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Summary of Findings 
 GrubHub Inc. (GRUB) has a tall task ahead of it in fending off Uber 

Technologies Inc.’s UberEATS and in maintaining its supremacy in 
the online food ordering and delivery world. 

 UberEATS is gaining steam as it rolls out its service nationwide. It is 
readily accepted by restaurants based on its speedy delivery, 
Uber’s existing network of drivers, and the easy transition into 
many consumers’ established Uber ride-sharing accounts. 

 Six of the seven restaurant sources using UberEATS said it is better 
than its competitors and is gaining ground on them, including 
GrubHub. It boasts a simple, clean and fast user experience, offers 
photos of the food items (unlike GrubHub), and charges consumers 
a flat delivery rate that is often less expensive than others’ fees. 

 Despite being a newcomer, UberEATS already has provided 
immediate results for its restaurant clients. One source with more 
than 100 locations said it outperforms GrubHub and receives at 
least twice and as much as 10 times the number of orders. 
Another source said UberEATS held 50% of online orders after only 
three months while GrubHub had 20%. Yet another has seen 
delivery orders double with UberEATS while GrubHub continues to 
bring in 10% of orders. 

 GrubHub, meanwhile, has the larger footprint, was first on the 
scene, charges a lower commission than UberEATS’ industry-
leading 30%, and is trusted by restaurants for its experience, 
ordering accuracy, and exposure that it can bring to its clients. 
Sources were critical of GrubHub’s drivers being late and careless 
or early and impatient, its lack of responsiveness to issues, and its 
need for better technology. 

 Still, GrubHub outperforms its other competitors, including 
Postmates, DoorDash and Yelp Inc.’s (YELP) Eat24, which still uses 
faxes for communicating orders to restaurants and suffers from 
Yelp’s reputation for suppressing negative restaurant reviews. 

 Two sources said UberEATS has the best analytics with its market 
dashboard, app and tracking. Six others, all non-UberEATS clients, 
said GrubHub provides the best options, including a free tablet and 
insightful end-of-day summaries. 

 

Research Question: 

Will GrubHub win the online food ordering battle? 

Silo Summaries 
1) Restaurants Using GrubHub and Competitors 
UberEATS is making a strong first impression and 
challenging GrubHub for supremacy. Of the five sources 
who use the new service, four said it is superior to 
GrubHub and all others, very popular among 
consumers, and making gains on GrubHub. UberEATS 
was credited with providing a simple, seamless and fast 
user experience. Its large network of drivers, familiarity 
among consumers, brand recognition, flat delivery rate, 
and photos of menu items create a platform that is 
growing quickly in cities where it has a presence while 
providing immediate results for restaurant owners and 
operators. Still, GrubHub remains the category’s leader 
based on its reach, experience, ordering accuracy, and 
brand identity, bringing exposure, marketing and 
promotions to restaurants, especially single-location 
businesses. It struggles, however, with inconsistent 
service as drivers often are late and careless or early 
and impatient. The company also need better 
technology, and lags in resolving restaurants’ order 
issues. Not having photos of the food items is another 
knock on the company. UberEATS is the most expensive 
of the group, charging 30% commission, while all 
others’ rates are between 10% for no search placement 
and 25% for preferred placement status.  
 
2) Restaurants Using Only Competitors 
UberEATS was chosen and excels because of its speed 
of delivery, its popularity with customers who already 
trust the brand and use the ride-sharing app, its existing 
network of drivers, its user-friendly app, and its flat 
$4.99 delivery rate. One source in Nashville said 
UberEATS’ share has grown steadily after only several 
weeks in operation. GrubHub is not widely used enough 
to warrant a partnership, according to one source. 
 
3) Industry Specialists 
This source said GrubHub is the No. 1 online food 
delivery service company. It is a must for restaurants, 
which will benefit from the visibility of being on the 
popular platform. The source cited enough room for 
other companies to be winners as well, and most 
restaurants employ multiple delivery services. He did 
not discuss UberEATS. 
 

Report Type: ☐ Initial Coverage Previously Covered Full Report ☐ Report Update 
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Background 
GrubHub is an online platform for restaurant pickup and delivery services. Its second-quarter results beat expectations as 
earnings were up 23¢ per share, revenue grew 37% year to year, and the company raised guidance for its fiscal year 2016. 
GrubHub had 5 million more orders in the quarter, a 23% increase, while active diners grew 24% year to year. GrubHub’s 
strong results were driven by improved technology backing the mobile app, more advertising, and better delivery personnel. 
Its second-quarter performance represents quite a turnaround from the last five quarters during which order growth declined 
as competition from the likes of UberEATS and Postmates mounted. UberEATS is powered by the Uber app; the average order 
takes 35 minutes from start to finish, and the delivery fee is a flat $4.99. Postmates was named this fall as one of the 10 
apps every college student should download. 
 
GrubHub is customizing its platform for its diners, and using its data to make recommendations for choice of restaurant, meal 
and time of order. It provides restaurant ratings based on food quality, delivery time estimation, and order accuracy in an 
attempt to set itself apart from competitors and be the most chosen takeout option for diners and restaurants. 
 
In a test of seven different delivery services with the same order placed at the same time, UberEATS arrived first and 
presented the easiest process, including ordering and tracking delivery. GrubHub’s order arrived second to last, from a 
delivery person working for an independent courier service who also brought the order from Yelp’s Eat24. Postmates arrived 
last, nearly an hour after the order was placed, and the food had the worst presentation. GrubHub also rated low in this area. 
Postmates was ranked 7th, GrubHub 4th, UberEATS 2nd, and DoorDash 1st. 
 
Blueshift Research’s Dec. 18, 2014, report found that GrubHub was a positive boost and a valuable service that restaurant 
sources expected to continue using for their delivery needs. Most also said GrubHub got better results than its competitors. 
 
Current Research 
Blueshift Research assessed whether GrubHub would win the online food ordering delivery battle. We employed our pattern 
mining approach to establish four independent silos, comprising 15 primary sources and seven relevant secondary sources 
focused on first-hand accounts comparing the various food delivery apps, UberEATS’ hiring process and criteria for a 
restaurant’s operations role, UberEATS implementing surge pricing, a lawsuit over missing tips for UberEATS drivers, forecasts 
of UberEATS reaching more than $300 million in gross revenue in the next year, and controversial comments made by 
GrubHub’s CEO after the presidential election: 

1) Restaurants using GrubHub and competitors (12) 
2) Restaurants using only competitors (2) 
3) Industry specialists (1) 
4) Secondary sources (7) 

 
 
 
 

 GrubHub UberEATS Eat24 

Restaurants Using GrubHub and Competitors    

Restaurants Using Only Competitors 
   

Industry Specialists 
 

N/A  

http://www.huffingtonpost.com/sammy-solomon/10-apps-every-college-stu_b_11418308.html
http://www.businessinsider.com/best-lunch-delivery-service-ubereats-vs-postmates-vs-amazon-vs-grubhub-vs-caviar-2016-7/#in-the-us-analysts-estimate-that-only-10-of-restaurants-take-online-orders-that-means-theres-90-of-the-market-left-to-conquer-which-has-created-a-gold-rush-of-companies-trying-to-cash-in-right-now-grubhub-is-the-market-leader-in-terms-of-ordering-share-but-is-it-really-the-best-service-1
http://blueshiftideas.com/reports/121411GrubHubaPositiveBoostforRestaurantsCurrentCommissionsNotaDeterrent.pdf
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Next Steps 
Blueshift Research’s next report on GrubHub will assess the ongoing threat from UberEATS as the latter expands nationally. 
We will learn whether UberEATS is taking share from GrubHub or if both have room to succeed and thrive. We also will speak 
with repeat sources currently not using UberEATS to measure its progress in attracting new clients. We will monitor steps 
GrubHub is taking to fend off the competitor, and how it is using data and analytics to its advantage. Lastly, we will determine 
the effects of UberEATS’ surge pricing and a decrease in promotional activity once it becomes more established in markets. 
 
 

Silos 
 
1) Restaurants Using GrubHub and Competitors 
UberEATS is making a strong first impression and challenging GrubHub for supremacy. Of the five sources who use the new 
service, four said it is superior to GrubHub and all others, very popular among consumers, and making gains on GrubHub. The 
remaining source only recently started working with UberEATS. UberEATS was credited with providing a simple, seamless and 
fast user experience. Its large network of drivers, familiarity among consumers, brand recognition, flat delivery rate, and 
photos of menu items create a platform that is growing quickly in cities where it has a presence while providing immediate 
results for restaurant owners and operators. One source with more than 100 restaurant chain locations said UberEATS 
outperforms GrubHub with at least twice and as many as 10 times the number of orders. Another source said UberEATS 
received 50% of online delivery orders after just three months while GrubHub had 20%. Yet a third source said delivery orders 
doubled for UberEATS while GrubHub held 10%. Still, GrubHub remains the category’s leader based on its reach, experience, 
ordering accuracy, and brand identity, bringing exposure, marketing and promotions to restaurants, especially single-location 
businesses. It struggles, however, with inconsistent service as drivers often are late and careless or early and impatient. The 
company also need better technology, and lags in resolving restaurants’ order issues. Not having photos of the food items is 
another knock on the company. UberEATS is the most expensive of the group, charging 30% commission, while all others’ 
rates are between 10% for no search placement and 25% for preferred placement status. Two sources said UberEATS has the 
best analytics with its market dashboard, app and tracking. Six other sources, all non-UberEATS clients, said GrubHub 
provides the best options, including a free tablet and insightful end-of-day summaries. 
 
 
Key Silo Findings 
Satisfaction with GrubHub 

- Of the 8 sources who ranked GrubHub, the company averaged a 7.8 rating out of 10. 
o 9.5 was the high score. 
o 3 was the low score. 

- GrubHub is liked best for its reach, experience, seamlessness, ordering accuracy and technology/data. 
o 1 said GrubHub has good strategic partnerships and is rightly focused on POS integration. 

- Does a solid business, brings customers in, helps with marketing and promotions. 
o Especially for small, single-location restaurants. 

- Criticisms include: 
o Drivers who are late for pickup or early and impatient (4 sources). 

 1 said their restaurant now only prepares the meal when the driver is on location. 
o Holes in the technology with room for improvement (3). 
o Lack of responsiveness and customer service from the company (2). 

- 2 sources said the lack of photos of the items on the menu is detrimental. 
- 1 said GrubHub’s success depends on the market. 
- 1 said GrubHub does better in urban areas while competitors are stronger in suburban residential markets. 

