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McDelivery Accuracy Toolkit Overview

This toolkitis a support resource to improve accuracy for the delivery
guest and protect the profitability of the restaurant. It includes many
ideas, initiatives, best practices, and links to important information.

Accuracy affects the Crew Accuracy affects the Customers Accuracy affects the Operator

Accuracy is a key driver of
customer satisfaction




Missing & Incorrect items account for 80% of all inaccuracy
complaints.

The most missing and incorrect items are Fries and 10 Piece Nuggets.

= Missing condiments & nugget = Understaffed. = Schedule and position crew as per
fﬁg(éiii??nt;riflgc&mirmissed in = Incorrect positioning. the 2022 VLH Guide and DSPG.
, 9oy = |ncorrect crew procedures. * Train crew on the Delivery
= The courier was handed the wrong operations standards and
order makes up 20% of inaccuracy " Busy, congested, overstressed procedures using the Delivery
complaints. assembly point. section of the O&T.
= Printer not working. .

Work from a fully stocked &
organized Digital Assembly Cart.

= Use the sticky pick tickets to double
checkall items are in the bag(s).

These mistakes are costly. It hurts overall satisfaction and results in a refund which has a negative impact on
the P&L.




Accuracy Mistakes are costly to the Restaurant and 3PO.

Completely Wrong Order

If a customer receives an entirely

DD [ 100% of the Meal Items, including applicable taxes
wrong order.

Entire Wrong Order
McDonald's

If a customer receives an entirely

UE [ Full order refund
wrong order.

Wrong Order Entirely

Missing or Incorrect Item (a la carte, combo/EVM, required condiments, wrong size)

If a customer receives an order that

Up to 100% of the retail price(s) of each missing or

Missing or Incorrect Items (a la carte) | contains one or more missing or DD | . . : . )
incorrect item, including applicable taxes

incorrect items ordered a la carte.

If a customer receives a

Missing or Incorrect Items (Combo or | combination or extra value meal
EVM) with one or more missing or
incorrectitems.

Up to 50% of the Retail Price(s) of the combination
DD | or EVM, including applicable taxes or up to 100% if McDonald's
all items are missing

Missing appetizer/dessert or
Ordered a Lg French fry and was UE | ltem-level Refund
given a Sm French fry.

Missing item(s) w/in the order or
Incorrect order/item size




Accuracy Mistakes are costly to the Restaurant and 3PO.

Missing or Incorrect Item(a la carte, combo/required Condiments, wrong size)

If a customer receives an order with

Missing Required missing or incorrect $0 condiments DD Up to 50% of the Retail Price of the meal
Condiments and/or cutlery as a required part of a item
meal item that has a cost.
If a customer receives an order that is
Food Quality inedible (i.e. food was under/over DD Up t(? 100% of the Retail Price including
cooked). applicable taxes
McDonald’s
If a customer receives an order that is
unsafe to eat due to the fault of McD’s e .
Food Unsafe (Unsafe to mean the food caused an bb Up to 100 of the Retail Price including

iliness). applicable taxes

Missing item(s) due to
courier not being
given all bags/food
items

If a customer receives anincomplete
order due to courier not being given all UE Full order refund
bags of food items.
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Setting the foundations and executing the basics of Accuracy is
dependent upon People, Equipment, and Shift Management.

|- S8,

> Equipment > > Shift Management >

Elevated Delivery Education and The right equipment in the right spot The right people, in the right spot, at
knowledge through training the right time

Digital Assembly Cart
Delivery O&T Operations Procedures

AAG Guides for Delivery

Staffing, Scheduling, & Positioning
2022 VLH Guide
DSPT

Wayfinding Signage
Dedicated Delivery Monitor



Utilizing the training materials to ensure the team has the
knowledge on how to execute Delivery procedures.

At—A—Gfanc:a for Crew
5 = The Delivery O&T is the source of truth for Delivery e | ﬁ@
- standards and procedures. o, Pt e o Nty poveIe T e
A Accurate D Fresh D Fast
. . = The AAG Guide provides an overview of Delivery Education. :
What IS 't? gfzz:r;bl ng

e 0 o0
e U . .
?, = This training will provide the crew with knowledge on S
accepting, assembling, and handing off Delivery orders. T
Why s 9uldl pting g g y o
use it? S——
9 Iaflr::i‘f;n'?ﬂfl!um'u M: pirks : °| {2 ot them wth hospiziy.
L 3 Delivery O&T Operations Procedures 9
Wherecan| At-A-Glance for Crew: McDelivery et i
find it? i e i r:i;p‘:g:ﬁ%ﬁgpgﬁsfmb BN
Additional Resource Link Short Description
AAG for Managers At-A-Glance For Managers: Manager’s overview of Delivery which includes an execution shop checklist designed to help
McDelivery ensure a consistently high level of execution that provides the quality and service levels that
customers expect.
McDelivery Station Guide McDelivery Station Guide Resource for the order arrival, assembly, and hand off.

McDelivery Packaging Guide McDelivery Packaging Guide One Pager on bagging Delivery orders.



https://fredatmcd.read.inkling.com/a/b/13a2ba7d20e74aacb0d62bac85a26494/p/d9c8ea5a3d074b4fb2d59250d9e9771c
https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide%2FLOT%20M%20%2D%20111720%5F0121%5FMcDelivery%202021%5FAAG%20for%20Crew%5Fv4%2078102%5FFFSI%20HR%20CROPPED%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide&p=true
https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide%2FLOT%20J%20%2D%20111820%5F0121%5FMcDelivery%202021%5FAAGforMgrs%5Fv7%2078102%5FFFSI%20CROPPED%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide&p=true
https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide%2FLOT%20J%20%2D%20111820%5F0121%5FMcDelivery%202021%5FAAGforMgrs%5Fv7%2078102%5FFFSI%20CROPPED%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide&p=true
https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide%2FLOT%20W%20%2D%20McDelivery%5FStationGuide%2077102%5FFFSI%20HR%20CROPPED%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide&p=true
https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide%2FLOT%20N%20%2D%20Delivery%20Packaging%203%20Stickers%20Nov%202020%2078102%5FFFSI%20CROPPED%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FCrisis%20Communications%2FCoronavirus%20%2D%20Feb%202020%2FRecovery%20Playbook%2FMcDelivery%20Guide&p=true

orders and includes space for packaging, condiments, & delivery IT

A Digital Assembly Cart helps to organize and assemble delivery >
hardware.

= The Digital Assembly Cart is a separate space and station to

? organize and assemble delivery orders — includes space for
= packaging, condiments, and delivery tablets.
What is it?

. » Reduces stress, congestion,and complexity at the OAT by
11T removing the assembly and finishing process from the OAT
to the delivery station.
Whygmuldl = This creates room for the delivery team to work more
useit? accurately and efficiently while improving the execution of
the other service channels.

9 SAO, SAM, Legacy, & New Store Design Equipment &
c 3 Layouts; ROA Equipment Guide pages 17-27
Where can | Assembling, Staging, & Fulfilment; ROA Equipment Guide
find it? pages 28-42
Additional Resource Link Short Description
Be Well Served Be Well Served on @mcd Home for all gold-standard equipment layouts. Correctly positioning equipment canincrease

order accuracy, productivity, and efficiency by reducing restocking time and minimizing the
bends, steps, and turns in the order assembly process.
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https://collaborate.mcd.com/:b:/s/MOPROA/EexmRNSHVdhIkp2CYtFfVmIBycNvEeGHm0K2MoUukKigQg?e=co5huc
https://collaborate.mcd.com/:b:/s/MOPROA/EexmRNSHVdhIkp2CYtFfVmIBycNvEeGHm0K2MoUukKigQg?e=co5huc
https://collaborate.mcd.com/:b:/s/MOPROA/EexmRNSHVdhIkp2CYtFfVmIBycNvEeGHm0K2MoUukKigQg?e=co5huc
https://www.atmcd.com/sites/us/operations/SitePage/416932/be-well-served-bws

Proper Wayfinding Signage creates ease for couriers to find and pick
up orders.

