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Summary of Findings 
 Food delivery orders have increased significantly in April—compared to our March 24 report when they had not yet seen 

any immediate additional business in response to the coronavirus pandemic—according to seven of eight restaurant 
sources. This uptick is consistent with what these sources predicted in March. 

 Three sources said food delivery orders doubled month to month. One source said food delivery now makes up 95% of 
their business, while another said it has grown to 40% to 50% of orders. Two other sources said they are pushing their in-
house delivery option and seeing it pay dividends—to the point where they are hiring more drivers for this service. 

 These seven sources all expect to see their food delivery orders continue to increase through May. 

 Grubhub Inc. (GRUB) is the leading provider for three sources. One said Grubhub is doing 80% of his pizza franchise’s 
delivery business and taking share in New York City with Seamless. Another said Grubhub’s business has grown 10% in 
the last month. The third source said Grubhub is handling the increase in business well as it gets delivery times back to 
normal. DoorDash leads for one source who complained that the fine print on Grubhub’s fee cutting eliminated many 
restaurants from this cost savings. DoorDash is taking share from Uber Technologies Inc.’s (UBER) Uber Eats, whose 
drivers are often unavailable, according to a Subway source. 

 Takeout orders are also on the rise, and one source said the drive-thru business at their McDonald’s Corp. (MCD) 
franchises are up to 92% of sales, from 80% last month and roughly 66% normally. A Subway franchise owner said 
takeout now represents 95% of business, up from 50%.  

 Current Delivery 
Orders M/M 

Expected Delivery 
Orders in May Grubhub DoorDash 

Restaurants Using Grubhub and Competitors 
    

Restaurants Using Only Competitors 
  

N/A 
 

Background 
This is an update to Blueshift Research’s March 24 report where sources said they did not expect a bump in orders in March 
but expected to see an increase in April once people were done panic-buying food at grocery stores. We are revisiting the 
sources from that report to find out how the last three to four weeks have been for food delivery in their restaurants 
compared to March and what they expect for the month of May. 

Current Research 
Blueshift Research followed up with sources from its March 24 report to get an update on how the coronavirus is affecting 
food delivery companies like Grubhub and DoorDash. We employed our pattern mining approach to establish three 
independent silos, comprising eight primary sources (all repeat sources from previous Grubhub reports) and two secondary 
sources focused on Uber retaliating against a temporary cap on delivery commissions in San Francisco and delivery 
companies like DoorDash and Postmates working to increase the health benefits of their gig workers. Interviews were 
conducted April 21-24. 

Research Question: 

How is the coronavirus affecting Grubhub and other food delivery businesses? 

Report Type:  ☐ Initial Coverage   Previously Covered ☐ Full Report  Update Rating: 3.5/5 
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1) Restaurants using Grubhub and competitors (6) 
2) Restaurants using only competitors (2) 
3) Secondary sources (2) 

Next Steps 
Blueshift Research’s next Grubhub report will follow up with these same sources to see how their food delivery business has 
progressed and whether they view these changes as permanent or temporary. We will continue to gauge which delivery 
providers are preferred and which are laggards, measuring any share gains and losses. 

Silos 

1) Restaurants Using Grubhub and Competitors 
Five of these six sources said their food delivery orders have increased since March, including two who said their delivery 
orders doubled month to month. These five expect the trend to continue in May. One source said food delivery makes up 95% 
of their business now, while another said it has grown to 40% to 50% of orders. Two other sources said they are pushing their 
in-house delivery option more and seeing it pay dividends to the point where they are hiring more drivers. One source said 
their food delivery business is unchanged compared to a month ago. Grubhub is the leading provider for three of these 
sources, doing 80% of one pizza franchise’s delivery business and taking share in New York City with Seamless. It is taking 
10% more orders for another source and handling the increase in business well as it gets delivery times back to normal for a 
third source. DoorDash leads for one source who complained that the fine print on Grubhub’s fee cutting was misleading. 

March 24 summary: Two of these six sources said delivery orders were down and two said sales had not picked up since the 
onset of the coronavirus pandemic in the United States in March. They noted that customers have been stocking up on food 
first, cooking at home, trying to be healthy, saving money on delivery, and avoiding delivery interactions out of health and 
safety concerns. Takeout orders are on the rise, however. Two others said their delivery orders are climbing. Five sources 
expect delivery orders to pick up in the next one to two weeks as customers get tired of cooking at home, want easier options, 
and safety concerns subside. DoorDash is the leading provider for two sources, including one who said it overtook Grubhub in 
the last year. Two others said Grubhub is their most popular provider, though one of these sources said DoorDash is gaining 
on Grubhub because it has more available drivers. Uber Eats is the most popular service for one source because it has the 
most available drivers. 

Key Silo Findings 
Trends with Food Delivery Businesses 

- 5 of 6 said their food delivery orders grew month to month in April. 
o 2 said delivery orders doubled in April from March. 
o 1 said delivery orders grew 5%, while everything else was stable. 
o 1 said delivery orders grew, mostly from a push for in-house delivery. 
o 1 said delivery orders have now become essential to restaurants. 

- 5 expect delivery orders to continue growing in May. 
- 1 said there has been no change in their delivery orders compared to last month. 
- 1 said delivery now makes up 95% of their business. 
- 1 said it is 40% to 50% of their business. 
- 2 are hiring more drivers to make their own deliveries. 

Food Delivery Businesses 
- 3 said Grubhub is their No. 1 delivery partner. 

o 1 said it is doing 80% of their deliveries and gaining share, especially in New York City with Seamless. 
o 1 said Grubhub is doing 10% more orders than in March and handling the increase in business well. 
o 1 said Grubhub’s delivery times are back to normal now, even as it offers free delivery. 

- 1 said Grubhub is their No. 2 delivery partner, following DoorDash and ahead of Uber Eats, which is unchanged. 
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- 1 sees very little business for Grubhub, as DoorDash dominates and has cut its fees in half in certain circumstances. 
o The fine print on Grubhub’s fee cutting is drawing the industry’s ire, as it excludes many businesses. 

- 1 said Uber Eats is their main platform. 