Satisfaction with Competitors 
- 4 of the 5 sources using UberEATS said it is the best, most popular platform and is taking share from GrubHub. 

o The 1 detractor just started using it. 
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o 2 others are in talks to begin using UberEATS, including 1 who stopped using it before the change in model 
and has not yet gone back. 

- UberEATS was lauded for its user experience, photos of food items, ease of ordering and streamlined process, flat 
delivery fee, large network of drivers, speed of delivery, strong customer relations, and popularity among customers. 

o It has the highest commission rate of 30%, but makes up for it in most cases with higher volume. 
o Also criticized for rude drivers and inaccessibility of customer service, including an offshore call center. 
o Currently lacks coverage as it rolls out nationally, but expected to get there. 

- DoorDash, Postmates and Eat24 were other common competitors. 
o DoorDash received mixed reviews—closing quickly on GrubHub, faster and more trusted by 2 sources, but 

slower, worse technology, no tablet, and drivers without uniform/identifiers for 3 sources. 
o Postmates is slower, has a variable delivery fee, worse technology. 
o Eat24 ranked lower: poor service, not making changes on the back end so customers still are ordering 

items no longer on the menu, not enough customers, not worth paying more for higher placement. 
Sales 

- 1 restaurant franchise with more than 100 locations said UberEATS outperforms GrubHub with at least twice and as 
much as 10 times the number of orders. 

o Postmates does three times the orders of GrubHub. 
- 1 said UberEATS got 50% of delivery orders after just 3 months, GrubHub 20%, and all others combined 30%. 
- 1 said delivery orders doubled with UberEATS, which got the majority of orders, while GrubHub held 10%. 
- 1 said GrubHub accounts for 33% of orders on some days, less on others, somewhat dependent on region. 
- 1 said deliveries orders have doubled as a result of using GrubHub and Postmates in the last year. 
- 1 said orders increased 10% because of GrubHub. 
- 1 said 60% of orders go to GrubHub though some sales have been lost with Seamless joining GrubHub, and 10% to 

15% go to Eat24. 
- 1 said delivery orders are up 15% after starting online orders in the last 3 months, with equal share going to 

GrubHub and DoorDash. 
- 2 said overall sales in their restaurants have declined as of late. 

Costs 
- UberEATS charges the highest commission at 30%. 

o 1 said UberEATS offered 25% if it was the exclusive provider, but the network is not nationwide so the 
source opted against this. 

- The rest are in the 10% to 25% range depending on payment for placement. 
o 1 said it would pay more for better placement with GrubHub. 
o 1 said it would not pay more to GrubHub. 
o 1 said Postmates is 20% for placement and preferred service, but 10% otherwise. 
o 1 paid more for better placement with Eat24 and said the increase in business was not enough to justify 

the increased cost as it only evened out. 
Data 

- 2 said UberEATS has the best analytics with its market dashboard, app and tracking. 
- 6 (all non-UberEATS customers) said GrubHub provides better options than competitors. 

o Its tablet is better, free (compared with Eat24 charging $400), the app is simple. 
o GrubHub produces a useful and insightful end-of-day summaries. 
o Some competitors still use fax orders. 

 
 

1) Marketing executive for a restaurant chain with more than 100 locations 

GrubHub could win the online food ordering battle, but it would need to upgrade its user experience and technology first 
and do it quickly. GrubHub’s advantages are that it has been around longer than the others, and it covers many areas 
that other delivery providers do not. Its primary competitor, UberEATS, significantly outperforms GrubHub when both 
companies serve an area. Postmates also outperforms GrubHub. UberEATS, despite its high commission rate, provides 
an outstanding user experience because it photographs menu items that it then puts on its app, and makes ordering 
easy because it already has the user’s credit card information. UberEATS’ data feedback on specifics, such as the value 

https://www.seamless.com/browse/ca-san_francisco
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of opportunities for additional orders, also is superior and helps operators motivate staff. Its drawback is that it is not yet 
present in all areas. 

Satisfaction with GrubHub 
 “We’ve been with GrubHub for about a year.” 
 “We created master agreements this year for our franchisees with third-party delivery services that were already 

servicing their stores or had the ability to. These included GrubHub, Postmates, DoorDash, Eat24, UberEATS and 
LAbite. Before, all the franchisees were paying different commissions, depending on the salesperson who’d signed 
them on an agreement. With a master agreement, everybody will be paying the same rate.” 

 “Ordering from GrubHub is text-based. But people like to see pictures of the food they’re ordering, and they also like 
for the app to be easy to use. UberEATS has an advantage over GrubHub in that respect because their pictures are 
nice and they’re hooked up to the customer’s Uber account for the payment method.” 

 “GrubHub is older and clunkier than the Uber platform.” 
 “To get a perfect 10/10 rating, GrubHub needs to adapt their user experience and technology interface for the 

customers.” 
 “In order for GrubHub to compete with Uber, if they upgraded their user experience on their platform, they’d be able 

to give them a pretty competitive run.” 
 “GrubHub has been there much longer. They can definitely compete very hard and even win [the online ordering 

battle] if they start making those changes sooner rather than later. The longer they take, the harder it will be.” 
 “GrubHub also has some strategic partnerships that Uber doesn’t have. They’ve partnered with online ordering 

service providers such as Olo.” 
 “Many restaurants go through these third-party online ordering providers. 

Tillster is another one. Not delivery providers; they’re integrated at the point 
of sale. GrubHub has been smart and done a good job at partnering with a 
few industry online ordering service providers that have a POS integration. 
They’ve offered these companies to partner with them, and this has allowed 
them to have customers who might have previously only been able to pick 
up the food in a restaurant, check a box that they want delivery. That 
delivery order will be serviced by GrubHub.” 

 “GrubHub can service a much larger area than UberEATS.” 
Satisfaction with Competitors 
 “Our top three third-party providers are UberEATS, Postmates and 

GrubHub.” 
 “We started working with UberEATS this year. When they changed their 

model to be an online food delivering provider, they rolled out the best 
platform out of all.” 

 “They send a photographer to your restaurant who takes pictures of the 
food.” 

 “They make the ordering experience very easy for the user.” 
 “Their delivery fee is only $4.99 and not variable like with Postmates.” 
 “Because they have such a big network of Uber drivers, they’re able to route the nearest driver to pick it up and 

deliver it in a more efficient time frame than the other service providers.” 
 “UberEATS’ 30% commission seemed very high at first, but they said they would drive much more volume. I was 

skeptical at first, but the reality is they have so many more users on their Uber platform. Once they made the 
conversion to UberEATS, which is now a separate app, they have a much bigger user base that’s also tech-savvy, and 
they have the users’ payment information already connected to their Uber account.” 

 “When you place an order on Postmates, you have to wait and hope for a driver in the area to accept the order. With 
UberEATS, if the restaurant accepts the order, which they do 90% of the time, they just come and pick it up and drop 
it off.” 

 “The Uber experience and mobile platform are much better than that of the other providers, and they do drive a 
considerable amount more volume or revenue to the restaurant than Postmates, GrubHub or the other providers.” 

 “However, they do not have as big of a coverage area as the other providers. They’re growing though, and they will 
eventually get there.” 

Ordering from GrubHub is text-
based. But people like to see 
pictures of the food they’re 
ordering, and they also like for 
the app to be easy to use. 
UberEATS has an advantage 
over GrubHub in that respect 
because their pictures are nice 
and they’re hooked up to the 
customer’s Uber account for 
the payment method. 

Marketing executive 
Restaurant chain 

https://www.labite.com/
http://media.grubhub.com/media/press-releases/press-release-details/2011/GrubHub-and-OLO-Team-up-to-Create-the-Largest-Platform-for-Restaurant-Online-Ordering/default.aspx
http://www.olo.com/
http://www.tillster.com/


 

 301 Battery Street, 2nd Floor, San Francisco, CA 94111 | www.blueshiftideas.com 
6 

GrubHub Inc. 

 “With Postmates, if you pay a higher commission, the user experience can be nicer but the service fee can be high. 
And delivery takes longer because they don’t have that many drivers.” 

 “Uber also does a good job in customer relations. They refund customers who write in complaints, no questions 
asked, with a response within an hour. They then go to the restaurant and sort it out.” 

 “Neither Postmates nor GrubHub really does it as well and as quickly.” 
 “The two drawbacks with Uber is they’re not everywhere yet and they have a higher commission.” 
 “UberEATS is also rolling out in international markets. They are also doing the same amount of considerable volume 

relative to the other providers.” 
Sales 
 “In the areas where GrubHub and UberEATS both have coverage, UberEATS drives way more, at least twice as many, 

orders.” 
 “UberEATS can bring in as much as 10 times the dollar amount in extra sales in a restaurant as GrubHub in a given 

week. It brings in two and a half times what GrubHub does in a week, conservatively. Postmates is also typically 
higher than GrubHub, sometimes three times higher.” 

 “Postmates’ commission is 10%, but the delivery fee to the customer is 
variable and can go anywhere from $5 to upwards of $15. … The delivery 
fee can be more than the meal they ordered.” 

Costs 
 “UberEATS is the most expensive at 30% commission. With that being said, 

they drive a very significant amount of volume above and beyond the other 
delivery service providers from what we’ve seen.” 

 “With Postmates, you can be a preferred merchant and then they build out 
your menu on their app. There’ll be pictures and a preferred placement 
above the other restaurants. That’s for 20% commission instead of 10%.” 

 “If you’re not a preferred merchant, there are no pictures and they don’t 
build it out for you. The customer has a poor user experience because they 
have to manually type into what just looks like a comments box when they 
want to order, and they don’t know what the prices are.” 

 “GrubHub has a similar setup but a variable commission percentage, 
where the more you pay in commission, the higher up your restaurant 
appears in their search results.” 

 “Uber offered lower commission, 25%, if we used them exclusively. That’s 
not realistic though because they don’t service every location.” 

 “You do need to add more labor to keep up with the volume you’re doing. 
Some stores that are doing considerably more volume through UberEATS 
have had to add some additional labor to help with that. If you double your 
sales or increase them by 30%, you need to add labor. But by and large, there hasn’t been a huge effect on having to 
staff with a ton more people.” 

Data 
 “Out of all the providers, Uber has been the best at providing and utilizing their data. They’re above and beyond the 

other ones.” 
 “GrubHub and Postmates send us corporate reads of our weekly sales reports. Uber sends that as well. But they’ve 

just built out a merchant dashboard where you can log in for more detailed insight.” 
 “Because Uber sends all their orders to an iPad in the store, and if the store receives, for example, 100 orders but 

only accepts 90 of them, they’ll tell the store that they missed out on accepting 10 orders, and this translates to X 
thousands of dollars per year in lost revenue. This is the most fascinating data insight that Uber uses, and the others 
don’t have it, to my knowledge. These emails help operators incentivize their team to do their best to accept as many 
orders as absolutely possible.” 

