a lot of Grubhub billboards around town. I do 

not know how UberEATS advertises. Maybe they are just doing it online, or they get business because people use 
Uber.” 

 “I do not know if Grubhub can win the online food ordering battle because now that Eat24 is part of Yelp, they throw 
a lot of money at things. It comes down to UberEATS and Eat24. Uber is growing and has a lot of capital behind 
them.” 

 “Uber is so huge and has so much capital behind it, and the way Yelp manipulates things and the way they manage 
business and customers with Eat24 tagged with them, it is a shame.” 

 “Now that Grubhub has acquired LAbite, that’s a huge piece of the market, the corporate ordering side of things. 
That is something UberEATS does not have. LAbite was around for so long. And the fact that Grubhub acquired them 
is good for their portal.” 

Satisfaction with Competitors 
 “UberEATS is Grubhub’s biggest competitor.” 
 “It was just an expansion for us to use UberEATS. A lot of people use the 

app in our area, and we were one of the first test stores about a year ago. 
As of right now, we will stay with UberEATS.” 

 “The system itself is really good, so I would rate them an 8, but as far as the 
communication between Uber and the drivers and what I see coming in our 
store, I would say 6 or 7.” 

 “Uber needs to definitely equip its drivers with the equipment they need. A 
lot of times drivers will come in without a hot bag, which means I always 
worry about my product going out with a third-party delivery company, and 
they do not have any love or care for the food. When we do take on a third-
party delivery company, I go through our demands and what we like to see 
happen with our quality products. Restaurants always get blamed; it doesn’t 
matter who delivers it.” 

 “I also think that maybe people reject Uber in blue states because the head of Uber made bad comments on being 
pro-Trump. A lot of people in California have switched to Lyft because of Uber. I read an article that Uber has lost a 
lot of customers.” 

 “UberEATS could win the online food ordering battle, because of the amount of capital they have behind them. They 
are starting to do it, advertising and definitely putting their name out, and sending out email blasts.” 

 “UberEATS is convenient if you use Uber, and the app is there.” 
 “We used to use Eat24 and had a lot of problems with them, so we dropped them.” 
 “We were the only pizza place in this area when Amazon released their delivery service here, but going through the 

contract, we decided not to go with them because if there were a problem with delivery, we would be the ones that 
eat it. There was no positive exposure for us.” 

 “Grubhub can fend off Amazon without a problem because Amazon hasn’t done what they thought they were going 
to do in this market.” 

 “It will boil down to who spends the most money advertising and marketing, and Uber has some pretty deep 
pockets.” 

Sales 
 “Our delivery sales through Grubhub are not very high—not as high as our in-store stuff.” 
 “Grubhub brings us the most repeat customers.” 
 “We have not been a full year with Uber, but they are not even close. Most of our delivery comes through our online 

ordering site or through the phone.” 
Costs 
 “Uber costs us 30% though we negotiated them down a bit. We are actually thinking of dropping Uber because 30% 

is too much to pay.” 

I do not know if Grubhub can 
win the online food ordering 
battle because now that Eat24 
is part of Yelp, they throw a lot 
of money at things. It comes 
down to UberEATS and Eat24. 
Uber is growing and has a lot of 
capital behind them. 

Owner/general manager 
Pizza restaurant, LA metro area 
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 ”Grubhub takes 10%, and you can pay more to have your listing higher, which we used to do in the past. We dropped 
it down to 10% because we are already established and people will order from us either way.” 

 “We would not be willing to pay a higher fee for better search placement on Grubhub or other sites. We are different 
as we offer our own delivery.” 

 “We have not been able to save any labor costs by working with Grubhub or its competitors.” 
Data 
 “Grubhub provides the best data and business insights, and the best technology app.” 

 
 

18) Owner of a sandwich shop in the Los Angeles area; repeat source 

When this sandwich eatery opened about three years ago, roughly 40% of delivery orders came through Grubhub, and the 
service brought significant business. Today, that percentage has grown to about 70% for Grubhub, which the source said 
is better than competitive delivery options. He is also a fan of subsidiary LAbite. Seamless (another Grubhub subsidiary) 
and Eat24 are Grubhub’s biggest competitors, but are not giving him too much business. The same is true with UberEATS 
and Amazon. Grubhub’s service is convenient and consistent. He does not know if Grubhub can win the online delivery 
market in Los Angeles since the tide can turn quickly in any industry. 

Dec. 18, 2014, summary: This restaurant had been open only for five months, but the owner signed up with Grubhub 
almost immediately and was happy with the service. Roughly 40% of his delivery orders came through the Grubhub 
platform. He paid a separate commission to LAbite. 