1) Multiple-concept franchise owner of nearly 20 restaurants on the West Coast; repeat source—Tuesday, April 21 

Food delivery platforms have doubled their business at this source’s franchises since the initial weeks of shock following 
the lockdown. Warmer weather has increased business to where this source’s restaurants are now seeing only a 50% to 
60% drop in average sales. They are holding the line to meet labor and rent costs. Delivery makes up 40% to 50% of 
sales, while the rest is of customers getting takeout orders. In normal times, delivery is 10% to 20% of sales. At these 
restaurants, Grubhub is utilized least because of poor service and a lack of presence in their delivery areas. DoorDash, 
Postmates, and Uber Eats bring in the vast majority of delivery sales, in that order. He anticipates slight upticks in 
business as restrictive measures are lifted and the weather gets better, though it will take two to three years before 
restaurants are back to where they were before the coronavirus pandemic. There will be a continuation of strong usage of 
delivery platforms and takeout until diners can fully regain confidence in the safety of eating in restaurants. 

Trends with Food Delivery Businesses 
 “On average, sales have dropped 50% to 60%.” 
 “We are starting to have very nice, warmer weather after a lot of rain, and the nice weather coincided with when the 

stimulus checks started dropping. Many of our locations saw a noticeable increase in sales.” 
 “We are going to be able to start forecasting for the next month or so as temperatures will reach into the 80s.” 
 “Since the beginning of April, at some of our locations, home delivery is up 

to 40% to 50% of all daily sales. The rest is foot traffic coming in to get 
takeout. This has changed from the uncertainty in the beginning when 
people were only going to the grocery chains and panic buying. People’s 
behavior and attitudes have adjusted to the situation since then.” 

 “Usually, delivery is between 10% and 20% of our sales.” 
 “Unfortunately, this is the time of year when all our concepts hit their stride 

in sales because it’s spring break and school is almost out. Good weather 
starts moving in. Usually consumer sentiment is stronger at this time of 
year.” 

 “In terms of what’s ahead, for now it’s day by day. We have a new measure 
that passed in Washington. We’re also hearing that some states are 
opening up. There’s a lot of information coming every day from different 
angles.” 

 “This whole situation is leaving a scar on the American psyche. Even if 
everything opens up tomorrow, what’s happening now is going to affect restaurants and how people will feel when 
they walk into a restaurant—from physical distancing to avoiding handling cash. There will be a continuation of a lot 
more usage of delivery platforms and takeout, as opposed to dining in.” 

 “The restaurants that adapt the quickest are going to be the most successful. The biggest chains will weather the 
storm better than the small mom and pops.” 

 “Trust is going to be built by spacing out small dining rooms with six feet between tables and having hand sanitizer 
stations throughout the restaurant. Trust directly correlates with sales.” 

 “Whatever local ordinances we will have regarding opening up, it will be about weathering the storm. It will be about 
capturing as many sales as possible and keeping costs down, and even trying to get as much assistance as possible 
in terms of loans and the paycheck protection program.” 

 “I am looking at two to three years before things get back to normal. We will see a spike in spending when 
restrictions are lifted but, with the heavy unemployment, we can’t go back right away to what it was in the past. There 
are a lot of trickle-down effects to unemployment and people’s fears and behaviors.” 

 “Still, with the onset of good weather, we should see a little spike in May—but it’s not going to be the sales we were 
accustomed to.” 

 “We are holding the line. There are a lot of things that we are looking at, like the paycheck protection program and 
loans and grants.” 

Since the beginning of April, at 
some of our locations, home 
delivery is up to 40% to 50% of 
all daily sales. The rest is foot 
traffic coming in to get takeout. 
… Usually, delivery is between 
10% and 20% of our sales. 

Multiple-concept franchise owner of 
nearly 20 restaurants on the West 

Coast 
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 “The biggest challenge is cash flow for labor and rent, no matter what cash reserves you had.” 
 “Right now, holding the line is important because there are so many places out of business and so many people out 

of jobs. Many people are in limbo.” 
Food Delivery Businesses 
 “The two top delivery services are DoorDash and Postmates. There’s a little Uber Eats and very little Grubhub.” 
 “At one of our locations we had $1,900 in sales in one day, which is pretty high at this moment: $900 was walk-

in/takeout, $450 was through DoorDash, $330 was through Postmates, $220 was through UberEATS. These 
numbers have doubled from normal times. We don’t even use Grubhub at that location. Elsewhere, Grubhub’s 
performance is abysmal or they are just absent. In normal times at that location, we have upwards of $3,500 in daily 
sales.” 

 “DoorDash is doing 50% off their commission fee under certain circumstances. I’m happy to see that even though 
I’m usually not a big fan of the delivery platforms. However, Grubhub said it was waiving fees but the fine print ended 
up not being that great. It excluded a majority of the restaurants on their platform. It caused a huge PR backlash.” 

March 24 summary: Grubhub has lost share in the last year while DoorDash and Postmates have gained share. It is too 
early to know the impact of the coronavirus on the delivery services, but takeout has been trending up, while sales and 
traffic from indoor dining have suffered. Takeout particularly at more affluent locations is seeing a boost, especially when 
the locations are near supermarkets where shoppers get tired and hungry after waiting for hours to find food. He expects 
sales to trend up more when people start to shift their focus away from buying and hoarding food. In the meantime, the 
situation of hourly workers is a real concern. 

April 24, 2019, summary: Uber Eats and Postmates are outperforming Grubhub at these Subway franchises. Grubhub 
brings in the least business out of the 300 to 500 weekly third-party orders from all the locations. Grubhub has issues 
around driver availability and does not measure up to the other two in terms of user-friendly tablets. Overall, third-party 
platforms account for 5% to 10% of business above topline sales, but margins are razor-thin because of their high cost. 
Their true advantage is in the marketing and brand presence. The customer data is also valuable to the locations, but the 
source voiced some concerns about the platforms owning the data. 

2) Franchise owner for metropolitan pizza locations in the Midwest and East Coast; repeat source—Thursday, April 23 

Food delivery orders have doubled compared to March and sales are up overall, even though there are no dine-in sales. 
He expects sales to continue to increase in May as long as people are forced to stay home. Grubhub has gained 
significant share, even since March, garnering 80% of orders, followed by Postmates and Uber Eats, which get 8% each. 