 
 
 
 

In the areas where GrubHub 
and UberEATS both have 
coverage, UberEATS drives way 
more, at least twice as many, 
orders. UberEATS can bring in 
as much as 10 times the dollar 
amount in extra sales in a 
restaurant as GrubHub in a 
given week. It brings in two and 
a half times what GrubHub 
does in a week, conservatively. 
Postmates is also typically 
higher than GrubHub, 
sometimes three times higher. 

Marketing executive 
Restaurant chain 

http://mashable.com/2016/09/27/ubereats-international-expansion/#IbY_ZEcyrmqw
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2) Regional manager with a fast-casual restaurant chain 

Online ordering companies are thriving. GrubHub’s advantage is order accuracy. However, DoorDash and Postmates are 
better at getting food to customers more quickly. Their technology though is not as good GrubHub’s tablets, which 
facilitate the order accuracy. Sales for any of the service providers vary widely by location. GrubHub does decidedly better 
in urban areas and not as well in more residential ones. This chain had used UberEATS before it changed its model but 
stopped because of unidentified issues. 

Satisfaction with GrubHub 
 “We use GrubHub; LAbite and Restaurants on the Run, both of which now are combined with GrubHub; DoorDash; 

and Postmates.” 
 “We use GrubHub because of old relationships that helped us negotiate a good rate with them.” 
 “We’ve been with GrubHub for about a year.” 
 “GrubHub’s strength is order availability and accuracy.” 
 “The biggest problem with GrubHub is delivery times and being on time.” 
 “People use GrubHub and the other services for convenience. Having food delivered saves on gas and time, when we 

could be doing something more productive. I think it’s going to grow but not exponentially. People still need that 
social aspect of going out.” 

Satisfaction with Competitors 
 “DoorDash and Postmates are better at getting the food to the customers 

more quickly. Their drivers get there faster. However, their technology is not 
as good.” 

 “My team members trust Postmates and DoorDash more, so they tend to 
promote those more if a guest asks about delivery.” 

 “We used UberEATS for a while but stopped. We had some issues with 
them early on. Now they’ve changed their model, but we just haven’t gotten 
on board again.” 

Sales 
 “Delivery sales by the different competitors vary by location. GrubHub does 

well in the more urban locations but not so well in more residential or 
suburban ones.” 

 “Of all of yesterday’s delivery sales companywide, one-third was GrubHub, though in my region, which spans more 
residential areas, it was only 16%. The other platforms are all combined, so it’s hard to say what the split is.” 

 “Postmates seem to do better for us in some less urban areas.” 
 “Really, each area seems to have its own favorite. It depends on who got there first and did their marketing first.” 
 “The problem with all the delivery companies from a restaurant’s perspective is that where you show up on their 

search page depends not only on our relationship with them but on other factors, such as how popular they are in 
the community. It’s an algorithm, like Google’s.” 

Costs 
 “Our agreements are for a bulk rate that covers all the restaurants. They also provide email blasts and other 

seasonal promotions.” 
 “Without specific details, some of the services charge us a lower percentage of the sale and more for guests. Others 

charge us more and the guests less. Our charges can vary from 17% to 25% while the guest gets charged anywhere 
from $1 to $4.” 

Data 
 “GrubHub’s tablet is superior to the others, which sometimes still use faxes. The ability to see the order and get it 

right with the guest is very good for GrubHub.” 
 “It would be an advantage to any delivery company if they could figure out how to integrate their technology into our 

technology.” 
 “We don’t get a lot of analytics feedback from any of the online delivery services.” 

 
 
 

GrubHub’s strength is order 
availability and accuracy. … The 
biggest problem with GrubHub 
is delivery times and being on 
time. 

Regional manager 
Fast-casual restaurant chain 

https://www.rotr.com/
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3) Sales executive for a large national restaurant chain 

The chain has worked with GrubHub and DoorDash for about a year. GrubHub is the market leader because of its 
acquisitions and because of consumers’ desire for convenience. The chain’s use of GrubHub varies according to markets 
and restaurants and on whether GrubHub meets their needs. GrubHub is responsive to making changes where needed. 
DoorDash is the chain’s second top provider and is closing in fast because of its reactiveness. The positive relationships 
with both companies is helping to drive this chain’s growth. Overall deliveries have increased by double digits year to 
year. Commission costs are equivalent for the different online ordering companies. The chain is working on integrating 
GrubHub’s ordering app into its POS and is satisfied with GrubHub’s technology. UberEATS is not on the source’s radar. 

Satisfaction with GrubHub 
 “We’ve been using GrubHub for about a year now.” 
 “We use just about all the online ordering companies. We use different companies in different regions and in 

different restaurants, depending on which one is available and which one does the job that we want it to do.” 
 “We use GrubHub and the other third-party platforms because of how people like to consume. People are looking for 

convenience, and these online ordering platforms provide the convenience for people to dine at home and have 
access to a variety of food. Before, it was just Domino’s and Pizza Hut. Now you can get any kind of food you want, 
any time of the day.” 

 “We use the companies that are present in the regions where we have 
restaurants. First, we make sure they provide the services we want to 
provide.” 

 “It’s hard to rate GrubHub overall. In some markets they do very well, and 
in other markets we have a good enough relationship with them that we 
can have discussions with them that the service they’re providing for us is 
not good enough.” 

 “GrubHub is the largest in the U.S. Just in the California market they’ve 
bought up LAbite, Restaurants on the Run, Seamless and Delivered Dish. 
These used to be the mainstays. It’s natural then that GrubHub is now the 
biggest.” 

 “GrubHub is our No. 1 [third-party delivery platform].” 
Satisfaction with Competitors 
 “DoorDash is probably No. 2 for us as a third-party company. They’re 

closing in quickly.” 
 “We’re using DoorDash more and more and going forward. It’s a great company, and they’re a good partner to work 

with. We started out working with them about a year ago.” 
 “We have very good relations with DoorDash as a company. They’re responsive to what’s going on. We’re able to 

communicate with them. They react to situations right away. It’s the same as with GrubHub.” 
 “We use well over 100 different third-party companies.” 
 “As far as UberEATS, we’re talking to them, but they’re not really on our radar as of yet, until we can come to an 

agreement with them.” 
Sales 
 “Our deliveries are absolutely up, easily in the double digits. We only started with GrubHub a year ago, so sales with 

them are, of course, up year over year.” 
Costs 
 “In terms of costs, they’re all very similar.” 
 “As sales increase, we, of course, have to add employees. It’s the cost of doing business. We’ve had to add 

employees because our takeout is busier than in the past. This applies particularly to people who’re cooking and 
delivering in the afternoon.” 

Data 
 “We’re working to see if we can integrate GrubHub into our POS system. That would be advantageous for us.” 
 “GrubHub’s analytics are absolutely very valuable to us.” 
 “We’re also very satisfied with DoorDash’s technology.” 

 
 

GrubHub is our No. 1 [third-
party delivery platform.] … 
DoorDash is probably No. 2 for 
us as a third-party company. 
They’re closing in quickly. … 
We’re using DoorDash more 
and more and going forward. 

Sales executive 
Large national restaurant chain 

http://www.ddish.com/
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4) Manager of a barbeque restaurant in Texas 

UberEATS gets a 7 out of 10 rating and now accounts for 50% of all food delivery orders after just three months. GrubHub 
is second but was rated a 3 because of unreliable service. It accounts for 20% of food deliveries. UberEATS will take 
enough share from GrubHub to become the top food delivery provider. This restaurant also uses Eat24 and DoorDash. 
UberEATS is the biggest revenue generator although that could shift once it stops offering new-customer promotions. 
Drivers for GrubHub are often as much as 30 minutes late for pickups to the point at which the restaurant now waits until 
the driver arrives before cooking the meal. The UberEATS app and technology are more streamlined, but its fees are 
higher at 30% of every sale compared with GrubHub at 20% to 25%. Still, even if GrubHub lowered its rates or ramped up 
online placement somehow, it would need a lot of improvement in order to grow its rating. Both UberEATS and GrubHub 
are frustratingly inaccessible at times, with long wait times for a returned email or phone call. UberEATS is using an out-
of-country call center for restaurateurs, which impedes its ability to make quick changes to menus or resolve issues in a 
timely manner. Drivers for both GrubHub and UberEATS do not wear uniforms, so often there is no way to tell when the 
driver is in the restaurant. Professionalism seems to be an issue. 

Satisfaction with GrubHub 
 “We’ve been using GrubHub for about two years, maybe two and a half. I give them a 3 out of 10. They aren’t 

reliable.” 
 “On the app we tell them how long the food will take to cook. Usually it’s 

only between 10 and 15 minutes for almost every order, but sometimes the 
drivers show up 45 minutes or an hour later. I don’t understand it. Their 
app has all this mapping software on it and I can see the driver. It will say 
they are an hour away, and really they are only two or three minutes away 
but it takes forever for them to get here. It is awful.” 

 “Now we don’t make a GrubHub order until the driver is standing in the 
restaurant.” 

 “It’s not a good service. They aren’t responsive. When they first came out, 
we got the tablet from them and we had this rep come in and set us up and 
make sure we had everything we needed. Then nothing.” 

 “Pretty soon a bunch of other companies, like Yelp’s Eat24 and some 
smaller ones, approached us, and we started using those as well just to 
cover the bases.” 

 “When GrubHub came out, I wrote down a lot of details about how the app works and how we can get the best out of 
the service. Then we started having problems, and when we reported them nothing would change.” 

 “They don’t give us the most business, but 20% of it and so we’ll keep them. We’ve just lowered the bar so we know 
what to expect. Like I said, we don’t usually make anything they send in until there is a GrubHub delivery driver in the 
restaurant.” 

Satisfaction with Competitors 
 “Uber is the biggest competitor, and they’re accounting for about 50%, if not more, of our takeout orders.” 
 “If UberEATS is as popular as Uber Drive is, the numbers will be very high. Uber is extremely popular here.” 
 “We’ve been using Uber for about three months, and so far they are very good. We’ll keep using then, but we also 

use Eat Out In, DoorDash, Eat24 and Bite Squad [which] combine for the remaining 30% of our delivery order 
business.” 

 “I give Uber a 7 because they have the app down and it’s much more streamlined. They are faster than GrubHub.” 
 “In order to come in closer to a 10, Uber would also need to address their customer service issues. We had a rep 

from Uber when we first started too. She gave me her email address. Then, when things went wrong or we had an 
issue like with prices or wrong menu items, I tried to email her, and I got an email back saying the email was not 
usable and to call customer service. I finally found out that she was promoted, and there was no one who could tell 
me who my ‘rep’ is.” 