5 = Signage that provides our delivery couriers clear directions
T on where to find and pick up orders.
What is it?

e 0 o0

oy , , ,
?, = Removes confusion and frustration on where to go to pick

Why should | up orders.
use it? Site Signage Blade Sign

A

Wayfinding Signage; ROA Equipment Guide page 10

Where can |
find it?
Additional Resource Link Short Description
Wayfinding Signage Wayfinding Signage Wayfinding components, channels, and examples.
Delivery/Drive Thru One Pager Delivery/Drive Thru Signage One pager outlining the Wayfinding signage for Delivery.
Gold Standard Parking Sign Gold Standard Parking Sign Signage recommendations for exterior Delivery Wayfinding

Recommendations Recommendations

Wall Decal

1


https://collaborate.mcd.com/:b:/s/MOPROA/EexmRNSHVdhIkp2CYtFfVmIBycNvEeGHm0K2MoUukKigQg?e=co5huc
https://spo.mcd.com/:b:/r/sites/atmcd_us/Communication/Crisis%20Communications/Coronavirus%20-%20Feb%202020/ROA%20Pilot%20Site/Digital%20Channel-%20Wayfinding-%20221214%20FINAL.pdf?csf=1&web=1&e=8lfv0s
https://spo.mcd.com/:b:/r/sites/atmcd_us/Communication/Crisis%20Communications/Coronavirus%20-%20Feb%202020/ROA%20Pilot%20Site/ROA%20Site%20Docs/2022%20Delivery%20DT%20Wayfinding%20Update-221108.pdf?csf=1&web=1&e=D9YYzW
https://spo.mcd.com/:b:/r/sites/atmcd_us/Communication/Crisis%20Communications/Coronavirus%20-%20Feb%202020/ROA%20Pilot%20Site/Current%20Signage%20Refresh_20220923.pdf?csf=1&web=1&e=9VFXYM
https://spo.mcd.com/:b:/r/sites/atmcd_us/Communication/Crisis%20Communications/Coronavirus%20-%20Feb%202020/ROA%20Pilot%20Site/Current%20Signage%20Refresh_20220923.pdf?csf=1&web=1&e=9VFXYM

To isolate delivery orders, restaurants can reroute orders to a >
dedicated Expo Monitor.

5 A dedicated Expo Monitor to designed to separate assembly
T and present section to keep orders visible until the hand-off
is completed.

What is it?
iiii = Highlights key items for accuracy.
?, = Provides key messages for special orders.
Why should | = Removes clutter from the front counter monitor.
useit? = Makes the assembly process easier for the crew.

A

Dedicated Delivery/Curbside Monitor

Where can |
find it?
Additional Resource Link Short Description
USORT homepage USORT on (@mcd Technology solutions to improve service and profitability in the restaurants.

USORT Printer Preparation USORT Printer Preparation This resource outlines the preparation for printers including cleaning and troubleshooting.

12


https://spo.mcd.com/sites/atmcd_us/Communication/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FMcDelivery%2FDedicated%5FMcDelivery%5FMonitor%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FCommunication%2FMcDelivery
https://www.atmcd.com/sites/us/usort
https://spo.mcd.com/sites/atmcd_us/US%20Operations/Forms/AllItems.aspx?id=%2Fsites%2Fatmcd%5Fus%2FUS%20Operations%2Froa%2Fnew%20as%20of%208%2E25%2E2022%2FROA%20Printer%20Prep%2008%2E22%2E22%2Epdf&parent=%2Fsites%2Fatmcd%5Fus%2FUS%20Operations%2Froa%2Fnew%20as%20of%208%2E25%2E2022

Effective staffing is step 1 for maximizing delivery

operations.

?

IT
Whatis it?

1 L1
Why s;?muld I
use it?

M
Where can |
find it?

Additional Resource
VLH 2022 for Managers
VLH 2022 for Operators

 The 2022 VLH Guide has been updated to project

positioning for digital guest counts of McDelivery and

curbside.

* Helps scheduling managers make educated decisions
about current delivery/curbside transactions and new
productivity with the current menu.

* Restaurants with high delivery/curbside orders will see
additional crew positionedin the restaurant.

2022 VLH Guide

Link
VLH 2022 for Managers
VLH 2022 for Operators

Staffing, Scheduling, & Positioning site SSP on @mcd

0 0 7
1 8 19
Delivery / 2 20 29
R 3 30 39
urpsiae: 4 40 49
5 50 59

6 60 9999

Hour Start: [04:00]05:00]06:00 m:oe]os:oglus:uglm:ug 11:0(; 12:0(;}

#CURBSIDE

FOELIVERY

2

2

#SANWCH

110

122

152

109

120] 133

#FRY/HB

37

46

47

47

67 72

PMCCAFE

(= =lk=

=== [=1k= =

== =
(= =1k=) == =
F}
P | o
& (|
& oY

16

15

14

14

Short Description

Manager’s overview of VLH which includes key changes, benefits, and deployment.

Operator’s overview of VLH which includes rationale, benefits, and deployment resources.

SSP fundamentals, resources, and supplemental training.

13


https://spo.mcd.com/:b:/r/sites/atmcd_us/US%20Operations/Restaurant%20Ops/ssp/2022%20VLH%20Workbook%20-%20Standard%20Guides%20-%20Final.pdf?csf=1&web=1&e=roAMBk
https://spo.mcd.com/:b:/r/sites/atmcd_us/US%20Operations/Restaurant%20Ops/ssp/vlh/VLH%202023/VLH%20AAG%202022%20.pdf?csf=1&web=1&e=wo7Wpi
https://spo.mcd.com/:b:/r/sites/atmcd_us/US%20Operations/Restaurant%20Ops/ssp/vlh/VLH%202023/VLH%20AAG%202022%20.pdf?csf=1&web=1&e=wo7Wpi
https://www.atmcd.com/sites/us/operations/SitePage/476038/staffing-scheduling-positioning-ssp

Effective positioning is step 2 for maximizing delivery
operations.

Peak Hour Positioning $ -.!?Fj?:.!!_..

» The Dynamic Shift Positioning Tool (DSPT) helps to ensure

? the restaurants have relevant choices for shift positioning g .
== based on restaurant configurations. —( =
Whatisit? = The DSPT now includes projects for delivery/curbside. o e
=
iiii = New positioning calls for a dedicated delivery curbside “ .
?, person at 8+ digital transactions. s Ty -
Why shouldl  * Managers will be able to position their team based on the o
use it? restaurant conditions and needs of the business. w=-
Hour By Hour .
High Utilization / Low Utilization / McCafé Counts
9 Hi Low | McC Hi Low | McC Hi Low | McC
R D (¢1-] 5 w GB 15 W BS 36
Whu f DSPT Version 8.0.0.1 Curbside and Delivery
.er e .can Curbside | Delivery | Curbside | Delivery  Curbside Delivery
find it? 4 5 9 12 16
Additional Resource Link Short Description

DSPT Reference Guide DSPT Reference Guide Outline of the DSPT and descriptions of the various sections.



https://spo.mcd.com/:b:/r/sites/atmcd_us/US%20Operations/Restaurant%20Ops/ssp/DSPT%208.0.0.1%20Briefing%20v%20July%202023.pdf?csf=1&web=1&e=Rm6rPT
https://spo.mcd.com/:b:/r/sites/atmcd_us/US%20Operations/Fundamentals%20%E2%80%93%20Scheduling%20%26%20Labor%20(FSL)/DSPT_QuickReferenceGuide_22Mar2021.pdf?csf=1&web=1&e=Edymju
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Reinforcing key procedures for order packaging will have a

big impact on Delivery order accuracy.