Trends with Food Delivery Businesses 
 “Food delivery orders have doubled [compared to March].” 
 “Delivery is 95% and pickup is 5%.” 
 “What’s missing is the dine-in portion. However, sales are up overall.” 
 “I expect sales to continue to climb as long as the ‘stay-at-home’ order is in 

place.” 
Food Delivery Businesses 
 “Grubhub gets 80% of our orders, Postmates gets 8%, and Uber Eats also 

gets 8%. About 4% goes to a few others.” 
 “Grubhub has gained significant share. They are benefitting from Seamless’ 

entrenched status, particularly in New York. Grubhub cornered the market 
there by purchasing Seamless. Seamless has become a verb in New York 
City.” 

 “I think platforms will be forced to lower their rates because local governments are going to go after them.” 

March 24 summary: Deliveries are up for these pizza locations to the point where they are almost making up for not 
being able to have customers dining in at the restaurants and very few pick-up orders. All the third-party delivery 
platforms are ramping up, with Uber Eats and Postmates seeing a slight, unexplainable bump. Grubhub, after losing 
share previously to competing platforms, stabilized in 2019 and is not likely to lose any more share, as it is the most 

Food delivery orders have 
doubled [compared to March]. 
… Delivery is 95% and pickup is 
5%. … Grubhub has gained 
significant share. 

Franchise owner for metropolitan pizza 
locations in the Midwest and East 

Coast 

https://www.eater.com/2020/3/17/21183899/grubhub-coronavirus-relief-100-million-fee-deferral-fine-print
https://www.eater.com/2020/3/17/21183899/grubhub-coronavirus-relief-100-million-fee-deferral-fine-print
http://blueshiftideas.com/reports/041907GrubhubDeliversDisappointingResultsforSubwayTacoBell.pdf
https://www.nytimes.com/2020/02/26/nyregion/grubhub-doordash-fees-nyc.html
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established provider. More than 50% of this business’ orders come from Grubhub. He expects deliveries to continue to 
ramp up as people run through their groceries, get tired of making food, and relax from the fear of contact with delivery 
drivers. 

March 14, 2019, summary: Grubhub has lost share to Uber Eats, DoorDash and Postmates over the last three or four 
years at these pizza franchise locations. Although Grubhub initially brought in new sales, it no longer does because of the 
increased competition. The high fees restaurants have to pay to third-party delivery platforms make it unsustainable to 
use these services. However, the platforms do serve as marketing tools to bring in new customers who then are 
converted to use the restaurants’ own ordering platform. Even this comes at a cost though, with large discounts offered 
to attract customers. His rating for Grubhub has deteriorated to a 6 out of 10 from an 8 two years ago because it no 
longer brings in new customers. He also gives the other platforms a 6 because of badly trained drivers and mishandling 
issues. Grubhub is the most user-friendly out of all the platforms because problems can be handled over the phone 
rather than online.  

April 5, 2017, summary: Grubhub could hold off Uber Eats and Amazon because it was a stronger brand and the largest 
company of its kind in the market. Location determined which delivery service was present and how much it was used, 
with downtown tech-savvy locations using third-party ordering companies more. Still, Grubhub got an 8 out of 10 because 
it did a good job of serving the function of bringing in orders without risking the restaurant’s image from badly managed 
and badly trained drivers. Uber Eats got a 6 or 7 because the drivers were not always well trained, but it brought in new 
customers. Orders through delivery services were increasing. 

3) Senior manager for a Chicago location of a growing, fast-casual restaurant; repeat source—Friday, April 24 

Delivery and takeout orders are up 5% year to year for this restaurant chain in Chicago. Though takeout orders are about 
60% of the overall business, delivery orders are on the rise and the company is hiring more people to do delivery for 
orders taken over the phone, in addition to online platforms. The source has a positive outlook for May and expects 
takeout orders to increase as the weather gets warmer. Grubhub is the main online delivery platform for them, and the 
number of orders placed through Grubhub is up 10% compared to one month ago. 

Trends with Food Delivery Businesses 
 “Orders are at the same level as one month ago, up about 5% compared to one year ago. Takeout orders make 

about 60% of all orders and delivery is 40%.” 
 “Delivery orders are picking up, maybe because people now are less 

concerned about dealing with drivers.”  
 “We are hiring more people for delivery. We want to have in-house 

resources for handling the demand. Many people place orders through the 
phone, along with delivery platforms.” 

 “I expect delivery orders to remain at the same high level in May, and 
maybe drive-thru orders to grow, because warmer weather means people 
go out more frequently, even for a short drive to a restaurant.” 

Food Delivery Businesses 
 “Grubhub is our No. 1 choice; they are handling increased demand very 

well.” 
 “DoorDash and Uber Eats are more or less on par compared to one month ago. Grubhub is growing in our orders.” 
 “Orders from Grubhub are up 10% to 12% compared to one month ago.” 

March 24 summary: Food delivery orders have not yet increased significantly, though takeout orders are on the rise, 
especially as other restaurants close and options are more limited. None of the food delivery businesses is seeing a 
surge in demand at this time. Unrelated to the coronavirus, DoorDash is gaining share from Uber Eats and Grubhub, even 
though Grubhub remains the most prominent delivery partner. A surge in demand for delivery is expected in two weeks 

March 14, 2019, summary: Grubhub is losing share to Uber Eats at this company’s 30 locations despite having better 
service and technology. Uber Eats is getting more aggressive with its ads and attracting more users, getting as much as 
85% of this company’s online orders to Grubhub’s 15%. However, since the online delivery market is growing, the number 

Delivery orders are picking up... 
Orders from Grubhub are up 
10% to 12% compared to one 
month ago. 

Senior manager for a Chicago location 
of a growing, fast-casual restaurant 

http://blueshiftideas.com/reports/031904GrubhubStartingtoLoseSharetoUberEatsDoorDash.pdf
http://blueshiftideas.com/reports/041702GrubhubFeelingtheHeatfromUberEATSandOtherDeliveryServices.pdf


 

 75 Second Avenue, Suite 605, Needham, MA 02494 | www.blueshiftideas.com 
6 

Grubhub Inc. 

of orders through Grubhub is growing too. The growth is particularly strong in less urbanized areas. Uber Eats may raise 
fees soon, which already were higher than Grubhub’s. The source in negotiating with Uber Eats for better fees, but is not 
ready to give up the platform since it brings a lot of orders. 

