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We Are an Online Food Ordering and Delivery Marketplace
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Offering a Wide Variety of Restaurants*
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Gregorelli’s -
Frankfurt

“Frankfurt’s favourite
Italian”

Gault:Millau

Mais Alghanim

Kuwait Cit%
“One of the best

Lebanese restaurants in
Kuwait”

.
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The Wrap

Istanbul

“The perfect
choice for mm@@[@

anyone after REZTW
something
different to eat”

HIGH-QUALITY LOCAL FAVOURITES

Habba Habba @&
Berlin :

“‘Super tiny, super
cute, super fresh!”
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Giro Pizzeria
Stockholm
“Traditional yet

innovative”
(Best Pizza in Stockholm List)

La Tortuguita ==
Montevideo

“Best of Uruguay
so far”
-
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Delivery Hero as “House of Brands” - our local approach
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Your Speaker »
Sebastian McClintock

NOW

« Customer Experience Director at Delivery Hero

* Responsible for several Experience Approach in 40+ countries, incl. all
related market research

PAST

* Worked in various Allianz entities (Worldwide Partner USA, Industrial
Insurance, Allianz SE)

* Over 9 years of experience in market research, customer experience journey
and NPS related topics

INTERESTING

e Master in Economics

* Grew up outside of Berlin and enjoys windsurfing, sailing and traveling with
his family
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Situation in Q1.2019

Countries e

Sample Size RSN [0Nlelgiig]\%

Feedback BEOIEGINEIE
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Fundamental Questions

What is a
customer
How do journey?
W
customers
perceive this
journey?

What impacts NPS?

Where should we
focus our efforts to
iImprove the
customer journey?

Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.




Understand the Holistic Experience

O O O Amazing

Experience

CUSTOMERS

Fairness
and Profits

Reliability

RESTAURANTS RIDERS / DRIVERS
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Customer Experience in a Nutshell

a ®B E gn
......
. L |

m B m g
s =" ",
.

BUX/BBE

Social Media Listening

User Research

" ¥ CUSTOMER .o
.. EXPERIENCE y . 1. User Interviews
.Y 4N 2. Remote Testing
. o 3. Design Research

.
.
e, .
* % " & agmn” .
. .

.
....
llllll

2

Customer Service

a

App Stores Reviews
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What do we mean when we say?

NPS

>  NPS : Net Promoter Score is a
methodology to measure, evaluate
and manage customer loyalty.

| 0 1 2 3 4 5 6,7 8,9 10
> |t is calculated based on responses | |
to a single question: DETRACTORS PASSIVES ~ PROMOTERS

“On a scale of 0-10, how likely are you

to recommend [name of brand] to a 0/ 0/ _
friend of colleague?” /O e /O — NET PROMOTER SCORE

Score is calculated by subtracting % of
Promoters from % of Detractors.

Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.



What do we mean when we say?

— Customer Experience (CX) Experience Journey

>  How they perceive interactions with company > An event that marks a defining experience
> |dentifies the gap between the needs and wants

of customers and what they actually experience
»  CXfocuses End-2-End experience (not touchpoints)

L w I Journey Mapping

Awareness Ordering Waiting Resolving

> Typically happens across time and channels,
and therefore cross-functional in nature

& Discovery & Delivery a problem

> Visually illustrates the story of the experience:
Individual touchpoints may perform well initi
SRR Ovepra" experl)é ﬁce e Door from initial contact_ through the process_ of |
engagement and into a long-term relationship.