Fries are the most ordered and most
forgotten Delivery item.

Everything goes out in a yellow rope
handle bag

4

Missing nugget sauces count as an
incomplete order.

= Drop fresh Fries when the order
appears on the Expo Monitor.

= Assemblethe order once all food
items are ready.

= Rememberto include Ketchup

= Foldinner bags to retain heat.

= Package the food properly to

prevent tipping and spilling.

= Sealingthe bags prevents any sort

tampering.

Pay attention to the number and
type of condiments the customer
requests.

Consider using a Condiment Bag, to
make it easier for our crew to get it
right.

16



Ensuring your menu is correct can reduce accuracy issues

and complaints.

Product Outage

=

o

Make sure to use the “Product Outage”
feature on the POS to make any items that
aren’t available “out of stock” to prevent
customers from ordering items that aren't
available.

PRO TIP!

If a customer orders something thatisn't
available or they order it too close to the cut-
off of breakfast (for example), you can use
the tablet to access the customer’s
information and reach out to them to
apologize and offer a substitution.

17



Using the sticky pick ticket can help the crew, couriers, and
customers easily ensure all items are available and in the

bag.

The power of the sticky pick ticket

Crew should use the sticky pick ticket
to verify the order is complete.

v/

Couriers rely on the order number and
3P0 name on the sticky pick ticket to
confirm they have the correct bags.

*Soon the customer's name will appear on
the sticky pick ticket.

Customers consider the sticky pick
ticket to be their in-store receipt. Even
though prices are missing, they can
confirm what was ordered and that it is
all packed properly.

18



To drive improvements in Delivery accuracy, begin with the

foundations and tactics.
The Foundations

Using the 2022 VLH Guide and DSPT to
make sure the basics are right and
foundations are in place.

The key is to understand your Delivery
conditions and put the right people in
the right place, at the right time.

Accuracy Tactics

= Low-cost, quick scalable solutions
will help focus the restaurant on
order accuracy.

Get familiar with the

. . Merchant Portals of all
Access the quick wins and | 3pg

low-cost options
=Organize the current
delivery station

= Assign someone to
oversee delivery orders on

every shift . =Become knowledgeable
=Make sure the Sticky about your delivery
Printer is working properly business

=Train crew to number
multiple bags

=Review available delivery
reports

sUnderstand the steps for
reporting issues for each
delivery partner

=Put actions in place to
close the gaps you identify

Plan

Access the physical plant and put plans in place for
future growth in the delivery business

19



There are many quick-win tactics that can drive the most

impact for delivery accuracy. Implementation of
foundational or strategic tactics may require planning.

>

# Tactic TacticType 3PO Partnership ITDependant CapitalorCost Available Date
1 Digital Assembly Cart Foundational NA NA v Available
2 Ordercheckand swipe Quick Win v NA NA Available
3 Bag numbering for multiple bags Quick Win NA NA NA Available
4 Use Pick-Ticketon bag Quick Win NA NA NA Available
5 Identifyingthe Delivery team Quick Win NA NA NA Available
6 Finisher position double check Quick Win NA NA NA Available
7 Sticky pick slips/receipts Quick Win NA v v Available
8 Delivery Monitor Strategic NA v v Available
9 Tamper evident stickers on bag Quick Win NA NA v Available

20
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Training crew to double-check the order and number each
delivery bag can help reduce inaccurate orders or handing

off incomplete orders to couriers.

Double-checking the order & numbering each delivery bag

Best Practice

Benefits to Accuracy

» Recommendationis to have a beginnerand a finisher
for each delivery order.

» Two sets of eyes confirming Delivery order is
complete.

= Teamwork will help improve customer accuracy and
customer satisfaction
= "None of us is as good as all of us."

= Write the total number and quantity of bagsin the
order on every bag for every order- all of the time for
consistency

= Example:10f1.10f2,20f2.10f 3.2 of 3,3 of 3.

= Ensures the correct number of bags are always handed
to the couirier.

= Courieris also able to confirm with the customer "you
have XX number of bags" in your order.

22



As we process orders in the restaurant through multiple
omnichannel environments, having a dedicated assembly

area for Delivery orders is key to effective operations and
improving order accuracy.

Setting up the Digital Assembly Cart

Best Practice Benefits to Accuracy

= Reduces stress, congestion, and complexity at the OAT
by removing the assembly and finishing process from
the OAT to the delivery station.

= Utilize the tools & resourcesto place the Digital
Assembly Cart in the right spot.

= Utilize the Be Well Served Guide to organize this » This creates room for the delivery team to work more
space for packaging, condiments, and delivery accurately and efficiently while improving the
technology & hardware. execution of the other service channels.

23



Identifying a delivery team can help the shift manager
communicate targets and follow up with accuracy

concerns.

Identifying the Delivery Team

Best Practice

Benefits to Accuracy

= |dentify the Delivery Team, consider providing a
different uniform, apron, hat, badge, or Name Tag

Adds an additional level of responsibility and
motivation.

Helps crew stay in position,and courier can identify
who will assist them.

= Assign the Delivery Finisher position, this personis
responsible for order accuracy regardless of volume
and team size.

= The Finisher checks the entire order and seals the
bag for the presenter.

= This person could also be a manager.

= Oncethe orderis checked sign the receipt or pick
slip.

Adds another level of checking to the order assembly
process, which helps to raise the importance of
accuracy.

Making someone responsible on the shift adds buy-in
and ownership and provides an opportunity to follow

up.

24



APPENDIX






McDonald’s should stive to reach and M&l rate of 3.2% or —
lower to be a parity with the to 20% of merchants on
DoorDash.

Weekly Order Accuracy Error%

5 O 5 04 & 07 316 a1 a

453 - 53 494 4 53

M| Goal of 3.2%

Jomuary 09 2003 Jarmary 23 322 Fetruary 06 2033  Fetruary 20 2002 March 06 2022 March 30 2023 dpril 03 2032 gl 1T IE2 bay 01 2002
Week

27



22% of restaurants have an M&I rate greater than 7%,

representing 27% of total McDonald’s volume.

Total McD
o Volume
M/I Distribution
25%
a
5§ 20% FT 2407 2975 ff \1
= 15% 1,435 - 1575 1,698
g 10% 21% L e 1,066
= 17%
o 5%
k= 0%
a8 Below 2% 2% -3% 3% -4% 4% - 5% 5-6% 6-T% *T%
% of Delivery Violume == Store Count
Co-op ME| Volume Rank
ATLANTA NW GEORGIA 6.93% #19
Top PHILADELPHIA 6.60% #14
Opportunity
. MICHIGAN 6.51% #6
High Volume
C,n..,n.ps SOUTH LA 6.3% #25
COLUMBUS CINCY DAYTON TOLEDO LIMA 613% 12
ALBANY BUFFALO ROCHESTER SYRACUSE 5.93% #15

4,000

1,000

# of Stores
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M&lI levels remain consistent throughout the week days,
increasing on Saturday and reaching their peak on Sunday.

McD M&I By Day of Week

M&| %

5.00 40%

4.00
30%

3.00
20%

2.00

10%
1.00

0%

0.00

Sun Mon Tue Wed Thu Fri Sat

Day of Week
B M&l % == % of Delivery Volume

% of Delivery Volume
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Understanding the DoorDash Top Error Items.