Nov. 29, 2018, summary: Uber Eats was gaining share because of its higher popularity among end users. It also brought 
new customers to the restaurant. Grubhub had well-organized, smooth workflow and technology and was rated higher 
than all competitors, but its share was in decline. Uber Eats was the ultimate leader in the market. Most Grubhub orders 
came during the day, while Uber Eats was more popular during night hours. Uber Eats had 35% of this location’s delivery 
orders, while Grubhub made up 15%. Uber Eats was expected to grow more in 2019. Increased costs were passed on to 
the customers, so margins were not affected. 

4) Owner of 10 Papa John’s stores in the Midwest; repeat source—Friday, April 24 

He is seeing an increase in delivery orders compared to one month ago, but orders are still behind usual numbers for the 
season. With many businesses closed, the restaurant chain has seen a 20% to 25% decrease in demand. However, 
restaurants in residential areas have almost recovered. Uber Eats remains the main source of delivery orders, though 
orders placed directly through the restaurant’s website are on the rise and are attracting new customers. He believes the 
growth of delivery orders is linked to ads promoting free delivery when ordering directly from the website.  

Trends with Food Delivery Businesses 
 “Compared to one month ago, demand improved but hasn’t reached the pre-COVID level yet.” 
 “Compared to two months ago, our sales are down about 5% to 10% but, compared to one year ago, it is down 25%.” 
 “Delivery business is picking up finally. We are pushing our own delivery—delivery from Papa John’s [International 

Inc./PZZA] website—and it works.” 
 “Drive-thru orders are at the same level as one month ago, so the slow recovery we are observing now is driven by 

delivery orders.” 
 “Now that businesses and people are getting accustomed to the new 

reality, orders are getting back to normal—but it is just the beginning.” 
 “Most likely the demand for delivery will keep growing, but with so many 

businesses closed, we are not going to approach last year. We expect April 
and May to be down 20% year to year.” 

 “In different areas it is different. Restaurants located in the business areas 
are hurt [by the lockdown] most. Residential restaurants have nearly 
recovered.” 

Food Delivery Businesses 
 “We are happy with all our delivery partners, but our own delivery option 

works best so far. It is faster and cheaper.” 
 “We get more and more orders directly from our website, and we even 

noticed that the new clientele is turning into our loyal customers—probably 
because we deliver faster and at no extra cost.” 

 “Uber Eats was and still is our main source of delivery orders.” 

March 24 summary: Takeout and delivery orders are down as customer stock up on groceries and question the 
cleanliness and safety of having their food delivered by someone else. The expectation is that orders will pick up once 
some of the fear subsides. Uber Eats is the superior option since it has more drivers available, but Grubhub and 
DoorDash also service this franchise well. 

Oct. 31, 2019, Papa John’s report summary: Advertising and marketing efforts are paying off, as sales are up low single 
digits year to year, accelerating since July. Profits are up as well. The source shared a positive outlook for the next three 
months and expects sales to increase further in November and December, along with the seasonal increase in demand. 
DoorDash and loyal customers help to maintain market share, despite the aggressive marketing from Domino’s Pizza. 

Delivery business is picking up 
finally. We are pushing our own 
delivery—delivery from Papa 
John’s website—and it works. … 
Drive-thru orders are at the 
same level as one month ago, 
so the slow recovery we are 
observing now is driven by 
delivery orders. 

Owner of 10 Papa John’s stores in the 
Midwest 

http://blueshiftideas.com/reports/111807GrubhubIsNotLosingShareButTrailsinUsageandPopularity.pdf
http://blueshiftideas.com/reports/101910PapaJohnsBeginningtoSeeBetterDays.pdf
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5) Senior operations executive of a casual dining chain with hundreds of locations; repeat source—Tuesday, April 21 

Delivery and carry-out have become essential to restaurants and guests. While off-premise used to only make up 9.5% of 
total sales, they are now the only sales and the industry has become heavily reliant on delivery. Delivery providers will 
continue to dominate in May but will be forced to respond to the changing demands of consumers and operators for 
greater transparency and better execution. Delivery companies have engaged in marketing tactics considered predatory 
by many operators, which has put them at odds with restaurants and customers. DoorDash, Grubhub, and Uber Eats 
remain the top three service providers for these restaurants, unchanged from a year ago. 

Trends with Food Delivery Businesses 
 “As guests cannot enjoy dining in our restaurant or any other, delivery and carry-out have become essential for both 

the guests and the business.” 
 “It has moved from being an incremental piece of the business to being core to survival for many restaurants. For 

guests, it has changed from a mere convenience to being seen as an essential escape from their social distancing 
requirements.” 

 “Prior to COVID our total off-premise sales totaled about 9.5% of our total sales, with DSPs (delivery service 
providers) being included in that count. Clearly this has increased, as it’s our only sales channel currently.”  

 “I expect May will closely mirror April overall, with a slight uptick as we 
move through the month. We’ll see cities start to loosen restrictions at 
different times, but the majority will retain very tight restrictions until the 
end of May. Delivery and carry-out platforms will continue to dominate the 
landscape throughout May.” 

 “The real question will be what happens to consumer trends post-COVID-
19.” 

 “The challenges for third-party DSPs have been amplified during this time, 
but so too has the industry’s reliance on the traffic it is driving. Both pick-up 
and drive-thru ordering allow the restaurant to retain control over the guest 
experience. The ingenuity shown by the full-service industry is amazing. 
Many have established their own makeshift drive-thrus in their parking lots 
to continue to serve and engage the guest directly, conveniently, and 
safely.” 

 “As demand for delivery has soared, many DSPs in various markets have 
not been able to keep up with the surging demand. This has created a 
clamp for restaurants and negatively impacted the guest experience in 
many cases.” 

 “Everything has changed. The expectations of the guest, the restaurant, 
and, ultimately, the DSPs have all changed. Delivery is no longer a simple convenience for the guest, it is a channel 
for the parent who is working from home while at the same time leading their children’s distance education to have a 
robust and flavorful meal served for the family. For the restaurateur, it’s a crucial business channel that is driving a 
significant percentage of their current overall revenue and allowing them to remain in the selection set for those 
guests who can’t utilize their carry-out feature.”  

 “I think the DSPs will be forced to respond to the changing demands by both consumers and operators for greater 
transparency, partnership, and standards of execution.”  

Food Delivery Businesses 
 “We are seeing the most business from DoorDash, Grubhub, and Uber Eats, in that order. This is mostly in the same 

order as before. There are some local and regional players that have asserted themselves lately. We’ll see if they 
have staying power.” 