Satisfaction with Grubhub 
 “Grubhub is better than anybody else. They give us more business. We also work with Uber, Eat24, Seamless, 

ChowNow, DoorDash, LAbite and Amazon.” 
 “For us it is convenient and very consistent business. I cannot complain.” 
 “Grubhub does more advertising for us, and people know more about Grubhub.” 
Satisfaction with Competitors 
 “Seamless and Eat24 are Grubhub’s biggest competitors.” 
 “Everybody can take business from anybody. If Eat24 advertises us, we would get more business from Eat24. But 

Grubhub is more popular now.” 
 “I like UberEATS a lot. In the beginning they gave me more business than Grubhub; Uber was No. 1, and Grubhub 

was No. 2. Uber previously came to us to take orders, such as 300 plates or 200 sandwiches—and they tried to sell 
them. I made lots of money with them. They are not doing that anymore. Now they are doing just delivery.” 

 “Amazon is a huge company, but they are not good. They do not give us too much business. People get used to 
buying from Amazon but not ordering food.” 

 “LAbite is local, but they can have huge orders. They are very organized. I really respect LAbite. LAbite is not strong 
like Grubhub. Grubhub is big and national. LAbite is local to California.” 

Sales 
 “Most of the business is from Grubhub.” 
 “Amazon does not provide enough business—three to four orders a day.” 
 “We get more business from LAbite than from Amazon and Uber for sure, but a single order can be huge as it goes to 

big companies.” 
Costs 
 “I pay LAbite 30%. They have drivers. With Grubhub, we pay about 20% plus 10% for the drivers. I have to sell my 

sandwiches and order plates, so if a fee is 30%, I am losing all of my profits and have to raise prices because I have 
to pay for delivery service. For me, LAbite is more convenient than Grubhub.” 

 “I would not really be willing to pay a higher fee to Grubhub or its competitors for better search placement because 
then we start losing money.” 

 “Grubhub cannot help me save money. We have to make food. Grubhub is giving me more business.” 
Data 
 “Every company is equal on the data side. Grubhub is good. Eat24 is good.” 
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19) Owner of two Mexican restaurants in Boston 

This source is ambivalent about the online ordering and delivery services he uses, including Grubhub, DoorDash and 
Caviar. Delivery companies that do not own cars have little control over the driver process. Grubhub has a significant 
presence in his market, but faces some stiff competition from DoorDash and Caviar. He has heard of UberEATS but has 
no plan to sign up. Amazon could hurt Grubhub if it uses its own vans, as it does for other types of deliveries. Roughly 
40% of his restaurants’ online deliveries come from Grubhub. All of his services charge 15% per check, but he does not 
feel the cost since his restaurants mark up food prices for delivery customers. 

Satisfaction with Grubhub 
 “We use Caviar, DoorDash, MixMenu, [Grubhub’s] DiningIn, DASHED and Foodler. We don’t use UberEATS. They just 

came to the market. I got an email last week that they are here. It is unlikely that I will add another delivery service.” 
 “We had a relationship with DiningIn, and the merger of Grubhub and DiningIn just occurred last year. We have been 

using Grubhub for about 11 months.” 
 “We use Grubhub because the market dictates that I have to. Grubhub is one of the many options.” 
 “I rate it a 5. The only thing that could differentiate these services from each other is if they have a concierge level 

portal, to control the drivers and tell the customers where the cars are. And drivers are employees. That would get it 
from 5 to 10. Mistakes will still happen, but at least there’s an ability to fix them.” 

 “Here’s the problem with the whole industry: They do not employ the drivers 
or own the cars. They control very little of the process. Sometimes it goes 
great, but because they do not control the process or own anything, it gives 
an incentive to the driver to use the worst possible car they can get their 
hands on. They can work for anyone. So if these companies cannot control 
their drivers because they are all 1099 employees, and cannot control the 
vehicle, they have very little control over the process. And if I complain to 
Grubhub, there is nothing they can do.” 

 “If they just leased cars and hired drivers by the hour, they would be able to 
hire a whole different class of delivery drivers. I’ve said this 1,000 times to 
these guys, but it is easier and quicker to middleman the deal.” 

 “Grubhub is on the bigger side right now, and Grubhub will probably be the 
Groupon of this business segment. But they will be nipped at by a million 
competitors. The barrier to entry in this business is $4,000.” 

Satisfaction with Competitors 
 “DoorDash and Caviar are Grubhub’s closest competitors. We have worked 

with them for four to five years.” 
 “These services are all the same. They all offer the same deal. The only thing they can compete on is marketing.” 
 “Until someone comes along who can run this business, none are exclusive. They all cut the same deal, and they 

need us more than we need them. We mark the food up to their customers, even though they say we are not 
supposed to.” 

 “[DoorDash and Caviar] both get a 5. It’s the same. They all have the same problems, and if one does better than the 
other, it is because they got lucky.” 

 “DoorDash and Caviar could win the online food ordering battle. … They would have to control the process. If they 
can control the process, they can enforce exclusivity.” 