 “I would say that if Uber could really shift the way it now works with restaurants on issues, made itself more 
accessible, they could absolutely take over where GrubHub began several years ago.” 

 “I’d give Uber a 10 if it could address its call center issues. Right now it’s in a foreign country, which is fine, but they 
can’t really help me about 75% of the time. And they have this process that forces you to repeat your name, 
restaurant name, address and phone number every time you call them. It should be streamlined, like GrubHub is, so 

Uber is the biggest competitor, 
and they’re accounting for 
about 50%, if not more, of our 
takeout orders. … If UberEATS 
is as popular as Uber Drive is, 
the numbers will be very high. 
Uber is extremely popular here. 

Manager 
Barbeque restaurant in Texas 

https://www.eatoutin.com/
http://www.bitesquad.com/
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when you call in they look you up by restaurant name and they know your history and they see your locations, 
everything.” 

 “Also, this hasn’t happened a lot, maybe once or twice in the last week. Orders come in from Uber and we fire it, but 
it sits there in the bag because the driver didn’t accept the order in time, so it sort of dropped off their app or 
something. I’m not sure.” 

 “So what we do is the same thing we do with GrubHub, which is to not make any orders until there’s a driver 
standing in front of us.” 

 “From what I’ve seen, these drivers are just couriers. There’s no real service. They just show up, and half the time 
you don’t know who they are because they don’t identify themselves and they don’t wear uniforms here.” 

Sales 
 “Our sales through GrubHub account for about $100 a day, as well as for the other competitors. For Uber, it’s closer 

to $500 a day, if not more.” 
 “That might change because Uber is new, and they are offering all kinds of 

crazy promotions right now.” 
 “Uber is new to us, so the changes are very recent. And I don’t expect those 

numbers to change anytime soon.” 
Costs 
 “GrubHub fees vary between 21% and 25% of every order, while Uber is 

30%.” 
 “I would absolutely not pay GrubHub more money for anything. It doesn’t 

matter about placement. What counts is the service once an order is 
placed. GrubHub has to change a lot of things before I’d be willing to pay 
more.” 

 “We have not saved costs on any of our vendors because management has to handle the delivery orders due to the 
issues that come up. I can’t put wait staff on those orders because it pulls them off the floor, where they rely on tips. 
With Uber and GrubHub and the others, they aren’t making any money.” 

 “We have a delivery service of our own, but it’s not for on-demand orders. It’s primarily for catering orders.” 
Data 
 “I’d say Uber has the better app because it’s easier to manage and track, and has fewer steps involved.” 
 “GrubHub had the tablet and now they all do. We have an Uber tablet, so it’s not about that.” 
 “The truth is it’s about popularity with our customers. If they are happy with the app and the drivers, they’ll use the 

app again and again, so it doesn’t matter if it’s clunky for us or not.” 
 “Uber gets very high ratings for speed and accuracy. GrubHub is slipping.” 

 
 

5) Manager of a café and juice bar in Southern California 

UberEATS is this company’s biggest delivery service provider. It currently handles about 75% of all online ordering, 
meriting an 8 out of 10 rating. Drivers’ attitudes play into the bit of dissatisfaction this eatery has with Uber, but the issue 
is relatively minor. Meanwhile, sales from GrubHub, which this source rated a 9, are small. Uber is by far the most 
popular online food delivery platform being used by all four locations, and it has been doing a consistently good job for 
almost six months. The technology is easy to use and glitch-free. GrubHub gets a high score now, but that could change if 
use increases and more challenges present themselves. 

Satisfaction with GrubHub 
 “GrubHub is OK. I give them a 9. But we use them so infrequently that it’s hard to score them. So far no big issues 

with the platform.” 
 “I guess we’ve been using them for about five or six months. They do OK. We started using them along Yelp and 

LAbite and DoorDash.” 
 “Of those three, DoorDash is probably the biggest competitor behind Uber. GrubHub is not here that often, and I’m 

not certain we have had any orders from them in a few weeks, but I know they are on our website.” 
 “I’m very happy with the GrubHub app and the technology, but I think we use it about 10% of the time for delivery 

orders.” 
 

Uber gets very high ratings for 
speed and accuracy. GrubHub 
is slipping. 

Manager 
Barbeque restaurant in Texas 
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Satisfaction with Competitors 
 “UberEATS is great. I give them an 8 out of 10.” 
 “We started using them about three months ago.” 
 “They are by far the most popular delivery service out there for all our locations.” 
 “The Uber drivers are sometimes a little rude. They give us attitude sometimes if the food isn’t ready when they get 

here, but, hey, that’s how it is. If they were to send us more polished 
drivers, I could give them a 9 or a 10.” 

 “I’m sure we will continue using Uber. It seems to be the top choice by most 
of our customers, so there’s no reason to change anything.” 

 “UberEATS is very simple, just like the ride app. You don’t have a lot of 
guessing with Uber. They are always on time, and the app seems to be 
handling the orders and the menu changes well.” 

 “It’s all about what the customer likes. If they like Uber, that’s where we’ll 
be getting our orders from. If something changes or there is some crazy 
issue with Uber that we can’t resolve, we’d, of course, have to refocus on 
the other services, but for now UberEATS is doing a very good job for us.” 

Sales 
 “I think sales for our store have doubled since we’ve been using UberEATS. 

That is a good marker for how popular the app is.” 
 “Uber sales comprise the majority of delivery orders, so it’s a significant number.” 
Costs 
 “Uber costs 30% of all sales, compared to about 20% to 25% for the others, including GrubHub.” 
Data 
 N/A 

 
 

6) Shift manager at an Atlanta restaurant that is part of a Tex-Mex chain 

This manager is staying with GrubHub because of the business it brings in, but is disturbed by the lack of punctuality of 
GrubHub’s delivery people. Other services such as Eat24, Amazon.com Inc. (AMZN) and UberEATS respect scheduled 
pickup times. The restaurant recently started working with UberEATS, which has tripled the number of orders coming in. 
The technology is very similar. 

Satisfaction with GrubHub 
 “We work with GrubHub, Eat24, UberEATS and Amazon.” 
 “GrubHub is fine as a company, but their employees are a different story.” 
 “Sometimes their delivery people get here way too late. They never come on time. The fax comes through at 5:30, we 

make the food for 5:35, and they don’t come until 7 p.m. Customers call up, and we have to tell them the delivery 
person hasn’t gotten here. Other times their delivery people get here too early, and they get impatient and don’t 
understand we have other delivery services and people in the store we have to serve.” 

 “GrubHub brings a lot of business. That’s why we deal with them, that’s why we stay with them.” 
Satisfaction with Competitors 
 “UberEATS delivery people are way faster than GrubHub and Eat24.” 
 “GrubHub and UberEATS are the main two, but since UberEATS came in, it’s taken over.” 
 “We get the most orders from UberEATS. We just started with them, and they bring us triple the orders. The orders 

come back to back to back.” 
 “We hardly get any orders from Eat24, maybe just once a month.” 
 “We get one order through Amazon every couple of weeks.” 
 “The people who work for UberEATS aren’t perfect either, but at least they get here as soon as the food is ready and 

there are no issues of impatience.” 
Sales 
 N/A 
Costs 
 N/A 

UberEATS is great. … They are 
by far the most popular delivery 
service out there for all our 
locations. … I think sales for 
our store have doubled since 
we’ve been using UberEATS. 

Manager 
Café and juice bar, Southern California 

https://primenow.amazon.com/restaurants
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Data 
 “As far as their technology, I would say it’s about the same for all the companies. They all provide us with tablets, and 

it’s the same.” 
 “I haven’t seen GrubHub’s new app yet personally.” 

 
 

7) Assistant manager for a Dallas restaurant that is part of a national fast-casual pizza chain 

The source rates GrubHub at a 9 out of 10 for accuracy, friendliness and reliability; however, she cited ongoing issues 
with access. Often it takes hours to reach GrubHub representatives by phone when the restaurant wants to make 
changes or discuss menu item cancellations. GrubHub became this location’s primary delivery provider when it bought 
DiningIn in 2015. The restaurant also uses DoorDash, which she rates a 7 for lack of professionalism on the part of the 
drivers. She said DoorDash and GrubHub do almost an equally good job at accuracy, but DoorDash is often 10 to 15 
minutes slower on pickups. 

Satisfaction with GrubHub 
 “We started using GrubHub about a year ago or maybe a little less. They bought DiningIn, which is what we used to 

use, so when that happened we became a GrubHub customer.” 
 “GrubHub is doing very well for us, and yes, we do plan to stay with them.” 
 “I don’t think GrubHub has changed anything for that company because we still get DiningIn delivery people come 

every once in a while, but overall the company has been great.” 
 “I’d rank GrubHub at a 9 because they are very high on accuracy with 

prices and timing.” 
 “In order to get to a 10, they’d need to be more accessible. One of the 

biggest issues we have with GrubHub is getting in contact with them, 
getting them on the phone when there’s an issue. For example, sometimes 
we are out of an item or we no longer carry something, and we need to let 
them know about that so they can fix their menus and make the changes 
online. It can be very difficult to get into contact with them. They will always 
fix what’s wrong, but sometimes it takes three or four calls to them to get 
through to someone.” 

 “GrubHub is a great company overall. They do a wonderful job for us for the 
most part. Like I said, they have just a little bit of an issue with being reachable. Other than that, it makes sense to 
me that they would continue to hold their spot at the top.” 

Satisfaction with Competitors 
 “DoorDash is the competitor we use, but I am not sure if they are as big in other parts of the country.” 
 “That company is OK, but their team members are not as friendly.” 
 “We don’t have any issues with them in terms of accuracy, but they do take quite a bit longer than GrubHub to come 

and pick up orders, and that’s not good.” 
 “We’ve been using DoorDash for a few years. I expect we’ll keep using them as long as customers keep using them. 

I’d say on a scale of 1 to 10, I’d put DoorDash at a 7.” 
 “They really need to work on being a little more customer-friendly and work on their timing.” 
Sales 
 N/A 
Costs 
 N/A 
Data 
 “GrubHub has the better app because they seem to be faster and more accurate. But I’m not really sure what 

DoorDash does that’s different that would make them a better app or one that needed some changes.” 
 
 
 
 

I’d rank GrubHub at a 9 
because they are very high on 
accuracy with prices and 
timing. … I’d say on a scale of 1 
to 10, I’d put DoorDash at a 7. 