 “I believe the gap is growing among the big three and it may even pave the way for another round of consolidations 
or acquisitions in the next year.” 

 “I expect restaurateurs to push back strongly on the DSPs when the dust starts to settle on the COVID-19 pandemic, 
both from a commission rate perspective and the manner in which some DSPs engage in marketing tactics that 
could be considered predatory on an already severely impacted industry.” 

I expect May will closely mirror 
April overall, with a slight uptick 
as we move through the month. 
We’ll see cities start to loosen 
restrictions at different times, 
but the majority will retain very 
tight restrictions until the end 
of May. Delivery and carry-out 
platforms will continue to 
dominate the landscape 
throughout May. 

Senior operations executive of a casual 
dining chain with hundreds of locations 
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 “There have been a number of discounts offered to guests via a DSP’s 
marketing platform that are at the expense of the restaurant and not 
approved or requested by the restaurant. This drives revenue for the DSP 
but puts the operator at odds with the guest and the service provider. It’s 
not a pretty situation when this occurs.” 

 “The dichotomy is intriguing. The restaurants absolutely need the traffic 
being provided by the DSPs right now, but the overall balance of the 
relationship is being intensely stressed and that stress will result in 
changes in operational, business, and service practices.”  

March 14, 2019, summary: Grubhub is the easier platform to do business with 
from a corporate perspective. The source’s current restaurants use Grubhub, 
DoorDash and Uber Eats. Although no major issues have occurred on the 
corporate level, franchisees often bring up problems with the presentation of 
drivers and their timeliness. He has not yet evaluated any share shifts or 
changes in sales patterns since recently switching chains. He firmly believes 
third-party services are driving incremental sales by providing visibility on 
platforms that guests are going to and result in additional revenue. A question 
that has not yet been resolved is who owns the guest and who owns the data, 
which restaurants will have to sort out if they end third-party agreements.  

Aug. 31, 2017, summary: Grubhub’s Eat24 purchase will help it stay ahead of 
the game with greater capacity and market presence. The source’s chain uses many different third-party delivery 
services, and Grubhub gets nearly 25% of business, the largest share among third-party services. Still, the choice of 
delivery companies varies widely depending on region. The executive rates Grubhub a 6 out of 10 because its strong 
brand presence brings revenue activity to restaurants. To get to a 10, Grubhub must improve its delivery management 
and choice of drivers. UberEATS gets a 4 out of 10, with the same positives but lower marks for not being as business-
friendly and for asking for set-up fees for each business in addition to its high commission rates. UberEATS’ execution is 
also below Grubhub’s. This executive is very optimistic about Amazon and expects it to set higher industry standards. 
Franchise owners would not be willing to accept higher fees. Paying 25% to 30% of an order already cuts into very thin 
margins. Consumers demand the convenience of delivery. Keeping staff on hand for that is not always financially 
reasonable, but the source expects third-party delivery services to execute their core business well for the high price they 
are collecting. 

6) Marketing director for a chain of Italian restaurants in Chicago; repeat source—Wednesday, April 22 

This source still has not seen any significant increase in delivery and drive-thru orders since March and overall sales are 
down 25% to 30% compared to normal. Drive-thru orders make up about 70% of all orders currently, with delivery 
representing the other 30%. The source expects the delivery business to pick up at some point, but is not sure if it is 
going to happen in May or June. Grubhub offers free delivery to customers and better fees for the restaurant and, thus, 
has taken over the majority of the delivery business. Overall, the source is very satisfied with Grubhub and how the 
service handles the demand and changes in the environment. 

Trends with Food Delivery Businesses 
 “We haven’t seen any changes since the beginning of the lockdown. The 

initial increase in takeout orders and delivery orders hasn’t made up for 
the loss of our dine-in customers.” 

 “Our business is down 25% to 30% compared to what we had before the 
lockdown.” 

 “Takeouts make about 70% of our business now. It is doing better than the 
delivery.” 

 “Delivery makes up only 30% of our business, and it is not growing. 
Probably, our customers do not consider delivery a safe option, and prefer 
to minimize the number of people and contacts involved in the order.” 

Delivery makes up only 30% of 
our business, and it is not 
growing. … Grubhub handles 
orders well. Delivery time is 
back to normal. We haven’t 
had any problems with them 
lately. 

Marketing director for a chain of Italian 
restaurants in Chicago 

We are seeing the most 
business from DoorDash, 
Grubhub, and Uber Eats, in that 
order. This is mostly in the 
same order as before. There 
are some local and regional 
players that have asserted 
themselves lately. We’ll see if 
they have staying power. … I 
believe the gap is growing 
among the big three and it may 
even pave the way for another 
round of consolidations or 
acquisitions in the next year. 

Senior operations executive of a casual 
dining chain with hundreds of locations 

http://blueshiftideas.com/reports/081707GrubhubtoStayAheadofCompetitorswithPurchaseofEat24.pdf
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 “We have had a pretty steady number of orders daily. We are at the same level we were last month—not more, but 
not less.” 

 “We do hope for the increase in both takeouts and delivery. However, it is hard to predict when or if it is going to 
happen.” 

 “We hope that when the weather is better our business, including delivery business, will improve.” 
Food Delivery Businesses 
 “Grubhub is good. Most of the delivery orders are placed through Grubhub.” 
 “Grubhub offers free delivery to our customers now, and it doesn’t mean additional fees for us. This is pretty good for 

us.” 
 “Grubhub handles orders well. Delivery time is back to normal. We haven’t had any problems with them lately.” 

March 24 summary: This chain is seeing an increase in takeout orders and delivery orders. Wait times for drivers has 
increased to 45 to 60 minutes from 20 to 30 minutes. The source expects delivery orders to surge in a few of weeks after 
customers have gone through the food they stocked up on at home. DoorDash and Grubhub have an equal share in 
delivery orders. It is not yet clear which of the two delivery services is better prepared to handle the situation. 

March 14, 2019, summary: Grubhub’s share at this location has declined from 50% to 30% because DoorDash, which 
now takes 50% of online orders, has rapidly gained in popularity. Still, orders from Grubhub are up slightly compared with 
November, and it is the best service to work with, keeping its ranking of 8 out of 10. The source wishes more orders 
came through Grubhub because the ease of use for the restaurant makes it their preferred service, but DoorDash has 
more users. Online orders now total as much as 40% of the restaurant’s business, up from 35% in November. Order size 
is the same with delivery as it is in the restaurant. The location canceled Postmates because it was unreliable and 
received many customer complaints. Amazon still struggles to take any significant share, with its orders totaling no more 
than 3%. The restaurant is not deterred by costs to the delivery services as it has increased prices for online orders to 
offset the cost. 