 “I have heard of UberEATS but will not sign up.” 
 “With ChowNow, which is the platform that makes our mobile app, we can offer delivery through UberRUSH, not 

through UberEATS.” 
 “Amazon has a stronger brand. Amazon is more interesting because they have more control over the drivers. All the 

vans go back to the same place and they may control the vehicles.” 
 “Amazon delivery will hurt Grubhub.” 
 “Uber’s internal problems will not have any effect on UberEATS.” 
 “Grubhub will not fend off the challenge from UberEATS and Amazon. I do not know what Grubhub does all day long. 

They have almost nobody in operations, and I do not think any of them understand their business. None go to a 
restaurant owner and talk to them.” 

Sales 

Of our delivery sales, about 
35% to 40% comes from 
Grubhub. That has gone up a 
little bit, and with this 
consolidation when they bought 
DiningIn, it should go higher. 
About 20% of our delivery sales 
comes from DoorDash and 
about 25% from Caviar. 

Owner 
Two Mexican restaurants, Boston 

http://www.mixmenu.com/
https://www.diningin.com/
http://www.dashed.com/
https://www.foodler.com/


 

 75 Second Avenue, Suite 605, Needham, MA 02492 | www.blueshiftideas.com 
27 

Grubhub Inc. 

 “Of our delivery sales, about 35% to 40% comes from Grubhub. That has gone up a little bit, and with this 
consolidation when they bought DiningIn, it should go higher. About 20% of our delivery sales comes from DoorDash 
and about 25% from Caviar.” 

 “We have no way of knowing which service brings us the most repeat customers.” 
Costs 
 “All of the services are 15% of the check. The minute one of them collapses and does 10%, that spirals on. All of the 

businesses mark up their food by 15%. It is not like we are feeling the costs.” 
 “We would not be willing to pay a higher fee to Grubhub or other services for better search placement. Grubhub 

offered.” 
 “We have not been able to save any labor costs by working with Grubhub or other delivery services.” 
Data 
 “Caviar provides the best data and business insights and technology, because Square owns them.” 

 
 
 
2) Restaurants Using Only Grubhub 
This source has chosen to work solely with Grubhub because it charges him only 10% commission by virtue of having been 
partners for more than five years. As a result, UberEATS and Eat24, which have tried to establish a partnership with the 
source, have been turned away because they are more expensive. Still, he sees the value and potential in UberEATS given the 
size of its customer base, in particular the 20- to 30-year-old consumers who generally do not cook for themselves. Half of his 
food delivery is through Grubhub while half comes directly through his restaurant. 
 
 
Key Silo Findings 
Satisfaction with Grubhub 

- Uses only Grubhub; grandfathered in at a 10% commission, does not want to pay higher prices for other providers. 
- Very pleased with Grubhub, rating it an 8 or 9. 
- Grubhub brings in new customers, and some have become regulars. 

Competitors 
- UberEATS and Eat24 have tried to get his business, but he is staying with only Grubhub because of the price. 
- UberEATS is attractive because of its large customer base, including the young demographic it serves. 

Sales 
- 50% of deliveries are through Grubhub. 
- 50% are directly through the restaurant. 

Costs 
- By virtue of being with Grubhub for more than 5 years, he has been grandfathered in at the 10% rate. 
- All others are too expensive, including Eat24’s 12.5% commission. 

Data 
- He does not get any data from Grubhub and assumes it is because he pays a lower commission rate. 

 
 

1) Mexican restaurant manager in the Northeast 

Grubhub was rated an 8 or 9 and is the only service this small restaurant uses because it is the least expensive. The 
restaurant pays a 10% commission rate since it has been a Grubhub partner for more than five years. He is pleased with 
the results, which include about half of his delivery orders, new customers, and some regulars as well. UberEATS 
presents an attractive offer since it is such a widely used service and its core demographic of 20- to 30-year-olds often do 
not cook for themselves, but the 30% commission rate is too high. If Grubhub were to increase its rate, he would consider 
its competitors. 

Satisfaction with Grubhub 
 “We’ve been with Grubhub for more than five years now.” 
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 “I rate them an 8 or a 9. We started off with them when orders were sent by fax and confirmed by phone. But now we 
have the tablet, and things are much quicker.” 

 “Grubhub is such a big company; everyone knows it. My delivery business is good enough with Grubhub. It brings in 
some new customers, and I’ve got some regulars because of it.” 

Competitors 
 “UberEATS and Eat24 have tried to get me to sign on with them, but we’re a small restaurant and they were too 

expensive.” 
 “Uber is such a well-known company now, and everyone uses it these days. There are advantages. It offers a huge 

pool of customers that are 20 to 30 years old like me, which is the age where most people don’t cook. That sales 
pitch made it really appealing, but I just can’t give up 30% commission to them.” 

Sales 
 “About 50% of our delivery orders come through Grubhub. The rest are from people calling us directly.” 
Costs 
 “Grubhub only charges us 10% commission on orders. We’re grandfathered at that price, and I haven’t heard 

anything about them changing it.” 
 “If Grubhub raised their prices, I’d have to consider my options and the competitors.” 
 “UberEATS wanted to charge me 30% commission. I just can’t do that.” 
 “Eat24 was 12.5%, so I’ve decided to only stay with Grubhub.” 
Data 
 “I don’t get any data or analysis from Grubhub. I only get something at the end of every day telling me how much 

money I made. But nothing else like the most popular item from the menu, or peak times for ordering. That must be 
part of me not paying the higher commission rate.” 