Assistant manager 
Fast-casual pizza chain, Dallas 

https://www.diningin.com/
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8) Owner of an African restaurant in Chicago 

GrubHub was rated a 9.5 because it provides advertising for the restaurant, takes care of the financial transactions, and 
adds promotional value. The source credits GrubHub with helping him stay in business during a particular harsh winter. 
He considers GrubHub’s commission reasonable. He also uses Eat24 and is quite happy with that service except that it 
does not generate much traffic. He works with DoorDash as well and recently started using UberEATS. He considers 
GrubHub the best online ordering company because of the traffic it generates. 

Satisfaction with GrubHub 
 “I’ve been on GrubHub for about five years. I also use Seamless, UberEATS, Yelp’s Eat24 and also DoorDash.” 
 “GrubHub is the best of all the online ordering companies I use.” 
 “The first advantage of GrubHub is that it’s advertising for me. They get the customers. People go on GrubHub, and 

they see my restaurant and order. Chances are people wouldn’t have 
known about my restaurant otherwise.” 

 “The second advantage is they deal with the financial transaction between 
the client and me. All I have to do is cook the food and put it out.” 

 “The third advantage is the promotional activity. It brings added value to the 
business.” 

 “I sometimes get customers who come in who say they discovered the 
restaurant through ordering on GrubHub.” 

 “I would give GrubHub a rating of 9.5 out of 10. In order to get a 10, I would 
like to see them focus more on their restaurants rather than on themselves. 
They would then also make more money because when the restaurants 
generate more income, they will get more of it too. Their coupons, for 
example, promote only GrubHub, not the restaurants.” 

 “One winter in Chicago, it was so cold nobody was going out. Orders through 
GrubHub made it possible for me to stay in business. GrubHub made it 
possible to pay my bills.” 

Satisfaction with Competitors 
 “Eat24 is good, but it’s currently very slow. I would give them a 7 out of 10. Their customer service is very good, but 

that 7 is based on the value they provide in bringing in orders.” 
 “I just started with UberEATS. It’s too early to say how that’s going. I’ve only had a couple of orders through them.” 
 “DoorDash is also slow.” 
Sales 
 “When we started, GrubHub was generating about 90% of orders.” 
 “Sales have been soft lately overall. It could be because of the World Series. I don’t know.” 
Costs 
 “GrubHub’s commission is OK. Uber is very expensive. They charge 30%.” 
 “Labor costs increase when ordering increases. They go together. If ordering goes down, labor costs go down also.” 
Data 
 “GrubHub’s technology is great. Their app is very simple.” 

 
 

9) Manager of a Thai restaurant in Boston 

GrubHub is already ahead of other ordering services, especially the other two that this source uses, Foodler and 
BeyondMenu. GrubHub’s easy order confirmation on a tablet and easy-to-read summary at the close of business make it 
superior to the other services. He rates GrubHub an 8 on a scale of 1 to 10, and only wishes that the commission he pays 
were lower. Still, he would be willing to pay even more to get better search placement. Sales have increased by about 
10% since this restaurant started with GrubHub this year. 

Satisfaction with GrubHub 
 “I particularly like the technology on GrubHub. We’re also on Seamless. GrubHub’s technology makes it easy to 

confirm orders on a tablet, and at the end of the day they send us a summary report that’s easy to understand.” 

GrubHub is the best of all the 
online ordering companies I 
use. … I sometimes get 
customers who come in who 
say they discovered the 
restaurant through ordering on 
GrubHub. … Eat24 is good, but 
it’s currently very slow. I would 
give them a 7 out of 10. 

Owner 
African restaurant in Chicago 

https://www.foodler.com/
https://www.beyondmenu.com/
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 “I would give it a rating of 8 out of 10. To make it better, they would have to reduce the commission fee.” 
Satisfaction with Competitors 
 “We also use Foodler and BeyondMenu. GrubHub is better because of its technology.” 
Sales 
 “Our sales have improved by about 10% since we’ve been using GrubHub this year.” 
Costs 
 “Even though the commission is high, I would be prepared to pay more for better search placement.” 
Data 
 “GrubHub has the best technology and is better than the other two we use.” 

 
 

10) Owner of a 24-hour diner in New York City 

GrubHub brings in considerably more business despite higher labor costs and a high commission rate. About 60% of the 
diner’s online sales come through GrubHub. Overall, this source gives GrubHub a rating of 9 out of 10 and would give it a 
10 were it not for problems with software updates for the new Grub Central app. Yelp’s Eat24 also gets a high rating, 7 
out of 10, but it lags in the traffic that it brings in. For every 10 orders through GrubHub, Eat24 brings in about one. 
GrubHub also has an edge on Eat24 for the data it provides. The restaurant tried higher search listings but came to the 
conclusion that the increased orders just evened out with the higher commission. Even with a regular listing, the 
restaurant still requires a minimum of orders to break even because of the extra staff needed. Before GrubHub and 
Seamless merged, more orders were coming through separately from Seamless and GrubHub, with Seamless leading in 
more orders. The total has now dropped off. 

Satisfaction with GrubHub 
 “We’ve been on GrubHub for about four or five years. We also use Seamless, which is part of GrubHub now. But 

before we had them separately as well, and Yelp’s Eat24.” 
 “We’re pretty happy with GrubHub. They bring in orders, and all the financial processing with them is clear-cut.” 
 “We get good exposure from them, a lot of traffic. We gained a lot of 

customers in the area through them that didn’t know us before.” 
 “Many customers get to know us through GrubHub orders. Then they come 

to dine in because they liked the food in the delivery so much.” 
 “We also like their customer service. We call up if we have an issue, and it’s 

handled quickly.” 
 “I’d give GrubHub a 9 on a scale of 1 to 10.” 
 “To get a 10, they would have to better beta-test their software updates. 

The latest software update for the tablet we get orders through is 
complicating things for the workers here. They get frustrated because it 
lags and freezes a lot.” 

 “There was an incident the other night where the whole GrubHub website 
was going haywire. The same order kept getting sent through the fax 10 to 
15 times. This could have gotten really confusing for the new shift coming 
in if I hadn’t stepped in. When we tried to call in, GrubHub had taken down 
their customer service because there were probably so many complaints.” 

 “This happened when they released their new app, Grub Central, instead of 
Order Hub. We’re not a big fan.” 

 “These kinds of bugs and kinks in the software updates have happened before. They need to work it out before 
releasing the new software.” 

Satisfaction with Competitors 
 “Eat24 is a great company, and their product is great too. Because they’re part of Yelp, the people who come can 

leave reviews on their site, which boosts our ratings.” 
 “Their app is easy to use.” 
 “My only problem with them is that if I had to rely on them only, I wouldn’t make it. They need to get more customers 

to order through them.” 

We’re pretty happy with 
GrubHub. They bring in orders, 
and all the financial processing 
with them is clear-cut. … We 
get good exposure from them, 
a lot of traffic. We gained a lot 
of customers in the area 
through them that didn’t know 
us before. 

Owner 
24-hour diner in New York City 
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 “I would give Eat24 a 7 out of 10. To be ranked as high as GrubHub, they would need to produce more accounts. For 
example, we can get 30 orders from GrubHub Seamless, and from Eat24, we would get about three or four.” 

Sales 
 “About 60%, a little more than half of our delivery sales, are through GrubHub.” 
 “About 10% to 15% come from Eat24, on a good day.” 
 “When GrubHub and Seamless were two separate companies, we used to do a lot better with Seamless than 

GrubHub. We used to do the majority of our sales through Seamless. GrubHub was only second. Since they merged, 
the numbers don’t add up. It looks like we lost a percentage of sales. For example, if we did $10,000 in sales, 
Seamless would do $7,000 and GrubHub would do $3,000. Since they merged, it’s about $7,000 total. I have no 
idea why this has happened.” 

Costs 
 “Since the restaurant is in New York City, the Seamless and GrubHub commission floor rate is 15%. Elsewhere, it can 

go down to 12.5%.” 
 “That 15% is steep compared to Eat24, which is around 12%.” 
 “We tried a promotional offer from GrubHub for a few months for better search placement for around 21% or 22%. 

We went to the top of the list, and we saw higher order volumes coming in. But the commission I was paying for the 
higher orders was only evening out. The staff and I were doing triple the work, running around all over the city, and 
we were back at square one and not making anything more. It wasn’t worth it to pay a higher percentage.” 

 “My labor costs actually went up with GrubHub. I had to hire new drivers for the deliveries, another cook, and even a 
person to take the orders and make sure they come out right.” 

 “Even if we pay the high rates, now that the people have been hired and I have to pay them, we need to push to get a 
high number of orders. I have to get a certain amount during the week just to break even.” 

 “But the increased traffic GrubHub brings still makes it worthwhile.” 
Data 
 “GrubHub has an edge on Eat24 with its analytics. They do email blasts with their analytics that help business. 

Although I haven’t seen that in a while.” 
 
 

11) Manager of a high-end burger chain restaurant in Southern California 

GrubHub gets higher marks for its technology and customer service than the source’s other delivery service provider, 
DoorDash. GrubHub ranks a 7 while DoorDash is a 6. GrubHub provides its own tablets to its customers, which 
streamlines the order process, but DoorDash does not. However, the source reported issues with GrubHub’s delivery 
pickups and timeliness. GrubHub’s service line for restaurateurs has caused many delays and often sends customers 
into voicemail. GrubHub also could provide better training for drivers about how to care for food on the trip, and spend 
more time working with restaurants to ensure the menu descriptions are up-to-date. Since this store began using 
GrubHub and DoorDash at about the same time three months ago, sales have increased by roughly 15% for the to-go 
category and are relatively evenly between the two companies. 

Satisfaction with GrubHub 
 “We started using both GrubHub and DoorDash about the same time, which was about three months ago, and I think 

sales for our to-go category have increased by about 15%.” 
 “Before we didn’t do any delivery, so there’s not a lot to compare it to.” 
 “I give GrubHub a 7. They are really great with things like accuracy in the 

ordering and stuff like that, but we have had issues with drivers coming 
and then leaving with an order and coming back a few minutes later saying 
they dropped an item and want a replacement. I’d like to see GrubHub 
work on that, provide more training maybe for the driver on how to care for 
the orders, because I know we’re packing up the food with a lot of care and 
it shouldn’t be happening.” 

 “I also give GrubHub higher marks than the competitor we use, DoorDash, 
because they offer us their own tablet. The other company just has an app 
that we have to track on our own computer, and sometimes it’s a little 
clunky.” 

We started using both GrubHub 
and DoorDash about the same 
time, which was about three 
months ago, and I think sales 
for our to-go category have 
increased by about 15%. 