Nov. 29, 2018, summary: Grubhub represented about 50% of all orders placed through online delivery services, followed 
by DoorDash. About 3% went each to Postmates and Amazon, the most recent addition to the delivery partners. Although 
online orders were growing, delivery companies cannibalize the existing customer base rather than bring in new 
customers to the restaurant. Grubhub provided the source with a very convenient model fully integrated into the existing 
order system and allowed the company to pass fees on the customers without affecting the restaurant’s margins. 

2) Restaurants Using Only Competitors 
Both sources said their food delivery orders are higher month to month, including one who said orders have doubled, albeit 
off a very small base. They also believe food delivery growth will continue, especially as new customers download these apps 
and change the way they buy fast food, even after the pandemic and the lifting of stay-at-home orders. Overall sales are 
starting to come back for both sources from the lows they experienced several weeks ago, but there remains a long way to go 
over the next few months to make up for all the losses. Takeout orders have seen the biggest increase for both franchise 
owners, making up 95% of orders for the Subway source and 90% to 92% of orders coming via the drive-thru for the 
McDonald’s source. DoorDash is taking share from Uber Eats, whose drivers are often unavailable according to the Subway 
source.  

March 24 summary: All three sources said delivery orders have not risen since the beginning of the coronavirus pandemic in 
the United States, including one who said delivery orders have actually fallen off as customers fear others handling their food. 
Yet, two of the sources said takeout has increased significantly. Two sources believe delivery orders will increase in the next 
week or two. DoorDash is the primary provider for one source, Uber Eats leads the way for another, and they combine to 
service a third source with multiple McDonald’s franchises. This source said his breakfast sales are down significantly, as 
employees and students are working at home and no longer stop in on their way to work or school. He noted that Wendy’s 
was in the middle of a major launch of its breakfast daypart and is likely hurting significantly as a result of this trend. 
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Key Silo Findings 
Trends with Food Delivery Businesses 

- 2 said food delivery orders are higher month to month. 
o 1 said delivery orders have doubled since March, but off a very small base. 

- Overall sales are starting to come back from lows of a few weeks ago. 
- Both said takeout orders have increased much more than delivery orders. 

o 1 said drive-thru orders now make up 90% to 92% of all sales. 
o 1 said takeout has grown from 50% to 95% of sales. 

- 2 expect delivery to continue growing now and over the long term. 
o Many new customers are downloading delivery apps and the way people buy fast food is changing in a way 

that will stick. 
Food Delivery Businesses 

- 1 said all of it delivery options are poised to grow and be in demand through the pandemic. 
- 1 said DoorDash is its No. 1 provider and it is taking share from Uber Eats, whose drivers are often unavailable. 

1) Franchise owner of more than 10 McDonald’s restaurants in the Northeast; repeat source—Wednesday, April 22 

Business has started to come back in recent weeks, with sales down in the high teens from a peak of down 30%. While 
not close to being out of the woods, this is seen as a move in the right direction. At least 90% of sales are now via the 
drive-thru, with 8% to 10% coming through delivery, a slight increase from normal. He expects delivery orders to continue 
growing slowly and steadily, though the current environment has helped spread the word about McDonald’s offering 
delivery as an option, and more older customers are likely to give it a try. He is currently projecting declining year-to-year 
sales numbers for his business through July, before turning flat in August. 

Trends with Food Delivery Businesses 
 “Things are getting better. In the last week, people who have been cooped up are getting out more.” 
 “Sales at my restaurants were down 30% at the height of this thing but they are now down in the high teens. That’s a 

good sign.” 
 “We’ve weathered the storm well. We’re not going to be out of this any 

time soon, but we’re moving in the right direction.” 
 “I think McDonald’s is doing better nationally than we are here in the 

Northeast where we’ve been one of the hardest hit areas in the country. 
 “Thank goodness for drive-thru. It’s now up to 90% to 92% of our business. 

I’ve closed the inside of half my restaurants, mostly out of caution and 
care for my employees who were uncomfortable with customers coming 
in.” 

 “It will be a different world when this all clears. I don’t envision restaurants, 
whether fast food, casual dining, or nicer places, will be utilized the same 
way they were in the past.” 

 “I expect sales at my stores to be down 13% in March and 20% in April. I 
was projecting bigger losses in those months so I’m pleasantly surprised. 
I’m projecting May to be down 18%, June down 9%, and July down 4%. I’ve 
got August flat. I’m not estimating any increases right now. This is how I am 
looking at my business going forward. I do not know about how 
McDonald’s is projecting things.” 

Food Delivery Businesses 
 “Delivery has been up from what it was, but not exponentially.” 
 “Delivery is about 8% to 10% of my business. It’s been growing every 

quarter since we added it a year and a half ago.” 
 “Consumers are still nervous about anything that’s touched. Their food is being made, packaged, and driven, so they 

are still hesitant.” 
 “One offshoot of all this is that customers now know McDonalds delivers.” 
 “Delivery won’t come down when we get back to normal operations. It will continue to slowly rise.” 

Things are getting better. … 
Sales at my restaurants were 
down 30% at the height of this 
thing but they are now down in 
the high teens. That’s a good 
sign. … Delivery has been up 
from what it was, but not 
exponentially. Delivery is about 
8% to 10% of my business. It’s 
been growing every quarter 
since we added it a year and a 
half ago. 

Franchise owner of more than 10 
McDonald’s restaurants in the 

Northeast 
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 “McDonald’s uses the big three delivery options, Grubhub, Uber, and DoorDash, depending on region. I think this 
pandemic will open the door to everyone to get in the game.” 

 “College kids living at home now are showing their parents how to order food with delivery apps, so that will have a 
lasting impact. These delivery apps must have a lot of new customers downloading the apps the last couple weeks.” 

 “I wouldn’t be surprised if the delivery of food increases in the same way delivery of content increases, like what 
Netflix reported yesterday.” 