 
 
 
3) Restaurants Using Only Competitors 
Two of these three sources said UberEATS is the best food delivery service as it has a vast number of drivers, is easy to use, is 
convenient for restaurants and consumers alike, and delivers food faster than its competitors. Its high cost is not a deterrent 
to these two sources, who said its service is hassle-free—unlike Eat24’s—and produces better results than Grubhub for 
virtually the same price. One source canceled Grubhub because of its poor sales, weak technology and limited number of 
drivers. Another does not use Grubhub because the restaurant already has enough providers; also, as a customer, this source 
has received deliveries from Grubhub as much as 90 minutes late. One source gets 25% of delivery sales through UberEATS; 
the other gets 5% from UberEATS with 1% going to Eat24. Our third source said Amazon is doing very well one month into 
their partnership, outperforming DoorDash and Skip the Dishes and bringing in five times the number of deliveries per day. 
 
 
Key Silo Findings 
Satisfaction with Competitors 

- 2 of 3 said UberEATS is the best among competitors. 
o 1 rated it a 9, the other an 8. 
o UberEATS wins because of its large amount of drivers, ease of use, convenience, speed of delivery. 

- Eat24 was far below UberEATS, too much of a hassle to use. 
- 1 uses Amazon and said it is better than Skip the Dishes and DoorDash. 

o The source does not use UberEATS or Eat24. 
Grubhub 

- 1 canceled Grubhub after low sales, poor technology and a smaller number of drivers. 
- 1 does not use Grubhub because the restaurant already has enough delivery platforms. 

o Has experienced lengthy delays in getting Grubhub deliveries as a customer. 
Sales 

- 1 gets 25% of delivery sales through UberEATS. 
- 1 gets 5% from UberEATS and 1% Eat24. 
- 1 has 5 Amazon deliveries a day after only a month of using the service, while Skip the Dishes brings in 1 per day. 

Costs 

https://www.skipthedishes.com/
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- The high cost of UberEATS is not a deterrent to 2 sources. 
o 1 said Eat24 is lower priced but a hassle to work with. 
o 1 said Grubhub was priced roughly the same and was less successful. 

Data 
- 1 said UberEATS just started offering more robust reporting. 
- 1 said UberEATS has the better app. 

 
 

1) Amnaj Bholsangngam, founder of Chimney Coffee House 

UberEATS is seriously challenging Grubhub because it can leverage its dedicated pool of drivers and because of its ability 
to create partnerships to capture share. Grubhub did not bring in that many sales when the source tried the service. 
UberEATS, however, has grown steadily for the business, which is located in the downtown LA area, which can be hard to 
access. UberEATS now represents about 25% of sales but also has brought in many repeat customers who converted to 
being in-store patrons. In-store sales have been growing faster than UberEATS sales. He rates UberEATS a 9 out of 10. He 
is very happy with the relationship and feels well treated by the company, but does not give it a perfect 10 because 
improvement is needed in some areas. One is business insight reporting, which UberEATS just started to offer. 

Satisfaction with Competitors 
 “UberEATS is the delivery service that has worked best for us.” 
 “I would probably give UberEATS a rating of 9 out of 10. They still have some things to improve on, but we’re happy 

with where we’re at with them. Everybody always has something to improve on.” 
 “We’re located in an area in LA where it might be hard for people to find us easily. UberEATS is a great marketing tool 

for us. We can reach customers we normally wouldn’t be able to reach.” 
 “I see they’re doing the right things to try to capture market share, and they treat their partners right. They’re taking 

good care of us. Their drivers are excellent.” 
 “UberEATS has a larger availability of drivers because of their driver pool. 

This gives them an advantage.” 
 “The UberEATS division is still growing. I like their approach in finding 

partners for their service.” 
 “UberEATS has created marketing for us. A lot of our UberEATS customers 

have been coming into the shop. They convert from UberEATS to regulars. 
So it’s also creating more in-store sales. It’s converting delivery customers 
to in-store customers.” 

 “Our in-store sales now are growing faster than UberEATS sales.” 
 “We also tried Eat24, but that didn’t work well for us either.” 
Grubhub 
 “We used Grubhub at one point, but we barely got any sales from it. Their 

ordering technology wasn’t that robust.” 
 “Grubhub also doesn’t have as big a driver pool as UberEATS.” 
 “Different services can work differently in the markets they’re in and depending on the timing when they start 

focusing on a market.” 
Sales 
 “UberEATS accounts for about 25% of our sales. It started slowly, took about a month to take off, and it’s been 

growing steadily. But because our in-store sales are growing faster [than delivery sales], the UberEATS percentage 
has not gone up as rapidly.” 