Manager 
High-end burger chain restaurant 

Southern California 
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 “Both companies have their own hiccups, but overall they provide pretty equal services and equal consistency.” 
 “GrubHub has some issues with technology on their side too. Recently their system went down and we were getting 

confirmations for orders, but there were no orders, which means we were not firing food they were getting orders for, 
but they were confirming the orders with us anyway. They fixed it right away, but it could be a huge issue.” 

 “Recently I have noticed that when I call them and try to talk to someone, it takes several attempts or I’m on hold for 
a while. If they could address that I’d give them higher scores.” 

 “We do plan to stay with GrubHub. I’d just like to see them offer a little bit better customer service to us on the 
phone. They would need to work on their system glitches, no automated machine but more personalized service.” 

Satisfaction with Competitors 
 “I’d give DoorDash a 6, only because they don’t offer the tablet. Otherwise, 

I think the two companies are pretty close.” 
 “We use our own tablets for seating and reservations. The DoorDash app is 

on there, but we don’t know there’s an order coming in through their app 
unless we hear the bell ring, but we often don’t. So a lot of the times we 
don’t know there’s a DoorDash order until we get that confirmation call. 
Both companies call us to confirm the orders, but with GrubHub, we see it 
on their own tablet.” 

 “DoorDash drivers don’t wear anything like a uniform that tells you who 
they are. They just walk in in street clothes, which is fine, but with GrubHub 
you have the red shirts and the hats and I’ve even noticed that the food 
bags are red. There’s a brand identity effort being made there that is helping to set them apart.” 

Sales 
 “Since we’ve started using both services, our sales are up about 15% for to-go items, and are about 50–50 between 

the two.” 
Costs 
 N/A 
Data 
 “GrubHub is better because we have the tablet, but as far as the apps go, they seem to be very similar.” 

 
 

12) Manager of a pizza restaurant in Miami Beach 

This source is satisfied with GrubHub but said Eat24 brings in twice as much business. Both companies were rated an 8 
out of 10. GrubHub’s customer service is better than Eat24’s, and it offers a free tablet. However, GrubHub lacks photos 
of menu items, which may be the reason fewer orders are placed through the site. The commission paid to GrubHub and 
Eat24 is comparable. 

Satisfaction with GrubHub 
 “We’ve been with GrubHub about a year. We also use Eat24, Delivery.com and others.” 
 “I have no real complaints about GrubHub. They bring in orders. Their customer service is responsive. When we 

request menu changes, they do it. The tablet makes things go smoothly.” 
 “I would give GrubHub an 8 out of 10. It’s good, but if they displayed photos of the dishes, I think that would attract 

more orders.” 
 “GrubHub’s customer service is very good.” 
Satisfaction with Competitors 
 “We get about twice as many orders through Eat24 as through GrubHub. It could be because Eat24 is more widely 

used where we’re located, in South Beach. Or it could be that they display pictures and that attracts more people. In 
any case, we have the same menu with both of them.” 

 “Eat24 also gets an 8 out of 10. We get more orders from them, but their customer service is not as good as 
GrubHub’s. When we tell them about menu changes, they don’t always respond right away. People end up ordering 
things that we don’t have on the menu anymore, and then they complain. But we’ve been on the phone with Eat24 
to get them off.” 

Sales 
 “Sales have decreased this year, not just through GrubHub but all around. I have no real explanation.” 

I’d give DoorDash a 6, only 
because they don’t offer the 
tablet. Otherwise, I think the 
two companies are pretty close. 

Manager 
High-end burger chain restaurant 

Southern California 

https://www.delivery.com/
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Costs 
 “The commission for both GrubHub and Eat 24 is comparable. They’re reasonable.” 
Data 
 “The GrubHub tablet is OK. In this way, they have an advantage over Eat24 because GrubHub’s tablet is free while 

Eat24 charges $400 if we want to get a tablet from them.” 
 
 
 
2) Restaurants Using Only Competitors 
Both sources use UberEATS; one uses it exclusively while the other also partners with Eat24 but rated UberEATS higher. 
UberEATS was chosen and excels because of its speed of delivery, its popularity with customers who already trust the brand 
and use the ride-sharing app, its existing network of drivers, its user-friendly app, and its flat $4.99 delivery rate. One source 
in Nashville said UberEATS’ share has grown steadily after only several weeks in operation. Eat24 still uses faxes for 
submitting orders to restaurants, and GrubHub is not widely used enough to warrant a partnership, according to one source. 
 
 
Key Silo Findings 
Satisfaction with Competitors 

- 2 of 2 use UberEATS. 
o 1 also uses Eat24 but said UberEATS is superior. 

- Speed, brand, popularity, trust, large driver network, large ride-sharing user base, and price all were cited as reasons 
to choose and benefit from UberEATS. 

- 1 said UberEATS’ share is growing. 
- 1 said the client service is good so far, with a responsive, dedicated account representative. 
- 1 said UberEATS drivers’ professionalism could improve, along with communications. 
- Eat24 still uses faxes for orders while UberEATS has an effective app. 
- GrubHub was not chosen by 1 source because it is not used widely enough, especially when compared to UberEATS. 

Sales 
- 1 said UberEATS and Eat24 are about equal on sales. 

o Restaurant sales have increased as a result of using the 2 services. 
- 1 said UberEATS is growing a little each day after only a couple of weeks of being available. 

Costs 
- UberEATS is more expensive to the restaurant than competitors, but its delivery rate is lower than others’. 

Data 
- 1 said UberEATS’ app is user-friendly and customers are accustomed to it. 
- Also easy for the restaurant to use. 

 
 

1) Associate at a fast-casual burger chain in Southern California 

Sales have increased since this restaurant started using both UberEATS and Yelp’s Eat24 about six months ago. Uber 
gets an 8 out of 10 compared with a 7 for Yelp because of a slight speed difference and because of Eat24 using faxes to 
send in orders. Uber could be a threat to GrubHub as the brand already has very strong customer loyalty through its ride-
sharing app, although it would need to address complaints of professionalism on the part of the drivers. 

Satisfaction with Competitors 
 “We use both UberEATS and Yelp’s Eat24. Uber is better because they are little bit faster.” 
 “We just started using both services about six months ago, almost at the same time, and so far both are really about 

equal in terms of the process.” 
 “Uber was chosen because people trust the app for ridesharing already, and the brand is popular.” 
 “I give Uber an 8 out of 10, and Eat24 a 7. Mostly because of speed. Uber is typically a little bit faster on pickups.” 
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 “Both services are about the same in terms of efficiency, but Eat24 uses fax machines to send in the orders. That’s 
kind of a pain for us because we have to walk over and check the fax, then pull it out and then process the order in 
our own online system, which is double-duty.” 

 “Uber’s system is all on the app, and that makes it pretty simple for us.” 
 “The professionalism for staff from Uber could also be improved. Sometimes they are a little bit unprofessional when 

they come in for the pickups. Sometimes we can’t communicate with them so clearly either.” 
 “I can see Uber possibly taking a lead, but I think that the service is still too new to say how long that would take.” 
GrubHub 
 “I don’t know why we aren’t using GrubHub. Maybe because we are paying fees now for two services, and it doesn’t 

make sense to add another one.” 
Sales 
 “Uber and Eat24 are about equal on sales. I don’t think one is used more than the other right now, but that could 

change.” 
 “I’m not sure exactly how much we’ve been doing in delivery sales compared to in-house, but it has to be good 

because sales have gone up since we started with both companies.” 
 “Sales are really improving. We were a little slow before because we are a small location, but I see the orders going 

out and it’s definitely much busier now.” 
Costs 
 “We do save by not having to deliver our orders ourselves.” 
Data 
 N/A 

 
 

2) Manager of a coffee shop in Nashville  

This coffee shop chose UberEATS because of its market coverage, speed and price. Uber already has the Nashville 
market well covered with its car service. Online ordering speed is essential in getting hot beverages to customers. Also, 
Uber’s $4.99 delivery fee ends up being cheaper for the customer than additional service fees and tips from other online 
ordering companies. Online orders in the two weeks the restaurant has been using UberEATS have steadily increased but 
still account for only two or three per day. Uber’s customer service and technology have been satisfactory.. 

Satisfaction with Competitors 
 “UberEATS is the only online ordering company we use. We’ve been with 

them for a couple of weeks only.” 
 “The reason we chose Uber over the others, including GrubHub, is that we 

felt they had a much larger user base already in existence, as well as more 
drivers readily available.” 

 “We decided to go with Uber because of the market coverage, speed and 
price.” 

 “We had to make sure we got our product out quickly because we’re a 
coffee shop, so the order has to get to the customer as soon as possible.” 

 “It seems like UberEATS is growing their market share in this area.” 
 “I don’t know that many people who use GrubHub. Postmates was a big 

deal for a while, but then everybody was upset by how expensive it would 
end up being. That’s a reason why we decided to go with UberEATS.” 

 “Their customer service is good so far too. We have an account manager; I 
can email her whenever we have an issue, and she’s good about 
responding.” 

GrubHub 
 “We looked at several different companies including GrubHub, but I didn’t know anybody who uses it specifically 

around here.” 
Sales 
 “We haven’t seen a big increase [with UberEATS] yet, but it’s only been a couple of weeks that we’ve had them. We 

only get a couple of orders through them, but generally there’s a little more every day, two or three.” 

The reason we chose Uber over 
the others, including GrubHub, 
is that we felt they had a much 
larger user base already in 
existence, as well as more 
drivers readily available. … We 
decided to go with Uber 
because of the market 
coverage, speed and price. 

Manager 
Coffee shop in Nashville 
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Costs 
 “While Uber takes a little more than the others, at the end of the day they are cheaper for the customer. Ordering 

through Uber is a one-time $4.99 fee for the customer. There’s no additional service fee, plus delivery fee, plus 
gratuity. It’s just the one price.” 

Data 
 “I find the Uber interface usable. That was another reason why we wanted to go with them, because everybody is 

used to Uber and the app is fairly similar for EATS. A lot of people are already accustomed to it.” 
 “The app on our end is fairly usable. It could use some upgrading, but it’s pretty good.” 

 
 
 
3) Industry Specialists 
This source said GrubHub is the No. 1 online food delivery service company. It is a must for restaurants, which will benefit 
from the visibility of being on the popular platform. The source cited enough room for other companies to be winners as well, 
and most restaurants employ multiple delivery services. Eat24 is the most common competitor, but may be hurt by Yelp’s 
reputation for suppressing bad reviews of restaurants. He did not discuss UberEATS. 
 