Agent Call center Web Support
End-to-end
“l want to improve . ..” journey journey
satisfaction
Touchpoint X X X —
satisfaction 90% 85% 85% 90% 60%

McKinsey&Company | Source: McKinsey Digital Labs
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Customer Experience Framework »

Discover Identify Outline Deliver
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Customer journey mapping example (Based on F2F interviews)

> Desires for a > Decides to > Enters platform & inputs delivery > Waits for > Interacts with > Unpacks the > Has an issue or
meal order food by area the food Rider & Checks food & begins question &
online - order and eating contacts us
2 . consider’s > Searches for food/cuisine/ ackaain
> . restaurant P J9ing i
3 options for the » Checks-out > Interacts with
o meal (going out, deals & » Decides on restaurant & meal > Makes payment contact Center
Z order online, discounts at the doorstep agent (resolves
8 cooking etc.) > Finalizes basket/order (optional) in real-time if
O > Decides which _ _ , possible)
< I latf > Enters information & decides
= online platform Jel ;
L to use elivery time > Waits for further
Z > Enters Voucher (if applicable) communication
> Decides on payment option & > Resolves
Makes the payment the issue

» Receives order confirmation

WO @ OH X © [F= O X

® ® 6 O

- Looking for - Not enough - | don’t want to pay for the extras - 1 need my food on - I didn’t likethe - Food portions are - | need you to
speed and discounts in your - Your cancellation process is time reaction of the really good solve my issue In
convenience in platform complicated and takes too much rider - Food was hot short time
particular - time & effort and tasty as |
situation expected

MAIN DRIVER EMOTIONS CHANNELS

Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.
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Validation Survey Design via Qualtrics Tool

=>  Introduction

=  NPS Question
-=> Reason for Score

csese 100% Em" eeee 100% m—-" eeee 100% m—" o000 100% - secee 2 100% m—-"
9 100%

r= f d 0% 100% urvey Comple

V o M foodora Talabat

H Lieferheld Lieferheld

PedidosYa erhe e
English v
g English v
Welcome to the customer - ' English ~ English ~
o , On a scale from 0-10, how likely When you order on Talabat, who do
satisfaction survey! o . _
’ are you to recommend foodora How satisfied are you with the you most frequently order with? .
friend I 5 ] . Please tell us which other brands
o s Ie AR Farris ol to a friend or colleague following attributes when
My name is Alvaro Garcia and | am ) ] Myself you use to order your food (select
L N . . . ordering on our website:
the Marketing Director of Not at all likely Extremely likely all that apply):
PedidosYa. i
0123456782910 Page Structure AV Family D CallaPizza.de
We strive every day to make your Work Colleagues [J Dominos.de
experience of ordering food online What is the reason for your Search Functionality vV O Lieferando.de
the best. Please help us continue score (up to 5 mu|t|p|e answers Friends D Joeys,de
to serve you better by taking 8-10 - ) o '
L L pOSS|b|e)- Navigation A4 foodora.de
minutes to tell us about the :
experience you have received so What is the amount you spend on [ pizza.de
far and where our mistakes have Payment Delivery Personal Account Functionality WV average per order? (] Deliveroo.de
been. This comprehensive one options experience
4 » 4 loce than KD 2 D Other

=>  Satisfaction Question
(CSAT)
for Journey Stage
Level Attributes

->  Customer Occasions

-  Competitors
->  Additional Questions

qualtrics™™
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Driver Tree Visualizes Impact on Overall NPS

S Operating
Entity
Driver Tree enables us to

show Financial Impact, e.g. TopBusinessDrivers | ﬁ ! )

10% increase in Satisfied Product Service
Customers with Delivery Time ‘ |
= 2% uplift in Average Spend Customer Journey : ; : ) ; i l ¢
Wlth I n 1 OO d ayS . = Journey Step 1 Journey Step2 —  Android — iPhone R‘_:Ec'g;'t I;amt — Journey Step 8 — Journey Step 9 —Journey Step 10 —Journey Stepn
> Driver1 >  Driver1 >  Driver1 m R‘gt':ga‘:fls Driver 1 >  Driver1 > Driver1 >  Driver1
Driver 2 >  Driver2 >  Driver2 > I“;‘;""t:’::_‘;:t"“ > Driver2 m > Driver2 > Driver2