Costs 
 “Our cost for UberEATS is not that different from what we were paying Grubhub, but that’s because of the 

relationship and partnership we have with UberEATS [which we have because we started this market with the 
service].” 

 “We have an exclusive relationship with UberEATS. There’s nothing I’d want to change, and working with multiple 
delivery services would be kind of a headache.” 

Data 

We used Grubhub at one point, 
but we barely got any sales 
from it. Their ordering 
technology wasn’t that robust. 
… Grubhub also doesn’t have 
as big a driver pool as 
UberEATS. 

Amnaj Bholsangngam 
Founder, Chimney Coffee House 

http://www.chimneycoffee.com/#home
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 “UberEATS has been starting to roll out business reports gradually. Before, I was able to create a lot of the reports 
myself because of my IT background. They’re a tech company and can provide reporting for their drivers, so I’m sure 
they could do more of that for their UberEATS division.” 

 “UberEATS provides the ordering tablets, and they’re good.” 
 “Grubhub had a good reporting system.” 

 
 

2) Cofounder and co-owner of a pie and cookie business in the San Francisco Bay Area  

UberEATS was preferred to Eat24, and Grubhub was not used in an effort to keep things simple. UberEATS provides 
drivers and fast service. The source is unhappy with Eat24, which does not have its own drivers and has made it difficult 
for her business to contact customers directly if, for instance, a product is out of stock. Her shop tried Amazon Fresh 
years ago, but had a bad experience so she is reluctant to try Amazon Restaurants. This bake shop operates out of a 
commercial kitchen, and most orders come directly through its own website. 

Satisfaction with Competitor 
 “We are on Eat24, UberEATS, and also offer our own delivery. We have been on Eat24 and UberEATS for probably six 

months and have been in business for six years.” 
 “UberEATS is the best. The company takes more money from us—30%--but they make it so easy. They bring an iPad 

to our business, and we hear a noise on the iPad when orders come in. A lot of businesses are doing a fair amount of 
business through UberEATS.” 

 “Uber gets an 8, Eat 24 is a 3.” 
 “We also still work sometimes with ZeroCater and MerryMint office catering. MerryMint does employee happiness 

stuff for startups. Both of those do large orders for offices.” 
 “The problem with Eat24 is that a customer places an order, and it is difficult for us to have contact with them. … 

About half the time a customer orders something and we are out of that product. It is not easy to make changes to 
our orders on Eat24.” 

 “We also use an outside delivery service for deliveries through Eat24 since they do not have drivers.” 
 “The problem with a lot of these services like Eat24 is that they are charging the end customer a delivery fee, but the 

end customer has an expectation for how fast they can get their food. That 
is not something that most companies can provide, and delivery at a 
specific time is a money-sucking hole for most companies. Uber has 
drivers, and as a result they are able to offer delivery at a price that 
customers are willing to pay, even though they take 30% from us. They are 
charging the end user too but are taking care of the delivery, so I do not 
have to be on the phone with a sales rep six to seven times regarding 
delivering one item.” 

 “The real problem with the Yelp thing is how quickly the food can arrive and 
the customer expectations. Uber is one of the only ones who has enough 
money in the bank.” 

 “We do business with Eat24 as it is another way that people are finding our 
product. The Yelp SEO is so good and the help page comes up for our 
actual website, so that is a way to bring in customers. As long as we can 
sort of control it, where it is not a hassle.” 

 “Of the two services, we prefer UberEATS. UberEATS and UberRUSH are two 
separate things. If I want to send a pie right now, the rush delivery will cost 
$25, which most people are not willing to pay. If an order comes in through UberEATS, Uber takes care of the delivery 
fee and takes a percentage of my gross. That is preferable to having a customer who is upset. With UberEATS you 
have a log in and can change stuff with not so much trouble.” 

 “Uber is a good way for us to get rid of extra inventory. We can sell new product. If I am working late at the office and 
we have inventory, I may as well sell it.” 

 “To raise that number, Yelp would have to start offering pickup and delivery of their product. That’s basically the 
biggest part of the hassle. And Yelp would have to make it easier to get in touch with the customer. Now it’s near 
impossible, and so horrible—whereas on Uber, it is very fast. We get a phone number to call the customer and the 

UberEATS is the best. The 
company takes more money 
from us—30%--but they make it 
so easy. They bring an iPad to 
our business, and we hear a 
noise on the iPad when orders 
come in. A lot of businesses are 
doing a fair amount of business 
through UberEATS. 

Cofounder/co-owner 
Pie and cookie business, Bay Area 

https://zerocater.com/
http://www.merrymint.co/
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customer gets a phone call. And we hardly have to contact the customers at all because Uber makes it easy, but 
when I have had to contact a customer, I have the phone number and have never had a problem with them not 
picking up. We can substitute an item if we need to.” 