 
Key Silo Findings 
GrubHub 

- GrubHub is the No. 1 online food delivery service. 
- Best in cities, has not gotten into rural areas yet. 
- Restaurants need to be on GrubHub if they offer a food delivery side of their business. 
- Brings in more business that wouldn’t exist otherwise. 
- There is enough business for everyone. 

Competitors 
- Eat24 is the main competitor. 
- Hurt by Yelp’s reputation for suppressing bad reviews of restaurants. 

 
 

1) Scott Feinman, owner of Ideal Menus, a marketing group for restaurants that also offers an online ordering solution 

GrubHub will continue to be successful as the industry has room for more than just one competitor and multiple winners. 
GrubHub has a solid grip on restaurants in cities, and brings increased traffic that businesses might not otherwise get. 
Mr. Feinman compared GrubHub to a shopping mall that multiplies the chances of customers passing by and stopping in, 
and that makes finding a restaurant to order from more convenient than looking for one individually. Seamless 
contributes with its corporate clientele. GrubHub’s marketing is one its strong assets, which its nearest competitor, 
Eat24, does not equal. Also, Yelp’s reputation has been hurt by the Billion Dollar Bully documentary about restaurants 
paying money to suppress bad reviews. However, most restaurants usually work with both GrubHub and Eat24, at least in 
the New York City area. 

GrubHub 
 “GrubHub is doing amazingly well. GrubHub has established itself as the online ordering company.” 
 “My only concern is there’s a lot of competition and GrubHub doesn’t have exclusivity with restaurants. A restaurant 

can work with GrubHub, Yelp’s Eat24 and several different online ordering services. A lot of my clients have four 
different delivery services. It’s a very competitive landscape.” 

 “However, there’s enough business in online ordering for everybody.” 
 “In cities, GrubHub has a firm hold on restaurants. If you’re not on GrubHub or Seamless in New York City, you’re not 

in business. It’s where people go to order and where the traffic comes from. You absolutely have to be there.” 
 “GrubHub hasn’t even broken into the rural areas yet.” 

http://www.idealmenus.com/whoweare.html
http://www.eater.com/2016/7/21/12248622/yelp-film-billion-dollar-bully
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 “Seamless has a big corporate clientele. Corporations can, for example, give employees $10 a day to spend on food 
that can be billed directly to the company, and people can order directly from the Seamless website. It’s replacing 
the corporate credit card.” 

 “GrubHub is beating competitors. It is as if someone is opening up a store and they want to put it in the middle of the 
busiest mall in town and not on a dead-end street. The business is going to choose where it will get most traffic.” 

 “I liken GrubHub to a shopping mall. If someone wants food and they type in their address, GrubHub will tell them all 
the restaurants that are open right then and deliver to that address. That person doesn’t have to go to all their 
favorite restaurants individually.” 

 “When a new restaurant signs up with GrubHub, they will get 30 orders the first night, and without it people wouldn’t 
even know it exists. It’s like opening up a kiosk in the middle of a mall; thousands of people will see it as they walk 
by.” 

 “When GrubHub moves into an area, when a restaurant signs up, within a year every restaurant signs up because 
they see that one restaurant doing so well.” 

 “The reason why people use GrubHub is because it’s convenient.” 
 “GrubHub’s advantages over Eat24 are they were first to market and 

they’ve accumulated a ton of business.” 
 “GrubHub’s marketing is fantastic. If I order pizza tonight, I get an email 

tomorrow to try sushi or something else. They aggressively market to 
customers based on the data they compile. They’re very good at it. I might 
not even know the other restaurants exist, but GrubHub lets me know 
they’re there through the email.” 

 “Eat24 sends out a weekly coupon. It’s not as personalized.” 
 “I think GrubHub is going to be very successful. There’s room for more than 

one competitor and not just one winner. GrubHub is the top of the line, and 
I believe they will win even if [some have a] concern over growth in the 
future.” 

 “They’re a profitable company. I think they will win, but I don’t know if it will 
be at the expense of other companies who would lose.” 

 “Restaurants complain about the high commissions they charge, but if they 
lower them, they will lower their profits.” 

 “Restaurateurs are a unique class of people. They don’t want to spend 
money to make money. Others might make an investment into their 
company with marketing and believe they’ll get a return, but restaurants, 
because of the profit margins, would rather outsource the online delivery 
function. They would rather not spend any money of their own.” 

 “GrubHub charges a minimum of 10% and upwards of 22% for those who want to be at the top of the listings.” 
 “For a successful restaurant, about 30% of orders can come through GrubHub. But if a restaurant didn’t have its own 

online ordering system, it can be 80%.” 
Competitors 
 “Eat24 is one of GrubHub’s biggest competitor. In certain cities, Amazon is also competing. Uber tried, but I don’t 

think that took off.” 
 “In this area, every single restaurant that’s on GrubHub is also on Eat24.” 
 “I don’t think Yelp is doing as well as GrubHub, but they have a lot of traffic. They don’t have a great reputation 

following the Billion Dollar Bully documentary about restaurants paying money to suppress bad reviews.” 
 
 

Secondary Sources 
These seven secondary sources focused on first-hand accounts comparing the various food delivery apps, UberEATS’ hiring 
process and criteria for a restaurant’s operations role, UberEATS implementing surge pricing, a lawsuit over missing tips for 
UberEATS drivers, forecasts of UberEATS reaching more than $300 million in gross revenue in the next year, and controversial 
comments made by GrubHub’s CEO after the presidential election. 
 

GrubHub’s marketing is 
fantastic. If I order pizza 
tonight, I get an email 
tomorrow to try sushi or 
something else. They 
aggressively market to 
customers based on the data 
they compile. They’re very good 
at it. I might not even know the 
other restaurants exist, but 
GrubHub lets me know they’re 
there through the email. 

Scott Feinman 
Owner of Ideal Menus 
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July 19 Business Insider article 

In a detailed side-by-side comparison of seven online food delivery companies, DoorDash was the fastest, UberEATS 
received high marks, GrubHub was middle of the pack, and Postmates was the most disappointing. 

 “In the US, analysts estimate that only 10% of restaurants take online orders. That means there’s 90% of the market 
left to conquer, which has created a gold rush of companies trying to cash in. Right now, GrubHub is the market 
leader in terms of ordering share. But is it really the best service?” 

 “We couldn’t find one restaurant that appeared on every app, so we chose two equidistant from our office and 
selected similarly priced menu items. The menu: $6 worth of tacos from one and $6 worth of avocado toast from the 
other.” 

 “With all our orders placed, the waiting game commenced. Our earliest delivery was supposed to arrive from Uber at 
1:18 p.m., and the last one, Eat24, was pegged at 2:07 p.m. That’s a drastic difference of 49 minutes.” 

 “Meanwhile, our Uber driver parked across the street and then ran across the road to bring us our order. Finding the 
Uber delivery person was the easiest process of our seven orders, since we could track him in the app and see 
information like his photo and make/model of the car.” 

 “Our food from GrubHub and Eat24 arrived at the same time, from the same delivery person. He didn’t technically 
work at either company. Instead, he’s with TCB Couriers and handles deliveries for several companies.” 

 “7. Postmates. Total Cost: $15.32 (for $6 toast). Total delivery time: 1 hour and 8 minutes.” 
o “Postmates lost out in this lunch test mainly because of its slow delivery and sloppy presentation. The high 

delivery fee ($6) and hidden tip didn’t help either.” 
 “6. Amazon. Total Cost: $24.75 (for two $3 tacos, three $4 tacos, and one $2 taco). Total delivery time: 37 minutes,” 

o “We loved how fast Amazon’s delivery was, but the sky-high delivery minimum and the need for Prime make 
it less useful for the average lunch.” 

 “5. Caviar. Total Cost: $20.29 (for $6.30 toast and $6.05 soup). Total delivery time: 28 minutes.” 
o Caviar was the only site to upsell us, even if it was only $0.30. The delivery minimum didn’t leave the best 

taste in our mouths either, and the app’s tendency to sacrifice a useful user interface for a pretty one 
lopped off some street-cred points, too, despite its fast delivery.” 

 “4. GrubHub. Total Cost: $18.77 (for two $3 tacos and one $4 burrito). Total delivery time: 38 minutes. 
o What to say about GrubHub? It wasn’t bad. The $10 delivery minimum was bearable, we weren’t that put 

off by the slightly squished box, and the $5 delivery fee was average.” 
 “3. Eat24. Total Cost: $13.87 (for two $3 tacos). Total delivery time: 40 minutes. 

o Eat24 had the worst delivery estimate, making us think we’d wait more than an hour for our food. Even 
though it surprised us in the best way possible by getting there 20 minutes early, that incorrect estimate 
could be an inconvenience.” 

 “2. UberEats. Total Cost: $11.52 (for $6 toast). Total delivery time: 30 minutes. 
o Uber wins points for making it easy to track the status of an order and keep tabs on where your delivery is 

at all times. Plus, it was the cheapest and third fastest.” 
 “1. DoorDash. Total Cost: $13.11 (for $6 toast). Total delivery time: 27 minutes. 

 
Nov. 2 Miami Herald article 

This article offered a comparison of seven food delivery apps in Miami. 

 “Gourmet restaurants, with the highest-quality ingredients and fussy chefs, are signing up with delivery services to 
reach discerning diners in new ways. From homegrown local companies like Delivery Dudes to out-of-town delivery 
giants such as Amazon Restaurants and UberEATS, it’s now just a matter of a couple of smartphone taps and swipes 
to get quality meals to your door.” 

 “Enter competition. Already, the San Francisco-based Caviar caved when Amazon and UberEATS came to Miami over 
the summer.” 

 “We ordered from each, from different parts of the county, and rated the experience.” 
 Amazon Restaurants: 

http://www.businessinsider.com/best-lunch-delivery-service-ubereats-vs-postmates-vs-amazon-vs-grubhub-vs-caviar-2016-7/%23in-the-us-analysts-estimate-that-only-10-of-restaurants-take-online-orders-that-means-theres-90-of-the-market-left-to-conquer-which-has-created-a-gold-rush-of-companies-trying-to-cash-in-right-now-grubhub-is-the-market-leader-in-terms-of-ordering-share-but-is-it-really-the-best-service-1
http://www.miamiherald.com/entertainment/restaurants/article111827007.html
http://www.miamiherald.com/news/business/biz-monday/article50774580.html
http://www.miamiherald.com/entertainment/restaurants/article111826972.html
http://www.miamiherald.com/entertainment/restaurants/article111826947.html
http://www.miamiherald.com/entertainment/restaurants/article111827077.html
http://www.miamiherald.com/entertainment/restaurants/article111826947.html
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o “Amazon’s app makes it easy to order in. The fact that you must be an Amazon Prime member will be a 
barrier to some, as will the $20 minimum order. Your options, depending on where you live, could be 
limited.” 