(Frequency item is either
missing or incorrect)

(Sum of item errors / total
McD item volume)

=

(% of total items ordered)

Apple Pie

Item Item M&I1% % of Item M&I % of Item Volume

French Fries 1.6% 6.0% 7.8%

10 Piece McNugget Meal 2.7% 5.1% 3.9%

Big Mac Meal 2.4% 3.2% 2.7%

2 Cheeseburger Meal 2.8% 3.2% 2.4%

Hash Browns 2.0% 2.7% 2.8%

4 Piece Chicken Mcnugget (Happy Meal) 3.0% 2.6% 1.8%

McChicken 1.7% 22% 2.2%

Double Quarter Pounder with Cheese Meal 2.6% 2.1% 2.6%
3.7% 2.0% 3.7%

30



Understanding the DoorDash Top inaccuracies by category.

= |[naccuracies hurt the business
twice. Missing Items by Category [Use Calendar]
= Chargebacksare costly and take
away from sales.
= The customer’s delivery
experience determines future
delivery orders.

= Charge Backs to McDonald's
average of $6.93.

= Condiments make everything better!
Forgetting them in a delivery order
makes for an expensive and
disappointing mistake.

31



DoorDash Marketplace Refund Matrix.

Refund Category

Entire Wrong Order

Missing or Incorrect ltems - a la
carte

Missing or Incorrect ltems -
Combo / EVM

Batched Orders

Food Quality

Impact on food quality/customer
experience

Food Unsafe

DoorDash Responsibility

Missing Required Condiments

Missing Add-On Condiments

Refund Description

If a customer receives an entirely wrong order

If a customer receives an order that contains one or more missing or incorrect items
ordered a la carte

If a customer receives a combination or extra value meal with one or more missing or
incorrect items

Entire wrong order for batched orders

If a customer receives an order that is inedible (i.e., the food was undercooked or
overcooked)

If a courier is late (measure based on courier's confirmed arrival time at the customer's
delivery location compared to the estimated delivery time) to deliver an order to a
customer, then 3P0 will cover all reimbursement costs related to such order

If a customer receives an order that is unsafe to eat due to the fault of McD's (“unsafe”
means the food caused an allergic or dietary reaction, or the food was unsafe to eat
(e.g., a foreign object was found in the food)

Refunds issued caused by the delivery of orders or a Courier, which may include
without limitation, Courier behavior such as tampering with any meal or it packaging,
accidental delivery or service fee charges, cancellations due to a Courier, or the
DoorDash app, temperature of the meal, damaged packaging, and any other reasons to
the extent DoorDash or a Courier is reasonably at fault.

If a customer receives an order with missing or incorrect $0 condiments and/or cutlery
as a required part of a meal item that has a cost

If a customer receives an order with missing or incorrect $0 condiments and/or cutlery
separate from another entree or meal

Refund Amount

100% of the Meal Items, including applicable
taxes

Up to 100% of the retail price(s) of each missing

or incorrect item, including applicable taxes

Up to 50% of the Retail Price(s) of the

combination or EVM, including applicable taxes

or up to 100% if all items are missing

DoorDash Responsible

Up to 100% of the Retail Price of the meal items,

including applicable taxes

DoorDash Responsible

Up to 100% of the Retail Price of the meal items,

including applicable taxes

DoorDash Responsible

Up to 50% of the Retail Price of the meal item

Mo refund

Responsible
for Refund

*= DOORDASH

"= DOORDASH

= DOORDASH

"= DOORDASH
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DoorDash has a series of checks & balances in place to e |
mitigate fraudulent behavior related to Credits & Refunds.

Guest Fraud Prevention Dashier Fraud Restaurant Fraud

= Ifaguesthasa hi.story orany indica.tion of = DoorDash has invested heavily in better » [f arestaurant owner, operator or
f;\alfdu'e”t beh?‘lfl'gr rle'stleddtf’ Credits & R?funds’ GPS tracking and geofencing logic to manager is suspected of engaging in
theiraccountwill be labeled in our interna hold drivers accountable. DoorDash has fraudulent behavior related to Credits &
systems. This badge/label shows up in Dispatch . q d both Iti di . . .
and informs support agents that they should not introduced bot pena-tles an mceptwes Refgnds W'Ithln the merchant por'tal, their
be issuing the user a credit or refund. A picture of to accompany the logic. If at any point a ability to dispute error charges will be
the badge (shown at right) has been provided for dasher is suspected of, or caught revoked.
reference. engaging in, fraudulent behavior they will

" Additionally, if a customer requests a be deactivated and unable to deliver for
reimbursement for its first order, or if a customer DoorDash

requests reimbursement more than 72 hours
after the time of their order, DoorDash will cover
all reimbursement costs.
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Refund Policy Matrix

Missing or Incorrect Item(a la Carte, Combo/required condiments, wrong size

Refund Category/Error Refund Amount/Policy

Missing, incorrect, or damaged items due to courier Spilled soups or drinks,

Full order or item-level refund
error tampered orders

Missing/Undelivered order due to courier fraud or
associated with a courier who has been flagged for Full order refund
possible fraudulent activity

Eater complaint about poor food integrity Food arrived cold Full order refund

Eater complaint about late

Eater complaint about late delivery delivery UberEats

Eater cancels order after food has been prepared N/A

Delivery partner cancels order after food has been

Full order refund
prepared

Missing/Incorrect items or orders that are reported > 48

Full r or item-level refund
hours after order has been placed ullorder oritem-level refu

Missing fries, missing soft

drink, etc. Full order refund

Incorrect combo meal
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Refund Policy Matrix

S DOORDASH

Missing or Incorrect Item(a la Carte, Combo/required condiments, wrong size

Impact on food
quality/customer experience

If a courier is late (based on courier’s confirmed arrival time at the
customer’s delivery location compared to the estimated delivery time)
to deliver an order to a customer, then 3PO will cover all reimbursement
costs related to such order

Batched Orders

Entire wrong order for batched orders

DoorDash Responsibility

Refund issued because of Courier, which may include without
limitation, Courier behavior such as tampering with any meal or its
packaging, accidental delivery or cancellations due to a Courier, or the
DoorDash app, temperature of the meal, damaged packaging, and any

other reasons to the extent DoorDash or a Courier is reasonably at fault.

Door Dash

Missing Add-On Condiments

If a customer receives an order with missing or incorrect $0
condiments and/or cutlery separate from another entree or meal

No refund
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Refund == DOORDASH

Reconciliation

Door Dash

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.
None of the materials or information contained herein may be reproduced, copied or
utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.



DoorDash will refund 100% of issues when DoorDash is at fault and —
will provide up to a 0.50% (sales) rebate when McDonald’s is at fauli

Detailed refund matrices are provided in Schedule 2 (Drive/GMA) and Schedule 4 (Marketplace) of the Global Commercial

Terms Agreement (CTA) and should be referenced for the most detailed understanding.

The detailed matrix contemplates a number of scenarios as it relates to Cancellations, Late Deliveries,
Missing/Incorrect Items as well as overall Poor Delivery Experiences.

In all cases where McDonald’s is determined to be at fault, DoorDash will issue a rebate/reimbursement back
to McDonald’s up to a maximum aggregate amount equal to 0.50% (based on meal sub-total, exclusive of
taxes and fees) for an individual Restaurant in any given week.

The Reimbursement Cap does not apply where DoorDash is responsible or at fault. DoorDash will continue to
be responsible for all reimbursements when DoorDash is determined to be at fault.