March 24 summary: The coronavirus pandemic in the United States has not yet had an effect on food delivery orders, but 
restaurants in his area only closed to dine-in customers a day ago. The drive-thru saw a noticeable uptick that day. Sales 
have been up and down dramatically in the last week and may be settling in at down 10% year to year, which is a positive 
surprise and can be weathered. Until last week, overall sales for his restaurants were up 9% year to year in 2020. 
Breakfast is down considerably right now, as students are not going to school and employees are not going to the office, 
leaving no one to stop in for food and coffee. Lunch is still brisk but business quiets down after 8 p.m., which was 
typically a busy time for area college students. He works with DoorDash and Uber Eats and said food delivery has 
contributed to sales increases in 2020. His company sees an average of 6% of storewide sales and 3% of storewide 
transactions from food delivery under normal circumstances—his busiest store gets 9% of transactions from food 
delivery. He expects an uptick in food delivery shortly. 

March 14, 2019, summary: Uber Eats is still a rousing success for this owner/operator in a college town. He 
acknowledges that others may not be as enamored with it given the cost and effect it has on margins and the possibility 
that these owner/operators may be in more rural areas. Still, he also said they may not be as open to change as he is or 
may not be looking at the bigger picture positives it can have on their stores. He also said he is farther along in the 
modernization of his locations, which is helping him and may be hurting others. This is a sizeable expense for 
owner/operators, compounding the pain of paying fees to Uber Eats. He has created a separate pickup window for Uber 
Eats drivers and is charging higher prices for delivery items, which other owner/operators likely are not doing. His sales 
continue to rise as a result of delivery, with one store seeing a 22% year-to-year sales increase in its first year with Uber 
Eats. Delivery orders are nearly three times as large as walk-in orders. He hopes to be able to use another large delivery 
platform, though does not have a preference, and is unsure of what will happen with the next round of negotiations 
between Uber Eats and McDonald’s. 

Nov. 29, 2018, summary: Demand for food delivery, especially in the fast-food arena, will continues to climb such that all 
food delivery companies can be winners. McDonald’s was negotiating with Uber Eats for its next contract, which might 
result in another exclusive agreement or in McDonald’s opening up to all delivery platforms. The source was not loyal to 
Uber Eats and welcomed the opportunity to work with others like Grubhub and DoorDash to take advantage of 
customers’ preferences and to drive down his costs as these companies compete for business. Uber Eats had brought so 
much additional business to his area restaurants that he would do enough volume in 2019 from the delivery service 
alone that it would equal one additional restaurant. He had all of his restaurants using Uber Eats, and the number of daily 
orders for his stores had doubled and tripled in a little over a year. He had even added a window for Uber Eats pickups, 
and had raised prices on items for delivery in order to recoup his costs, though he said this practice could be against 
state and local regulations. If these higher online prices were challenged, it could be a major setback for the industry. 
Uber Eats and McDonald’s were both working on technology to improve delivery operations, including an alert to 
franchise owners when stores shut off their Uber Eats iPads during busy times. Also, McDonald’s was designing better 
packaging to ensure freshness on delivered food. McDonald’s was more excited about food delivery and its revenue 
benefits than anything in the last 15 to 20 years. 

Aug. 31, 2017, summary: Uber Eats had been a tremendous success so far and had exceeded expectations. The source 
had only one store in a city where Uber Eats delivers, and this location had seen several $1,000 delivery days as well as 
30 to 40 orders regularly from 10 p.m. to 3 a.m. in the last six weeks, largely because of all the colleges in the area. As 
delivery service expands to other areas, he anticipates similar success as long as it is in well-populated cities, even if they 
are second or third tier. Menu items promoted nationally were not discounted when ordered through Uber Eats so the 
store got the full margin, and the fee to Uber Eats did not appear onerous. Drivers were consistent, speedy and plentiful. 
He did not have any insight in or comparison to Grubhub. 
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2) Owner of three Subway franchises on the West Coast; repeat source—Friday, April 24 

Delivery orders have doubled but remain only about 5% of these restaurants’ business. Takeout has increased from 50% 
of sales before the pandemic to 95% currently. There has been an improvement in sales since March as people have 
started receiving their stimulus checks. Sales are down about 33% year over year compared to normal times. Takeout 
and overall sales are likely to improve with good weather in May and should improve significantly in June, even if it is not 
clear yet what kind of restrictions there will be on dining in. DoorDash dominates almost exclusively because Uber Eats 
has scarce driver availability in this rural area. Delivery platforms are here to stay and will gain increasing share in 
restaurant sales as more and more people download the apps and become familiar with the services. 

Trends with Food Delivery Businesses 
 “Food delivery orders are up. They’ve doubled since we spoke in March. But, in our case, it’s still a very small 

number. Instead of two or three deliveries per day now we have four to six.” 
 “About 5% of our sales are for delivery and the rest are takeout.” 
 “A big change is that takeout used to be 50% of our sales [and now it’s 95%].” 
 “Overall, sales started improving last week when people started getting their stimulus checks. We are down about 

33% year over year from normal times.” 
 “Increasingly, people are using our own brand’s app for takeout, ordering 

ahead so their orders are ready when they come in to pick it up.” 
 “I don’t expect any significant changes in May yet. More people will be 

going out with the weather getting better so we could have more takeout 
orders but I don’t think deliveries will go up, because people will want to be 
outside.” 

 “I do expect changes in June when they will start lifting stay-at-home orders 
and we can have dine-in customers. But I don’t think things will be back to 
normal completely. I don’t know yet what kind of requirements dining-in 
regulations will have, but the fear and anxiety that has been set off by the 
pandemic are not going to go away overnight.” 

 “Deliveries will probably increase in the long term. As more and more 
people download the delivery platform apps, it becomes easier and more 
convenient to order from them.” 

 “We have gotten to the point where it’s starting to be problematic to hire people. People getting unemployment and 
the extra $600 from the federal government are making more with that than by coming in to work. Other franchise 
owners I talk to have told me it’s become a problem. I don’t think it will be a problem later on as unemployment will 
remain high for a long time and people will want jobs.” 

Food Delivery Businesses 
 “DoorDash remains our top delivery platform provider. We also have Uber Eats integrated into our POS system, but 

90% of the time they don’t show up to pick up the orders because they don’t have drivers available. DoorDash, Uber 
Eats, and our own ordering app are all integrated into our POS system.” 

 “It’s fair to say DoorDash has gained share because of Uber Eats’ underperformance.” 