Restaurant
—» Ratings from
Customer

Colors represent customer
satisfaction/ dissatisfaction

of attributes in specific - L. -

Food

Categorisation —> Driver 3 > Driver 3 > Driver 3 > Driver 3 > Driver 3

Driver 3 = Driver 3

journey stage —
Performance Indicator. = >

\J
:
2
:
v

Position of attribute : - pl=
iIndicates impact on NPS —
Importance Indicator
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CX Workshop - from Insights to Actions

Quarterly OKRs

01 Action ltem A

|dea

: Prioritization :
Ide\e/tv grigﬁgaglon Action ltem B

03 Action ltem ...
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Main customer pain points are ‘Delivery’ and ‘Support’... ﬁ

“Easy to Food

- “l always -
ﬁ?s/’s re(’)’ Ordering get a better Enjoyment

taste” ‘

Customer Love

“Didn't
receive a
satistactory
“Very bad answer.
service at all.
Awareness & Delivery after 2

hours”

Discovery

Customer Pain Points:

= (Qrder Status Communication

= Delivery Time ‘ i — ............... i
= Tracking Functionality | |

Customer Pain Points:

= Resolution Offered by agent
= Time to Resolve Issue

* Love Index is the % of Promoters - given 9 or 10 score for NPS Question

ﬁ Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.



. DeliveryHero
Long term investment pays off product

2018 - Q3 to
indefinite

v

2018 - Q2

Keep the Momentum :

Communicate & Govern (Cross

Enable & Analysis : functional collaboration
Understand the root cause

2017 - Q3 of customer pain po

201 7 = QZ Development : T.‘ +31 points increase in After Contact NPS

u ] —_— NPS = 38
Very rude ard they ) -
I X r I rV T got the impreceion Aung 4p on me. Mever 77”/& saciied
I I O I l e e I l C e u e S Yy do ot eunt evr firaod s ol NPS = 21
S /l; y ’, only feompetstor Stress; probloms and =
e but only appease. band]” money loss.”
e After Order, After Contact o Nes=1s
* L] L , Performance Across Journey Stage Correlation across Journey Stage Observation v/ -
- 85 . The extremely good service
. ) Chart1 84 ‘ Chart2 PP PP PP . NPS =7 NPS =3 April 18 « Launch of How to be a Feomething oes wrong,
. - o .., DeliverPeriomance has o oo sl e
B . . y bl cust
. \ : 2nd highest correlation Mar 18 « Introduction of Case he NPS pyramid) M(f{:’,:::;{ﬂmff
C X ro ra I n D . across journey stages (chart wellness (proper case « Launch of coaching based
: P formance
| I I l I I : 2), but it is the lowest . handling) on per
g \pr 2018 Apr 2018 : ) . :);gcg;:zgg:gﬁ;;vey with « Service Center Workshop « Constant feedback to + Launch of agent
— ) e : performing (chart 1). . Define frequency and « Launch of Workplace as info agents on case handling dashboard - own NPS Yoy frionaly and fast
. elivery Correlat : -Negative Outlook target aud\encoymana od dissemination method and ownership visible at agent level - re- (’V, rendy 4 ;,ﬁ
e in SgF g + New Transaction monitoring + Agent profile reviewed inforce ownership “’;‘/’”"" 7’; »
. targeting NPS attributes for hiring f”é“”‘””) soed!
Observation gg\ggv;na g grfg‘ir:p of al « Continuous feedback to our Thats bow /ﬂu/?r/rm/ﬂw
. oF stross test vendors appreciated! Thark you
- Chart 3 Chart4 . .
55 54 Similarly, Order Delivery time :
i i : has the highest correlation
Experience Project Stages £ \ ; has e g :
[eosse s 100% e | se0ee ™ 100% - WA : within Delivery experience : oammmm——
- : attributes (chart 4), but is the :
0% 100% - (chart 4) :

: lowest performing (chart 3).

wiohy sl | -Negative Outiook AC NPS Increased from 7 to 38

Deliver pod elvery

+ Buld 3 journey rosd map r o
© Leversge OKR process o ensure -—
ementation of the change F