 “UberEATS will win the online food ordering battle. UberEATS makes it really convenient. I do not know why most 
restaurants would not use them. More and more businesses are choosing not to have a retail facility and instead 
having a kitchen. So a company that makes it that easy for businesses, you do not care if you are losing that 30%, 
since you do not have to offer real estate.” 

 “It is very realistic that UberEATS will win against competitors; they are already.” 
 “We piloted with Amazon delivery when they first launched, in 2015. We were one of the first providers with Amazon 

Fresh. We were not open seven days at the time. We have never gotten so many complaints as we did with them. It 
was horrible. They were delivering old food to people.” 

 “I do not see Amazon.com doing immediate delivery yet. People do not think of Amazon as to where you go to order 
fresh food.” 

 “We use a commercial kitchen, and all of our business is shipping and delivery, and some pickup. … There is a trend 
of moving away from having business locations where customers can come in and dine, at least in urban areas, 
because of the cost of setting up a brick-and-mortar is so high … and there are so many regulations.” 

Grubhub 
 “One of the reasons we are not on Grubhub is it just ends up being a lot of platforms to manage, in addition to our 

own website.” 
 “We just never signed up with Grubhub. I would not be opposed. My boyfriend likes to order takeout from Grubhub. 

But Grubhub has the same problems as Eat24: It takes an hour to 90 minutes to get stuff. Whereas with Uber, for a 
restaurant that sends out food, it comes to the end customer very quickly.” 

 “Grubhub has probably approached us. We get picked by so many various platforms.” 
 “Grubhub will probably not fend off the challenge from UberEATS, but probably will from Amazon. I do not see 

Amazon as a competitor in the same space.” 
Sales 
 “Less than 5% of our delivery is from UberEATS and about 1% of our delivery is from Eat24. Mostly, our customers 

call in and order on our website.” 
 “I do not know that UberEATS and Eat24 bring us repeat customers. Repeat customers know better that they can 

order less expensively from us.” 
Costs 
 “UberEATS charges us 30%. We could not pay more to Uber because we just do not have the margins to do that. Our 

product is so expensive.” 
 “We have been able to save some labor costs.” 
 “We pay for a Yelp advertisement but not for the delivery portion of the business. We pay for that as we want more 

people to come to our location, and they are charging the customer a markup. But it is such a hassle for us that we 
hate Eat24, even though they don’t take the 30% that Uber takes. It is so horrible to spend time calling and talking to 
a Yelp representative to sell one pie.” 

Data 
 “Uber has a better app for sure, but I do not know that Uber provides us with any kind of insights.” 

 
 

3) Assistant manager for a Mexican restaurant in Ohio  

Amazon is the most popular delivery service for this casual family eatery, outpacing DoorDash and Skip the Dishes by a 
wide margin after only one month. The restaurant has not had a strong delivery business to date, but since starting with 
Amazon, it gets about five orders a day, vs. the one daily order from Skip the Dishes. Amazon has been running a $10 
promotion for first-time customers, which may account for some of the productive initial uptake. It also is more costly 
than its competitors, though the source was not clear on the amount. Amazon drivers are efficient and fast. The 
restaurant does not use UberEATS or Grubhub. 

Satisfaction with Competitors 
 “We’re really happy with Amazon. We’ve been with them for a little over a month, and we’re already doing better with 

them than any other delivery service.” 
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 “People are choosing Amazon because it’s such a popular company, it’s everywhere, and everyone knows about it. 
We also have a promotion where customers get $10 off their first order with Amazon, and that offer is good for all of 
2017.” 

 “Amazon drivers are faster than the others. They get here quickly, and we know the food goes to the customer and 
it’s still hot.” 

 “We do not use UberEATS.” 
Grubhub 
 “We’re not using Grubhub. I’m not really sure why.” 
Sales 
 “We have about five deliveries a day with Amazon. We average one a day with Skip the Dishes. DoorDash is like one 

a week.” 
Costs 
 “Amazon costs more than the others, but I’m not sure what each one is charging us.” 
Data 
 “My manager is looking at information from Amazon every day.” 

 
 

Secondary Sources 
These five secondary sources focused on Amazon’s partnership with Grubhub for voice-activated food ordering, DoorDash 
delivering Jack in the Box, Bite Squad expanding to 29 markets with the acquisition of an Orlando delivery company, and the 
many missteps made by Uber so far this year. 
 
 
March 15 Mashable article 

Customers now can order food delivery from Grubhub by Amazon’s Alexa. The digital assistant also is set up to order from 
Amazon Restaurants. 

 “Amazon announced a new partnership with Grubhub on Wednesday that will let users order a meal by simply talking 
to any device outfitted with digital assistant Alexa.” 

 “The feature is limited to delivery orders a customer has made in the past; it won't work if you’re trying a restaurant 
or menu item for the first time.” 

 “Alexa already offers a similar delivery and takeout service through Amazon Restaurants, as well as select brands 
like Domino's and Wing Stop. But Grubhub's network of more than 50,000 restaurants will vastly expand the 
available selection.” 