In all instances the guest will be made “whole”; will be reimbursed with sub-total, fees and taxes as
determined by the refund matrix

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.
None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.
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Marketplace Refunds Matrix: High-Level Overview )

*For reference only: Owner / Operators should refer to Schedule 4 for full details

Refund Category

Refund Description

Responsible

Refund Amount for Refund

Entire Wrong Order

If a customer receives an entirely wrong order

100% of the Meal Items, including applicable taxes

Missing or Incorrect Items - a
la carte

If a customer receives an order that contains one or more missing or incorrectitems
ordereda la carte

Up to 100% of the retail price(s) of each missing or
incorrectitem, including applicable taxes

Missing or Incorrect Items -
Combo /EVM

If a customer receives a combination or extra value meal with one or more missing
orincorrectitems

Up to 50% of the Retail Price(s) of the combination
or EVM, including applicable taxes or up to 100% if
all items are missing

Batched Orders

Entire wrong order for batched orders

DoorDash Responsible

Food Quality

If a customer receives an order that is inedible (i.e., the food was undercooked or
overcooked)

Up to 100% of the Retail Price of the meal items,
including applicable taxes

= 2= =

Impact on food
quality/customer experience

If a courieris late (measure based on courier’s confirmed arrival time at the
customer’s delivery location compared to the estimated delivery time) to deliver an
order to a customer, then 3PO will cover all reimbursement costs related to such
order

DoorDash Responsible

Food Unsafe

If a customer receives an order that is unsafe to eat due to the fault of McD’s
(“funsafe” means the food caused an allergic or dietary reaction, or the food was
unsafe to eat (e.g., a foreign object was found in the food)

Up to 100% of the Retail Price of the meal items,
including applicable taxes

=

DoorDash Responsibility

Refunds issued caused by the delivery of orders or a Courier, which may include
without limitation, Courier behavior such as tampering with any meal or it packaging,
accidental delivery or service fee charges, cancellations due to a Courier, or the
DoorDash app, temperature of the meal, damaged packaging, and any other reasons
to the extent DoorDash or a Courier is reasonably at fault.

DoorDash Responsible

Missing Required Condiments

If a customer receives an order with missing or incorrect $0 condiments and/or
cutlery as arequired part of a meal item that has a cost

Up to 50% of the Retail Price of the meal item

Missing Add-On Condiments

If a customer receives an order with missing or incorrect $0 condiments and/or
cutlery separate from another entree or meal

No refund




Confidential and Proprietary. Not for distribution.

Credits & Refunds - Example Scenarios

. "‘;\'. 8 ‘3 J 4
b
\ 4

Y

Guest places an order foran ala
carte 10pc McNuggets. The sauce is

Guest places an order for a la carte
French Fries. Guest navigates to the
condiments section and adds (2)

Guest orders a Large Big Mac Meal.
Guest receives Big Mac and Soft

The delivery order never arrived/the

Complaint Lr(\)lf??;;i;rsom the meal and the guest Tangy BBQ Dipping Sauces. The Drink but no fries. Dasher was rude.
P ' guest received the fries, but the
dipping sauces were missing.
Responsibility | McDonald’s DoorDash McDonald’s DoorDash
Up to 50% of the Retail Price(s) of the
Amount Up to 50% of the Retail Price(s) of the  Up to 50% of the Retail Price(s) ofthe = Combo Meal. If all items are missing,
food item (i.e. McNuggets). food item (i.e. McNuggets) the full retail price of the entire Fully funded by DoorDash
Refunded o
combination or Extra Value Meal,
including taxes will be refunded.
Missing Item Missing Item Incomplete item.
g frem. . . ng : . All three items must be included Dasher.
McDonald’s integration requires that  In this instance, the condiments are . McDonald’s will not be
. . . . . when a combo meal is order. . !
Reason a sauce be selected/included in the considered an additional menu item. responsible for any issues

meal purchase. Thus, the selected
meal is missing an item.

This item was forgotten by the
Dasher.

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.

None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.

Because the fries were not included,
the meal is considered to be missing
an item.

caused by the delivery of
orders or a Dasher.
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0/0s can view recent error charges at both an aggregate level and the

transaction level within the Merchant Portal

If anitem is reported as missing or incorrect by a customer, DoorDash may issue refunds and/or credit to customers on McDonald’s behalf. You
as the merchant may be charged a fee to cover a portion of the cost to reimburse the customer for the missing or incorrect order (subject to

Schedule 4: The Refund Matrix). These fees are known as order error charges.

Dashboard View Transaction-Level Detail

™= DOORDASH

= DOORDASH Dashboard Orders
{n < e
nomon | et P .
More about your stare Last 7 Days ~  mm e
‘‘‘‘‘
Parforman paied v prwetiion 7 ik [DO NOT DEACTIVATE]
Wiarkfsow Tast
Stoes Manual Deliveries : bt ErerChage  Fers Ertimated Pupout
[ o Grgall [DO NOT DEACTIVATE] 5 800 SMOO S8708 5000  -$8708
[ Orders ) Dashbosrd 3
Wl Grow Your Sales U Insights
1B Menus Cperations Guality Oonder i Dute Eustomar irdar et
B Bl Hos (%) Continue improving on theso areas (Z) Continua doing a groatjob hare Musis P formiencs
B BankAscount Cuntomes Fesdback 23 28 20d TAS-CONSUMER T Detrvared by Taswnher (D)
(& Financials Cvader Ervor Rate © Customer Ratings © Avoidable Wait ¢ G Ordan sianzon TAS-CONSUMERT [R
; B [ iy al Goow Your Sabes
Oparations Quality 8.84% - ox 4.73fs » onp 12.22 min » o .I.J e s consomnr it et
T Customer Fesdback €2 Goal less than 3% Gost 4 75 or highar Goal: Inxa than 1 91 min B Maras
@ Business Hours srar0m TAS-CONSUMERT Cancelied - Mot Pai
& Manegs Emglcywes Dawntime © Aveidable Cancellations ¢ -
a e W BackAccount  agnsrrs apey pran TAS-CONSUMER T Cancalied - Mot Past
R ¥ 378 min . 5.3% 5 (@ Financisis
(@ Heip Goal: lexs than 1 5% Goat lexs than |

& Manage Employess
i Request s Delivery
(D Heip

1 Sattings

1 Settings

& LegOut

The Merchant portal dashboard view provides a snapshot of your
‘Operations Quality’ metrics, including average Order Error Rates. From this
view you can select “Download Error Report” for a more detailed view of
location order errors.

=

ID labeled “ERROR_CHARGE".

©

* Order|D: 9A9DD2AD

Dsbearsd  Eoves Chrges
Dasher: Tasdasher W
Jungn, 200
Lo [DONOTDEAC Warklicw
[DONOT DEACTIVATE]
Customer. TAS-CONSUMER T
3z Small Donut (Donuts) $15.00
2 Bap Dot (Donuts) 000
3x  Giant Donut [Desuts] 560,00
W) Error Charges
J rovea 1Glant 52633
Small Donut misting
$45.00
5140
Coremiiaien (2F -517.55
Total Payout 5000

If you have questions about a single order or would like to dispute a
specific error charge, you can select the Order/Order ID in question for a
quick view of the reported error. For reconciliation purposes, we
recommend leveraging the “Financials” tab, where you can download
transaction reports;the charge will show up as a separate transaction

41
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Owners/Operators will have up to 14 days to dispute an error charge ¥
within the Merchant Portal

The option to dispute error charges will not appear if the charge is older than 14 days, if you don't have the right level of portal access, or if you
have an unusually high number of error charge disputes.