 Bite Squad: 
o “The Bite Squad app was very simple to use. The nearest restaurants were not particularly close to my 

house, though, and the estimated delivery time was an hour after I ordered. I would use the app again, but 
next time, I’ll order before I leave the office to ensure an earlier delivery time.” 

 Delivery Dudes: 
o “Positive, other than a couple of minutes in the microwave.” 

 GrubHub: 
o “The arrival time is a real setback for the app. I couldn’t just order something when I was hungry. I had to 

plan my order an hour ahead of time or more. A lot of the restaurants also required a minimum order. Mine 
was $12 minimum.” 

 Postmates: 
o “It was slightly frustrating to choose an entree that wasn’t actually available, but I’m not sure how much of 

that was Postmates’ fault. Tracking my driver (a la Uber) was great for planning my evening. The circle of 
available restaurants was wide, which is great, but it pushed the delivery times higher than I’ve seen on 
competing apps. I might use it again if I want something from a spot farther than my favorite app reaches, 
or if I’m too sick to go get cold medicine.” 

 UberEats: 
o “It was pretty smooth from start to finish. The integration with my existing Uber account also made things 

quick and easy. The delivery estimate changed several times once my driver hit the road but I ordered on a 
rainy night which might have affected the roads and caused traffic issues. The food wasn’t piping hot but 
was still pretty warm.” 

 Eat24: 
o “Super, except the lack of plates. But I don’t think that was the app’s fault.” 

 
Nov. 15 Business Insider article 

This is an example of the application process to work as a restaurant operations manager for UberEATS, including an 
analysis of which drivers and restaurants were the best performers and how to improve restaurant operations. 

 “After Uber launched its food delivery app—UberEats—in London this summer, I applied to join its launch team in the 
role of ‘Restaurant Operations Manager.’” 

 “It was the most intense job application process I have ever been through—including Google and Goldman Sachs.” 
 “The first hurdle was passing a 2-hour analytics test. The test was all about Uber’s ‘supply’—drivers and restaurants—

for both its car-hailing (Uber) and food-delivery (UberEats) businesses.” 
 “I had to calculate which drivers and restaurants were the most valuable to Uber, using a bunch of data in a 

spreadsheet.” 
 “Drivers were measured by things such as how many ride requests they accepted, how often they cancelled a trip 

after accepting it, and how much they time spent ‘online’ ready to accept requests for trips.” 
 “Restaurants were measured by the hour on things such as how many orders they completed and the difference 

between the estimated and actual time it took to prepare food.” 
 “I had to complete 2 case studies in presentation format. The first case study tested my creativity on how I would 

improve ‘restaurant efficiency’—how much money Uber makes from a restaurant it delivers food for.” 
 “To enhance a restaurant’s ‘metrics’—the way Uber defined them for its food-delivery business, as below—I had to 

design a strategy with a focus on peak hours.” 
 “The second exercise—’marketplace analytics’—tested my skills with numbers. I was given three different 

restaurants’ metrics and had to calculate which one was the most valuable to Uber. It defined its customers as 
‘Eaters’ if they completed at least one order in that week.” 

 “It included metrics like how much customers spend on average at each restaurant, as well as the restaurant’s 
social media following.” 

 “Another question I had to answer was if I would change Uber’s service fee—which it said could be anything from 
20%-30%—to take more or less revenue from each order.” 

http://www.miamiherald.com/entertainment/restaurants/article111826962.html
http://www.miamiherald.com/entertainment/restaurants/article111826972.html
http://www.miamiherald.com/entertainment/restaurants/article111827042.html
http://www.miamiherald.com/entertainment/restaurants/article111883977.html
http://www.miamiherald.com/entertainment/restaurants/article111827007.html
http://www.miamiherald.com/entertainment/restaurants/article111827087.html
http://www.businessinsider.com/ubereats-interview-process-2016-11
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 “One of the questions was: ‘How would you incentivise chefs to meet estimated food prep times?’ I didn’t come up 
with a creative idea for this as my response was based on financial incentives. I was told chefs prefer social 
incentives such as drink events, over monetary ones.” 

 

 
“I had to design a strategy to improve these restaurant metrics.” 

Source: “Some of the data Uber provided on its drivers as part of the analytics test.” Business Insider/Uber 
 

 
“I had to calculate which one of these restaurants was most valuable to Uber.” 

Source: Business Insider/Uber 
 
Oct. 27 The Verge article 

Uber announced it will implement surge pricing to its EATS food delivery service. 

 “UberEats, the ride-hailing giant’s standalone food delivery service, is about to get more expensive for some 
customers. Uber announced Thursday that it would begin applying extra charges to some food deliveries in times of 
high demand when couriers are in short supply. That’s right: UberEats is finally getting surge pricing.” 

 “The first cities to see surge pricing for their UberEats deliveries are Phoenix, Houston, Dallas, DC, Miami, and 
Atlanta.” 

 “The move to apply the much-loathed-but-tolerated surge pricing to its food delivery service comes about eight 
months after Uber first launched the service as a standalone app in many big US cities.” 

 
Nov. 8 The Hustle article 

UberEATS is finding early success with its food delivery business. 

 “The food delivery service is expanding quickly and it’s the perfect way to fill the void during the middle of the day 
when fewer people are requesting rides.” 

 “On top of that, UberEats is absolutely dripping in potential. Reasons for extreme optimism include: 

http://www.theverge.com/2016/10/27/13436334/uber-eats-surge-pricing-phoenix-houston-dallas-dc-miami-atlanta
http://www.theverge.com/2016/3/15/11226806/ubereats-food-delivery-12-cities-us-france-australia
http://thehustle.co/ubereats-core-business
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o Revenues: On pace to generate $300m+ in gross revenue over the next year (that’s about a third of what 
Postmates expects to do and they’ve been around for 5 years). 

o User acquisition: Uber’s main app regularly prompts users to try UberEats, which should provide a steady 
stream of downloads. 

o The economics: Pasta doesn’t have feelings. Therefore, Uber can pack multiple orders into a car without 
having to provide a discount like they do for humans with UberPool. That’s a huge economic advantage 
long-term. 

 
Nov. 6 Engadget article 

Uber is being sued over missing tips for its food delivery drivers, though the company said it is restaurants’ responsibility 
to ensure drivers receive the extra money. 

 “A courier in New York who used to deliver food for Uber has filed a lawsuit against the company over unpaid tips, 
according to Buzzfeed News. In the lawsuit, he said that tips from customers never made it to him and other delivery 
personnel for UberRush and UberEats.” 

 “Eats, on the other hand, doesn’t allow in-app tips at all as one of its purposes is to eliminate delivery tipping. It 
charges a $3 ‘booking fee,’ but the plaintiff argues that according to the law, a company must ‘adequately notify the 
customer’ that this fee they’re charging is not a gratuity in easily understood language written in ‘no smaller than 12-
point font.’ Its checkout page does have a disclaimer that says ‘Tips are not included in the cost of your order. Tips 
are neither expected nor required.’ The plaintiff believes that’s not enough, so the booking fees should go to the 
couriers.” 

 “Online delivery services typically go through so many channels that losing tips somewhere down the chain isn’t that 
uncommon. When four Prime Now drivers in LA sued Amazon, their complaint included not getting the tips 
customers would pay via credit card. This also isn’t Uber’s first rodeo with tip-related lawsuits: in September this 
year, it agreed to pay riders $384,000 for pocketing around half of the 20 percent tip its app automatically charges 
passengers.” 

 
Nov. 11 San Francisco Chronicle article 

GrubHub’s CEO found himself in hot water over an email to employees regarding the presidential election, resulting in 
possibly lost business and the need to clarify his comments. 

 “Grubhub CEO Matt Maloney found himself fighting backlash to a post-Election Day email he sent to employees 
Wednesday that asked employees who didn’t agree with the company’s ‘culture of support and inclusiveness’ to 
resign.” 

 “The missive was sent to more than 1,000 Grubhub employees Wednesday in response to past statements made by 
President-elect Donald Trump.” 

 “Maloney pledged to fight for the dignity of his employees, should any of them feel scared following Trump’s election 
to the presidency: 

o As we all try to understand what this vote means to us, I want to affirm to anyone on our team that is scared 
or feels personally exposed, that I and everyone else here at Grubhub will fight for your dignity and your 
right to make a better life for yourself and your family here in the United States. 

o If you do not agree with this statement then please reply to this email with your resignation because you 
have no place here. We do not tolerate hateful attitudes on our team.” 

 “Shortly after the email went public in a Fox News article on Thursday, Grubhub customers vowed not to use the 
online food-ordering app. Many took to Twitter with the hashtag #boycottgrubhub, the Chicago Tribune reported, 
encouraging others to stop using the business.” 

 “When asked for further comment on the email, Grubhub released a statement from Maloney on the controversy: 
‘Some of the statements in my email have been misconstrued. I want to clarify that I did not ask for anyone to resign 
if they voted for Trump. (emphasis theirs) I would never make such a demand. To the contrary, the message of the 
email is that we do not tolerate discriminatory activity or hateful commentary in the workplace, and that we will stand 
up for our employees.’” 

 “‘Grubhub welcomes and accepts employees with all political beliefs, no matter who they voted for in this or any 
election,’ the statement goes on to say. ‘We do not discriminate on the basis of someone’s principles, or political or 
other beliefs.’” 

 

https://www.engadget.com/2016/11/06/ubereats-rush-courier-lawsuit-tips/
https://www.engadget.com/2016/04/28/uber-tips/
https://www.buzzfeed.com/coralewis/uber-sued-over-unpaid-tips-in-food-delivery?utm_term=.boXWkoOwk#.xcML5qjY5
https://www.engadget.com/2015/10/14/uberrush/
https://www.engadget.com/2016/08/26/ubereats-drivers-london-protest/
https://www.engadget.com/2015/10/28/amazon-delivery-driver-contractor-lawsuit/
https://www.engadget.com/2016/09/15/uber-settlement-misleading-tip-policy/
http://www.sfgate.com/food/article/Grubhub-CEO-controversial-statement-pro-trump-10607145.php
http://www.foxnews.com/us/2016/11/10/boss-tells-pro-trump-employees-to-resign.html
http://www.chicagotribune.com/bluesky/originals/ct-matt-maloney-grubhub-email-resign-bsi-20161110-story.html
http://media.grubhub.com/media/press-releases/press-release-details/2016/Inclusion-and-Tolerance-in-the-Workplace/default.aspx
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Additional research by Eva Cahen and Jacqueline Fox. 
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