 
March 29 Fortune article 

Jack in the Box is partnering with DoorDash to offer delivery service for 800 U.S. locations. 

 “Jack in the Box said it is offering delivery services at more than 800 of the U.S. fast-food chain’s restaurants starting 
on Thursday, under a new partnership with DoorDash.” 

 “The deal, which includes more than 200 cities, comes as chains ranging from McDonald’s to Panera Bread hope 
that appealing to convenience-seeking U.S. diners will help reverse the industry’s stubborn traffic slump.” 

 “Partnering with DoorDash for delivery ‘is faster and more efficient’ than doing it in-house, Iwona Alter, Jack’s chief 
marketing officer, told Reuters.” 

 “And, it has boosted business. ‘We are seeing larger orders, which are beneficial to our business,’ Alter said.” 
 “In 2016, delivery accounted for 1.7 million U.S. restaurant visits, or about 3% of restaurant traffic, and $16.1 billion 

in sales, said Bonnie Riggs, a restaurant industry analyst for the NPD Group’s foodservice unit.” 
 “Traffic growth from delivery was up 7% in 2016 versus 2012, Riggs said, adding that most of the increase was from 

restaurants outside the pizza category.” 
 “Executives at McDonald’s, who are experimenting with UberEats delivery in Florida and have plans to expand its 

U.S. test with other delivery providers, recently called delivery a ‘significant’ $100 billion opportunity.” 
 
March 29 Orlando Sentinel article 

http://mashable.com/2017/03/15/amazon-grubhub-partnership-alexa/#YUYOaKekRiqo
http://mashable.com/2017/01/05/amazon-alexa-restaurants-voice-ordering/
http://fortune.com/2017/03/30/jack-box-delivery-doordash/
http://www.orlandosentinel.com/business/consumer/os-doorstep-delivery-bite-squad-20170329-story.html
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Bite Squad is merging with local Orlando delivery company Doorstep Delivery to grow its reach to 29 markets nationwide 
in an effort to keep up with UberEATS and Amazon. 

 “Orlando’s Doorstep Delivery has merged with Bite Squad and is transitioning its local fleet in an attempt to keep up 
with the technological power of UberEats and Amazon Restaurants.” 

 “Doorstep Delivery had pioneered web-based restaurant delivery in the Orlando region, relying on e-mail and 
telephone dispatchers to mobilizes its fleet of 80 drivers and 300 restaurants.” 

 “But owner William Moore said Doorstep was feeling pressure from well-financed and technologically abled rivals like 
Uber and Amazon.” 

 “He also said deep discounting from new entrants was putting a strain on Doorstep Delivery. UberEats cut its delivery 
charge in the first few weeks after it was launched in November.” 

 “The Doorstep Delivery merger with Bite Squad brings with it the technological prowess similar to rivals, using mobile 
apps to dispatch the nearest drivers to restaurants and deliver food quicker.” 

 “Bite Squad also uses a paid employee model instead of contract drivers. That means local drivers will be on the 
clock and have more regular hours. Moore said the wage for local drivers will be about $10 an hour.” 

 “The Bite Squad merger gives the combined company 29 markets stretching from Miami to Seattle.” 
 
March 20 San Francisco Chronicle article 

The resignation of Uber’s president after a six-month stint has added to the concerns about the company’s leadership 
and direction. 

 “Jeff Jones met his match.” 
 “As an outsider, Jones helped transform Target, a lumbering retail giant, into a more nimble business that embraced 

experimentation and fast failure. Yet Jones lasted only six months at Uber, a San Francisco company that embodies 
the very principles he worked to instill at Target.” 

 “Jones announced his resignation from Uber over the weekend, saying that the company’s hard-driving culture was 
not consistent with his values as a leader. Uber has been dogged by allegations of a culture that condones sexism 
and unprofessional behavior. (Uber said that it wishes Jones well; the company and Jones did not respond to 
requests for further comment.)” 

 “CEO Travis Kalanick has taken personal responsibility for his failures of leadership, promising to hire a chief 
operating officer—a position which would have overshadowed Jones’ role as president of Uber’s ride-hailing 
business.” 

 “Jones’ quick exit from Uber is surprising, given his success at Target. The retailer, which generates almost $74 
billion a year in revenue, is a far larger and more complex organization than Uber, a fast-growing, privately held 
company.” 

 “Yet Target had something Uber so desperately lacks: a stabilizing force that extends beyond any one person.” 
 “At Target, the brand is king: Everyone, including the CEO, is subordinate to it. The company often credits the ‘Target 

Way’ for its success. At Uber, it has been Kalanick’s way—aggressive, in-your-face and rule-breaking.” 
 “As co-founder and chief executive officer of Uber, Kalanick is the culture. He is the one thing that gives Uber any 

semblance of a cohesive identity. (Let’s not get into last year’s overwrought logo redesign, followed promptly by the 
resignation of design chief Andrew Crow.) Employees take their cues from Kalanick. Yet this is the same person who 
recently admitted that he needs help after a video surfaced of him berating an Uber driver.” 