« Ermor Charge - Order ID: SA9DD2AD = DOORDASH Orders *  Order|D: 2A9DD2AD
G D ar— Youhave - ¢ Bk i D Overin e ——
@ 3= Small Donut A s From:  08/25/2021 Tex O628,/202 AllChannels m Customer. TAS-CONSUMER T .
) 3 SmanDoma E:,:::'::MMM_,HW. S [DO NOT DEACTIVATE] Dashar Tasciashar W
B Hasng e ] N properrd e mrrested R Gaolden Workflow Test
0O 2= BgBot Store Manual Deliveries Count Subitotsl Tas Camimasm Enves Chsige Fans Estimated Payout Fickup Time Jun 28, 2021. 122 PM HST
PARETS Lo B b o [DO NOT DEACTIVATE] 5 527500  $11.00 587.08 5000 -5687.08
A Bireoghon - Pickup Location 115 Saal Dr, Adak, AK 99548, USA
. &) msserwet e S0 “t:r'mm""'m“w‘ 5 )| | Dashboary Larsh pdatnd e M, &/28/2021, 318 FH ©rdor Charinal Dardash
Vi U Insights -
Taotal Rwtund 5000 R e Oparations Quality Ovder 1D Date Customes Ovcdar Status Sub Ovdar Detalls
Kbse: Parformnoe ¥+ Small Dorut (Danuts) 500
Customer Fasdback (223 PAYDOZAL 6728200 TAS-CONSUMERT Colvered by Tasdasher W ({EED sal VR — <408
83 mf—:-l-.- _— ? ::::w'sm ODE20ESE 2872021 TAS-CONSUMER T In Progress 83 3i g Dokt iDois) f‘,.J. o
il i i Jaomehenm o - BRABOLA Hr207202 TAS-COMSUMER T Cancaliad - Mot Paid st ) Missrng o . rer Coarge Aot Paring
Cooadakecosl et & bacus 3o Gt Donut [Dasats] 5401
PR (D) Business Hours . /2200 TAS-CONSUMER T Cancalied - Mot Paid Eu] Blinccrmecinnn A
[————— Vol Relurd Sepa T Bank Account 4257200 TAS-CONSUMERT Cancaliod - Wot Paid 56!
Cver pécked up lals I e (@ Financials S5 00
[P — &, Manage Employees @ san
Caharenaian = Request a Delivery
(@ Help TEME s
£ Settings
52633
B+ Leg Out Ervor Changn
Estimated Payout Soo0
Thanks for provideng mone delats. Your (iguest was approvd,
L4 you'll gat & refund in your naxt payout
Should you choose to dispute an error, a new screen will If the dispute is approved, you will see a yellow tag saying “Error Charge Pending” on both the
appear enabling you to check the items that you wish to order and the items. This means that you have successfully reversed your error charge and
dispute. After you check off the item, a drop down will appear the amount will be deducted from your next rebate payment.

asking you to select the reason for why you are disputing the

item. After you have checked off the items and selected the

reason, click the “Dispute Error Charge” button again, now in

blue color. 42
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DoorDash has a series of checks and balances in place to mitigate <
fraudulent behavior related to Credits & Refunds

Guest FraudPrevention -« :::: st srsnnsnsansanaassnssassssnnnnsnsnnns e
If a guest has a history, or any indication of fraudulent behavior related to Credits e g T N T e U T e
& Refunds, their account will be labeled in our internal systems. This badge/label policy.agents shouldnot refun them for customer complaints
shows up in Dispatch and informs support agents that they should not be issuing

the user a credit or refund. A picture of the badge (shown at right) has been

. 2 Macadam Macadam
provided for reference.

E= in United States

As an additional measure, if the Customer requests a reimbursement for its first Aeos7is-eaze 10 -
. . netoanwwp®@hotmail.com |L
order, DoorDash will cover all reimbursement costs related to such order. g’

Permitlist User

Dasher Fraud

DoorDash has invested heavily in better GPS tracking and geofencing logic to hold
drivers accountable. DoorDash has introduced both penalties and incentives to
accompany the logic. If at any point a dasher is suspected of, or caught engaging
in, fraudulent behavior they will be deactivated and unable to deliver for DoorDash.

Restaurant Fraud

If a restaurant owner, operator or manager is suspected of engaging in fraudulent
behavior related to Credits & Refunds within the merchant portal, their ability to
dispute error charges will be revoked.
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Every O/O will have access to detailed reconciliation reports via the merchant “3
portal - this will be your best resource for navigating Credits, Refunds,
Adjustments and Commission Rates

= DOORDASH Financials

AR This page is the source of truth for your business to do reconciliation; it provides the highest accuracy on past payouts.

‘ What information can | see? ;“':::j'" Payment Summary
The Financials tab shows you a Payment Summary, where you ® Oden . Aisiom v MPwouOme v Expor | v
can view all recent payouts to your bank account. The date 3 L W e Kol B e WS B e ikt i A e
range is by Payout date - the default time range is Last 7 Days B Moras @m MemSuwt 00 TN bas  $Le000  $00GO0 4000 W00 9000 S $130000
and you can adjust the date range to review as far back as the Qe MMM et G O e WD teas e Be B B s
last 3 months. 2 Harsgo o Thf OWS G Gewe WG U P A BD O @ o e
@ Help BEBSTSO0]  Muin Strest 0409 04/1-06/7  Pud 5140000 £100.00 -£300.00 5000 5000 5000 5150000
i L BEBLA002 Maen Street 04/02  05/23-05/30  Pud §1,40000 $10000 530000 5000 546 00 000 $1.50000
How do | view payout details? UM et G OHISOME MM SO SO0 X0 WM M@ R S0
e 1. Click on the Payout ID to bring up the payout overview,
which shows all transactions making up that payout. ubcsiuskasadsce )
2. Select the transaction type: payout, order, cancellation, oy ol et v e wverlili e oo B e e
error charge, adjustment or all types.
3. Pay special attention to the date: Trniactions
o Ifthisis an order or cancellation, this would be the - T g
date the customer placed the order @M = = _— e @
o Ifthisis an error charge or adjustment, it’s likely to WONS.  oapmman aten it wo  wm oo woo  siames so00
occur on the date of the original order or within a few ATDE  ob/28/2020.9585m Aot weoo s sm e o s
days SIRMGHA  0e/25/2020.%55m ovser sas00 se0 s400 sa0o a0 sesc0
o Ifthisis a payout, it's the date the payout was made to s04atas  owzsa000-038pm e W w @ W e s
your bank account o M s o i A . S B o S5
4. Click 'Export' to download data if needed s oo s o e e oo e e
PO R — o e
TMOMOL  owrasraca0- wssem o W W 4@ W ke e
SFRATSKD D4/25/2020 + 955 pm Ot $s400 5400 4400 000 s000 34400
Click here for additional information on reconciliation reporting WALREZ 00/25/2020- 9385 orom sa400 wo  uw wo o w00

ALMIOIPD 04/23/2020 - 755 pm Oraer $4400 00 5400 000 000 $45.00


https://help.doordash.com/merchants/s/article/What-Are-Reconciliation-Reports?language=en_US
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lllustrative example of where O/Os can expect to see the weekly Credits and Refund

Rebates in the Merchant Portal

"= Merchant

Financials
® McDonald's v
(12442-263 S P
ayment Summa
STATE RD) oy Y
Store
Last 7 Days ~ Export | A
m Dashboard
’t} Insights ~ Payout ID Payout Status (7 Store Payout Date Transaction Dates Subtotal Tax Commission  Fees (0 Error Charges /A:-n Het Payout
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18666110%  Paid McDonald's (12442-263 5 S5TATE RD) nf2efeoa1 n/22-1/28 $1,27240 5000 519725  -50.00 -50.00 $0.00  5LO75.5
Manu Parformance