March 24 summary: There has not been any uptick in delivery since the onset of the crisis for this source or other 
franchise owners with whom he has spoken. Delivery platforms continue to make up about 5% of total volume. DoorDash 
dominates, with about 99% of delivery business because Uber Eats does not have enough drivers in this more rural area. 
Takeout numbers remain relatively steady, too, while the absence of dining in has caused a loss in revenue of about 
50%. He is hoping to get to 60% of normal business—it may happen in the coming week or two as people start going out 
more because of cabin fever, but any surge in coronavirus cases may scare people back to sheltering in place, with 
takeout possibly drying up. 

April 24, 2019, summary: Grubhub is not available at these locations, but the source would be happy to try it if it could 
help him avoid Uber Eats. DoorDash is outperforming Uber Eats in sales as well as driver performance. Uber Eats drivers 
will not even show up to pick up deliveries. The platforms average one to two orders per day. He considers his use of 
them a defensive strategy so that he does not lose sales to other restaurants that are present on the platforms. 

Food delivery orders are up. 
They’ve doubled since we 
spoke in March. But, in our 
case, it’s still a very small 
number. … About 5% of our 
sales are for delivery and the 
rest are takeout. 

Owner of three Subway franchises on 
the West Coast 
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DoorDash’s tablets are more user-friendly than Uber Eats’. They also are provided to the restaurant at no cost while the 
restaurant has to pay $250 for the Uber Eats tablet. He wishes the platforms’ sales were integrated into Subway’s POS. 

Secondary Sources 
These two sources focused on Uber being accused of retaliating for a temporary cap on delivery commissions in San 
Francisco and delivery apps like DoorDash and Postmates working to increase the health benefits of their gig workers.  

April 24 San Francisco Chronicle article 
A San Francisco Supervisor claims Uber is retaliating for temporary delivery-commission caps the city instituted on food 
delivery services like Uber Eats. 

 “San Francisco Supervisor Matt Haney accused Uber of redlining after it cut off access to Uber Eats for Treasure 
Island residents, citing the city’s new caps on food delivery commissions.” 

 “‘New regulations mean we can’t deliver to you,’ Uber wrote in a message to Treasure Island customers, referring to 
the city’s April 10 emergency order that temporarily capped delivery commissions at 15%. The order, to remain in 
effect during the local state of emergency or until restaurants can host in-store diners, is designed to aid struggling 
restaurants whose sole income now derives from delivery or takeout orders.” 

 “‘We have had to revise the areas Uber Eats can deliver to in the city. Unfortunately this means we cannot continue 
serving customers in Treasure Island,’ Uber wrote.” 

 “Uber, which is headquartered in San Francisco, said its delivery service just added Treasure Island on April 3 — 
meaning Uber Eats was available there for only three weeks. It said that the island is the only part of its San 
Francisco service area affected now.” 

 “Haney blasted the move, noting that Treasure Island is 10 minutes from downtown without traffic and includes low-
income communities of color.” 
 

 

https://www.sfchronicle.com/business/article/SF-supervisor-says-Uber-is-retaliating-against-15224389.php?utm_source=newsletter&utm_medium=email&utm_content=headlines&utm_campaign=sfc_morningfix&sid=5452d6343b35d010308e57aa
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 “‘We are working to comply with the San Francisco order in a way that minimizes disruption to the safe and reliable 

services that our users deserve,’ Uber said in a statement. ‘Unfortunately though, the restrictions imposed by this 
order forced us to update our service area to reduce operational costs. We remain hopeful that the temporary 
changes that companies were forced to make won’t further hurt those that we’re trying to help the most during this 
time: customers, small businesses and delivery people.’” 

 “Uber has been known to conduct campaigns rallying drivers and customers against local regulations or even 
individual politicians it disagrees with.” 

April 24 San Francisco Chronicle article 
Delivery apps are working to boost health benefits for gig workers amid the coronavirus crisis. 

 “As San Francisco and other cities rapidly introduce emergency orders to protect the health of essential workers 
employed by delivery apps, three companies — DoorDash, Postmates and Instacart — are trying to keep pace by 
introducing their own shopper- and driver-oriented policies.” 

 “Doctor on Demand, a leader in the telehealth industry, recently took DoorDash on as a client. Contract workers with 
DoorDash can now take online risk assessments for COVID-19. Postmates has taken similar steps in using 
telemedicine, while also plotting the distribution of hundreds of thousands of face masks to couriers. And Instacart 
now has in-app shopper wellness checks so shoppers can monitor their health during the pandemic.” 

 “The health measures are meant to help the crush of gig workers flocking to the apps as mass layoffs cripple the 
country’s small-business industry. Postmates has seen an 84% national increase in new workers. Instacart recently 
announced it is planning to add 250,000 more shoppers, which means the company will have grown its shopper 
network by 250% in just one month.” 

 “When including its partnerships with Postmates and DoorDash, along with a slew of big-box retail companies and 
airlines, Hill Ferguson, the CEO of Doctor on Demand, said his telehealth company saw its online doctor visits double 
from February to March. The numbers will continue to increase during the pandemic, he said, as the nation’s gig 
economy grows.” 

 “‘If there’s a silver lining to this crisis, it’s that the whole country sees these delivery workers as essential workers. 
They’re getting this recognition that they deserve,’ he said.” 

https://www.sfchronicle.com/business/article/Delivery-apps-speed-to-increase-health-benefits-15224935.php?utm_source=newsletter&utm_medium=email&utm_content=headlines&utm_campaign=sfc_morningfix&sid=5452d6343b35d010308e57aa
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 “Along with the telehealth benefits, Postmates just started a program letting couriers apply for funds through the 
company to cover medical expenses related to COVID-19. Postmates is calling the program ‘the industry’s first 
emergency family care relief policy.’” 

 “All of the country’s major on-demand delivery companies employ gig workers, who are independent contractors who 
do not usually receive employer-paid benefits like health insurance and contributions to their retirement plans.” 

 “Their new offerings come as California has increasingly pushed companies to treat gig workers as employees, not 
contractors. AB5, a law that took effect in January, makes it harder for companies to claim workers are independent 
contractors. DoorDash, along with Uber and Lyft, is backing a ballot initiative that would partially overturn AB5. 
Workers and local officials have also sought to challenge the companies’ policies, with health benefits amid the 
pandemic a growing focus of concern.” 

 

Additional research by Eva Cahen and Eugenia Vlasova. 
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