 “‘With Target, you have an established retailer that’s been around for a while,’ said Susan Forster, founder of Core 
Change Work Consulting and an expert on human resources. ‘With Uber, you have a startup—a fast-growing startup, 
but still a startup. There’s not a lot of internal infrastructure to stabilize the company. And you have a volatile CEO.’” 

 “Under Jones, Target began to experiment more; even failures, he argued, could yield valuable lessons and insights.” 
 “That kind of thinking ought to have translated well to Silicon Valley. But what Kalanick really needed Jones to 

disrupt was the company’s heartless tech bro image. When Kalanick wasn’t making sexist jokes, he was dismissing 
the company’s drivers as deadweight he couldn’t wait to replace with robot cars. Jones’ formidable marketing skills, 
Kalanick hoped, could remake the company’s image.” 

 “But the problems at Uber weren’t superficial image problems. They had their roots deep within the company’s 
culture—how it hires and manages people, how it launches products, how it views the world. Kalanick loves a fight, 
which is how Uber faced down hostile regulators and a host of competitors around the world. But Uber’s customers 
just want a ride, not a battle. And some of Uber’s biggest battles have been internal.” 

http://www.sfchronicle.com/business/article/Jeff-Jones-turned-Target-around-why-did-he-11015306.php?cmpid=gsa-sfgate-result
http://www.sfchronicle.com/business/article/Amid-turbulence-at-Uber-company-s-president-11013195.php
https://www.dezeen.com/2016/02/09/uber-head-of-design-andrew-crow-steps-down-following-controversial-rebrand/
http://www.sfchronicle.com/business/article/Jeff-Jones-driving-mission-Soften-Uber-9196100.php
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 “In February, Susan Fowler, a former Uber engineer, penned an explosive blog post that chronicled what she 
described as a deeply embedded culture of sexism and sexual harassment at the company that was allowed to 
persist because of dysfunctional leadership.” 

 “Days after that, Amit Singhal, Uber’s former senior vice president of engineering, resigned after reports emerged 
that he failed to disclose a sexual harassment allegation made against him while he was employed at Google. 
Singhal has denied the harassment charge.” 

 “Jones appeared to allude to those events in a statement announcing his resignation.” 
 “‘The beliefs and approach to leadership that have guided my career are inconsistent with what I saw and 

experienced at Uber and I could no longer continue as president of the ride sharing business,’ Jones said.” 
 “Afra Afsharipour, a law professor at UC Davis, said working at a large, publicly traded company like Target provides 

executives with a set of legal and moral standards that they must follow, lest they endanger shareholders’ 
investments. Such structures do not exist at private firms like Uber, she said.” 

 
March 26 Business Insider article 

The last month has brought numerous missteps for Uber, including a litany of high-profile executive departures. Some 
who were on the job less than a year. 

 “Uber was already off to a bad start in 2017, but the year is getting worse by the day for the $69 billion ride-hailing 
company.” 

 “In January, Uber lost more than 200,000 customers in a single weekend after the #DeleteUber movement led to a 
fury of account deletions by customers upset about its ties to President Trump.” 

 “But that was just a prelude to Uber’s no-good, very bad month. During the roughly 30-day period of mid-February to 
mid-March, the company has been pummeled by a seemingly never-ending barrage of bad news, with a new crisis 
almost every day.” 

 “Susan Fowler starts it all with her reflections on ‘one very, very strange year at Uber.’” 
 “Uber CEO Travis Kalanick immediately pledges to look into Fowler’s investigations, and hires former US Attorney 

General Eric Holder to lead the investigation.” 
 “The New York Times publishes a bombshell report that suggests Fowler’s claims were not isolated.” 
 “Uber investors, Freada and Mitch Kapor, blasted the company for failing to change.” 
 “Google, another Uber investor, sued the company for intellectual property theft.” 
 “One week into the storm, crisis experts agree: Uber needs to make a big statement, and that might mean firing 

Kalanick.” 
 “Uber’s SVP of engineering stepped down over sexual-harassment allegations at his former job at Google.” 
 “A dashcam video caught Uber CEO in a heated argument over prices.” 
 “Kalanick then issued a ‘profound’ apology and says he’ll seek leadership help.” 
 “Lyft, capitalizing on the moment, is trying to raise $500 million to fight Uber.” 
 “The New York Times revealed that Uber has been secretively deceiving authorities for years with a tool called 

‘Greyball’.” 
 “Uber loses another top VP.” 
 “The executive exodus also continued with Uber’s head of AI only lasting four months at the company.” 
 “Uber suffered another black-eye when its president abruptly quit the company after only six months.” 
 “Shortly after Jones’ departure, it was reported that another VP was also leaving.” 

 
 
 

Additional research by Eva Cahen and Cheryl Meyer. 
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http://www.businessinsider.com/uber-scandal-timeline-2017-3
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