Customer Feedback m

Crders

r|| Grow Your Sales

DoorDash Capital
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ﬁ Store Availability B e e e —_— —_— —
tatacepac] 4| p c ] F g H | M N

© Business Hours ~ 1] 4 CHANT TRANS CESCRIPTION EIMAL ORDE SUI TalY NG G 1
2 12442 Store MeDonabd's Credits and Refunds REBATE  Delivered 5 o 05 o
I 1231 11/39f21 McDonald's (12 12447 DELIVERY 14:25:44, 390000000 Delivered 5 TR 1] 1.13 o b5 619 o la -

@ Financials 4 | 13 11/29/21 McDonald's (13 12443 DELIVERY 14:25:15. 466000000 Delivered 5 1am Qo 158 Q 05 WM Qo
5 122/ 11/25/21 McDonald's {12 12442 DELIVERY 14:51:21. 688000000 Detivered 5 1745 [¢] n o 0S5 1475 (1]

Manage Employees 6 10/22/21  11/29/21 McDonald's (L 12442 DELIVERY  15:35:39.736000000 Delvered  § 1148 ] L78 0 05 968 0

? 1422/21 11/29/21 McDonald's (1: 12442 DELIVERY 1E:00:30,061000000 Dalivered £ 1676 o 16 o 05 1416 o

MR Requesta Delivery - T T T eI

$ Silﬁngi i agree 1o Dood Dash sharing my busineas miormation {inciuding histoncal sales, relunds, chargebacis, and banking detaily) with Parafin for efigibiliy

purposes and on an on-going Dasn in scoordance with Parahin's Privacy Policy.

@ weip

B+ LogoOut




Uber

How to View Order
Accuracy In Uber

Eats Manger

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.
None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.




Viewing Order
Accuracy
Insights within
Uber Eats

Manager

Uber Eats Manager offers multiple
tools and dashboards to view your
store or business’ order accuracy
insights.

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.

01 | High Level Snapshot

Homepage provides a high level overview of Order Accuracies throughout the week

02 | “Top Inaccurate Items’ Report Available For Download

Used for item-level reporting, missing/incorrect item analysis and quickly viewing a
count of how often each item was reported, and why

03 | How to calculate your OA Incident Rate

Use and filter the ‘Inaccurate Orders’ and ‘Order History’ reports to calculate your
OA Incident rate’

04 | Visualized Reporting Widgets

Widgets on this page include Online Rate, Order Issues, Order Issues by Hour, and
Order Issues by Store

None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.



01 | High Level Snapshot | Home Page

Uber Eats has a high-level summary of your operational
performance data on the Home Page at
merchants.ubereats.com/manager.

Please note that you can select which stores to include and the time
period you'd like to see the data.

Log info merchants.ubereats.com/manager
Select the date range you would like to view
See high-level data for:

]

0
o]
o

# of missed orders by week

# of refunded orders by week

Total downtime for the date range selected
# of canceled orders by week

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.
None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.

Uber Eats Manager = Emulstion pettings lp Leg out

All Etares Sones (27 - FMETHS - PO -
A Home

¥ Recommendations i all 111
o Stores

Sales analytics » Operations Meedsattention
B oOrders
[l Performance i Salestotal (T} Orderwnlume () Ticketaize ) Missed orders (D

23
Fri?ns

. $239,243 $245,026 -

5w W16 a
Markeling Sun 17

Wion 718 8
Pl

2 h____ﬂ—s...\\_ - Tus 719 2
Paymaonts i ____#._'_,,,.-'-"'"f smanttt® Wed 20 1
z

Thu 721
WilEw mone

Refunded arders (1)

328

Top sellingitems (@ Reviews (0 [ rew ] Dewntima (D
121h 3m
Custamar raviews

1,876

1 Medium Franch Fries

Canceled oroders (D

]

2 MecChicken
31 arder
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02 | Top Inaccurate ltems Report | Performance Page —
Reports

How-To: UperfatsManager  pequest Reports Request Reports
° C”Ck on 1'he ”F‘er‘formonce" - A Home Reports contain raw financial and operational data for your restaurant. Reports contain raw financial and operational data for your restaurant.
“Reports” tab from the left side & Stores v —— —
Reports Learn More
menu B Orders Select.. . Select -
e Click the black ‘Request i PG A —
Reports’ button in the top right _
Analytics Top lnaccurate [tems
corner
, Feedback Time range naccurate Orders
e Select the ‘Top Inaccurate i
. YYYYMMDD - YYYY/ MY Order History
ltems’ report, time range, and e e
. . Insight Downtime
store(s) to include. Click e 2
‘Request’ in the top right s Customer and Delivery Feedback
corner o begin generating ¥ S Stores PR e Dt
your report ¥? Menu T 5 Postrates Order History
¢ When it's ready for download, @ Payments Postmates Payment History

you'll get an email to let you
know. The report can be
downloaded from the

‘Reports’ page Note: You can request more than one report at the same time. Similarly, you can request reports for
multiple restaurants at the same time. Download times may increase with large report requests (i.e.
multiple reports or larger time period).

Lisers

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.
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02 | Example Top Inaccurate ltems Report

Inaccurate Items

Tomato Soup

Tomato Soup

Tomato Soup

Tomato Soup

Tomato Soup

BBQ Brisket Grilled Chease
Franch Fries

Sourdouwgh BreadSourdough Bre
Seurdough BreadSourdough Bre
BBQ Brisket Grilled Chease
Cheasa Fries

Classic Grilled Cheesa
Grilled Cheess Combo
Chicken Pesto Grilled Cheese
Mac Attack Grilled Cheese
Burger Grilled Cheese
Chicken Pesto Grilled Cheese Sourdough Bread

Bacon Cheddar Ranch Grilled Cheese Sourdough BreadSourdough B
Fancy Grilled Cheese
Fancy Grilled Cheesa
Reuben Grilled Cheese
French Fries

Bacon Cheese Fries

White BreadSourdough Bread

Grilled Cheesa Combo
BBO Chickan Grilled Cheese

Lemonade

Rauben Grilled Chessa

‘White BreadWhite Bread

External Iltem 1D

Tomato_Soup

Tomato_Soup
Tomate_Soup
Tomato_Soup
BBO_Brisket Grilled
Franch_Frias
BBQ_Brisket_Grilled
Chease_Frias

Classic_Grilled_Chea
Chicken_Pesto_Grille
Mac_Attack_Grilled_C
Burger_Grilled_Chees
Bacen_Cheddar_Ranch_
Fancy_Grilled_Cheess
French_Frias
Bacon_Chesse Fries

Grilled_Chease_Combo

Lemonade
Rauben_Grilled Chees
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hitpa:ifith-

Order Issua
' MISSING_ITEMS
MISSING _ITEMS
MISSING_ITEMS
PARTIAL_MISSING_ITEMS
INCOMPLETE
hitps://tb-stafic.uber.com/pr FOOD_DAMAGED
hitps://tb-static.uber.com/pr FOOD_DAMAGED
hitps://th-static.uber.com/pr MISSING_ITEMS
hitps.ifth-static. ubar.com/pr MISSING_ITEMS
hitps://tb-static.uber.com/pr MISSING_ITEMS

MISSING_ITEMS
PARTIAL_MISSING_ITEMS
hitps:/ftb-static. uber.com/pr MISSING_ITEMS
PARTIAL_MISSING_ITEMS
INCOMPLETE
hitps./fth-static. uber.com/pr FOOD_DAMAGED
MISSING_ITEMS
hitps://th-static.uber.com/pr PARTIAL_MISSING_ITEMS
PARTIAL_MISSING_ITEMS
https://th-static.uber.com/pr PARTIAL_MISSING ITEMS

PARTIAL_MISSING_ITEMS
PARTIAL_MISSING_ITEMS
MISSING_ITEMS
MISSING_ITEMS

hitps://tb-static.uber.com/pr INCOMPLETE

Item Issue

MISSING_ITEMS
MISSING ITEMS
MISSING_ITEMS
MISSING ITEMS
MISSING

MISSING

MISSING
MISSING_ITEMS
MISSING_ITEMS
MISSING_ITEMS
MISSING_ITEMS
PARTIAL_MISSING_ITEMS
MISSING_ITEMS
PARTIAL_MISSING_ITEMS
MISSING

MISSING
MISSING_ITEMS
FARTIAL_MISSING_ITEMS
MISSING
MISSING_ITEMS
MISSING_ITEMS
PARTIAL_MISSING_ITEMS
MISSING_ITEMS
MISSING_TEMS
MISSING

MMNMMWNU&-E

-

Note: The 'Count’ column indicates how
often the item was reported. The report
always defaults to rank by count, with the

most-reported items up at the top.

Order Issue Types are listed with the following
definitions:

1) *INCOMPLETE = one or more item reported
missing

2) *"MISSING_ITEMS = one or more item
reported missing

3) PARTIAL_MISSING_ITEMS = one or more
item reported as missing from meal/combo
(e.g., fries missing from meal)

5) WRONG_ORDER = enfire order was
reported as wrong

6) **FOOD_QUALITY = food item was reported
as poor quality (e.g., undercooked, stale)

7) **FOOD_DAMAGED = food item reported as
damaged (likely in transif)

8) **NEVER_RECEIVED = order reported as
never received by consumer
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03 | How to calculate your OA Incident Rate

How-To: UberfatsManager  pequest Reports Request Reports
o C”Ck on The ”Perfgrmgnce" . 5 e Reports contain raw financial and operational data for your restaurant. Reports contain raw financial and operational data for your restaurant.
“Reports” tab from the left side & Stores v Reports N—
Reports Learn More el
menu B oOrders o . Select -
o Click the black ‘Request i Pk P—
Reports’ button in the top right .
Analytics Top lnaccurate [tems
corner
, Feedback Time range 1 naccurate Orders
e Select the ‘Inaccurate Orders’ -
' H ' YO MMIDD - YYYYS MM Order History
and ‘Order History’ reports, HEe e 2
. Insight Downtime
time range, and store(s) to T :
include. Click ‘Request’ in the e Eare Customer and Delivery Feedback
top right corner to begin ¥ Morkating Stores Menu Htem Feedback
generating your reports ¥ Menu Stores (0) . Postmates Order History
e When they're ready for @ Payments Postmates Payment History

download, you'll get an email
to let you know. The report can
be downloaded from the

‘Reports’ page Note: You can request more than one report at the same time. Similarly, you can request reports for
multiple restaurants at the same time. Download times may increase with large report requests (i.e.
multiple reports or larger time period).

Lsers

CONFIDENTIAL AND PROPRIETARY INFORMATION of McDonald’s USA, LLC.

51
None of the materials or information contained herein may be reproduced, copied or utilized without the specific written authorization of an Officer of McDonald’s USA, LLC.



04 | Visualized Reporting | Analytics Page - Online Rate

Widget

Uber Eats has an Operations tab, located on the Analytics page Uber Eats Manager velp Logout
ﬂ Homig <

This page allows you to quickly and easily view operational performance . ... Analytics

data in a visual and intuitive wave, including the number of order issues i il perilias; it

your stores had and time of day they occur. Please note that you can . &
select which stores to include and the time period you'd like to see the | Anaiytios

E

IRVFOTHD = HOZLAOTIIE =

data. _— ?nline Rate | e
. Click on the ‘Performance page and select ‘Analytics’ from the insights 2%
left side menu Top Eata ~
e Click the tab at the top for ‘Operations’ The Analytics page will B M— o e e e e
always default to ‘Sales’ 1 Menu
e  Download reporting directly from the widgets by clicking the " ”
“Download” button at the top right of each widget o e

. See visualized data for Online Rate, Order Issues, Order Issues
by Hour, and Order Issues by Store (see next few slides for more
details)
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04 | Visualized Reporting | Analytics Page - Order Issues

Widget

The Order Issues widget allows you to track
Issues over time.

The counts are broken out between
inaccurate orders, missed orders, and
cancelled orders.

This report is useful for understanding
generalized trends, but the Top Inaccurate
ltems report is where we see more
investigative value.
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Order Issues @

Download «

Track issues gver time to monitor the number o

86,079 .22x 61,218 +u

pccurate Ordars Miseed Orders

2,423 v

B Canceled Orders

EENSEEEN =HEm
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04 | Visualized Reporting | Analytics Page - Order Issues by Hour
widgef

Order Issues by Hour ©

Learn when your store tends to make the most mistakes

i AN Online Rate Download ~

The Order Issues by Hour widget displays a
heatmap, with darker cells indicating the
tfimes of each day with the most reported
errors.

L6k +

o Ak Bk 12k

This visualization can help you understand
if there may be opportunities during
specific shifts or certain days of the week.

The toggle in the top right can be used to
visualize Uptime (Online Rate) in the same
way.
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04 | Visualized Reporting | Analytics Page - Order Issues by

Store widget

The Order Issues by Store widget (on the
bottom of ‘Operations’ tab of the ‘Analytics’
page) allows you fo compare accuracy
performance across your locations and
track performance over fime.

This visualization can help Operators
identify which locations have the most
opportunity, including performance trends,
to assist in prioritization.

The toggle in the top right can be used 1o

visualize Uptime performance trends in the
same way.
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Order Issues by Store ©

Online Rate Download ~
See which stores make the most mistakes
Q @ar ¥ lofls « o |
Store Total -~ %A Inaccurate Missed Cancelad

The Pizza Place = Flatiron

1 T 220139 - 178 Lexingtan Ave. New York. NY 10016 200 i - - =
3 = P o 00 32 " **"
5 T R T o - “
e W 2 “ oo
N i W w = F
i The Pizza Place — DUMBO L -~
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Order Error

Adjustment Policy
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What are Order Error Adjustments?

Order error adjustments are the customer refund costs that are deducted from restaurant
payouts to cover order errors.

We strive to provide you and your customers with superior service and support while ensuring
that all parties involved are treated fairly. That’s why we have support procedures in place to
resolve customer issues on your behalf— fairly and efficiently. Sometimes, this means issuing
refunds to customers who have had bad experiences. In these instances, you may be held
responsible for those refunds in the form of order error adjustments made to your payouts.
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Orders with Uber Eats

H OW a re Most orders placed on Uber Eats go off with.out a
C u S_t 0 m e r Qgghcth;gﬁstrcsl ‘Dur restaurant partners, couriers,
0 rd e r e rro rS Orders with errors reported

re SO I Ved '? A small portion of orders have errors reported by
- the customer, the delivery person, or the restaurant

partner.

Disputes for order
adjustments should be sent w _
e resolve customer errors fairly and on your

direCtly to behalf, sometimes issuing Uber credits or providing 312
refunds.

Customer may be compensated

UBER
CREDIT

Within 14 Days of the order
Include the order # after fraud review and removing cases with

Some refund costs may be passed to restaurants

extenuating circumstances.

Date of the order
Eligible refund types for adjustments may include
Amount Of dispute incorrect or missing items (including partial items),

incorrect orders, and undelivered orders under
certain circumstances. Please reference the

to see a comprehensive list of eligible refund
types.
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