Outline o

10p to discuss findings
tional Team (ourney

. =
" L]
Customer e identity pizza.de PedidosYa After Contact : Resolution of the Issue - Customers P |
. - .
- \provements - builds a —
Experience (measured FCR = First contact resolution)
Blueprint Enalist A entinte T
P English ¥ Order status query e I 3005 I T%! After Contact Survey Results (for Customers)
Phas, , Aee - llation of order by customer 1359 1,03
+ Deade on scope of the project and X g Voucher issue [ 11a7 101 Satisfaction with the Resolution Offered by Channel
B Keeping your recent order experience in ke you to re e o o e ——T
mind, how likely are you to recommend * osYa 1o a frie & omercustomer mry o eechock oe |10 - T r
I3 pizza.de to a friend or colleague? Other live order process inquiry by customer a9 [102] - <~ -
: . |Change to order |3 |10t o
It takes approx. 3 to 4 months to complete an experience project . Other customer inquiry before order placement 324 100 1% -
Payment issue |25 102
Not at all likely Extremely likely Refund complaint e 117 I
WOt at L Phone | #cases FCR L
o 0 e 2 Orcer satus query | pos
0 1 2 3 456 7 8 910 S e e ot ardr placament -t .
= Positive restaurant feedback 787 1.04 "
o Other customer inquiry or feedback 759|118 Fhone wine uch
ther e order process incuy by GUsioer e
© Other Restaurant Data Changes 57 142
OO000O0O0O00O0O00 thr restaurant inquries o feedback w7 110
Delivery Hero - S
What factor contributed most to your Other customer inqury or feedback 1 e | Main conclusion:
Order status query 747 1,16
score above? = [Canceliaton of order by customer s 116 the more contacts we need to resolve an
= o b staurant - issue, the lower the satisfaction (e.g. refund
Order process complaint 443 1,22 1
. Value for Money Ordering Experience g Remnﬂpcamplzml - T 142 complaint).
Customer account 315 1,14
Customer Experience Team s 0 g o
Payment Process Restaurant Selection Delivery changes 284 1.23
[Voucher issue 163 124

FCR = First Contact Resolution (all resolved within one contact)

Loccbacanliondan Oinnlonmd Oinansemio

Monthly Knowledge Call, October 2017

— — *Proof-of-Concept
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Contact Center: From Zero to Hero

{

~ “l got the
impression they
do not want to

help but only
appease.

NPS =7

» Design correct survey
with relevant attributes

 Define frequency and
target audience
managed in SF

» Review and revamp of
all SOPs and articles

» SF stress test

“Ver
they
me.

[brand] again,

| stress,
only [competitor and money loss.

brand].”

rude and y
ung up on Totall
Never ever

dissatisfied with
[brand] only
problems

- Service Center Workshop

- Launch of Workplace as info
dissemination method

- New Transaction monitoring
targeting NPS attributes

- Continuous feedback to our
vendors

Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.

+37 points increase in After Contact NPS

April 18

* Introduction of Case

wellness (proper case
handling)

« Constant feedback to

agents on case handling
and ownership

Agent profile reviewed
for hiring

NPS = 21

« Launch of How to be a

hero (specific soft skills
training program based on
the NPS pyramid)

- Launch of coaching based

on performance

- Launch of agent

dashboard - own NPS
visible at agent level - re-
inforce ownership

NPS = 38

“The extremely good
service if something
goes wrong. Thank

you for a impeccable
customer service!”

“Very friendly and
fast support. 100%
satisfactorily solved!
That's how’you feel
re
ally appreciated!
%’hgﬁk you”




Significant improvement of After Order NPS over the past 2 years

1.5 years of data monitoring, feedback collection in ‘high
customer expectation’ and competitive environment with changes
of customer behaviour and expectations over time.

Development of After Order NPS

Jan 2017

— Start of CX Project *

Journey Map \4
NPS Driver Tree
Top 10 Pain Points

Jun 2017

Understanding high customer expectations, acting on them ana
deliver +8 in AO NPS over the past 2 years. ‘ f

Top 4 pain points A
/

1.Communication if the order is cancelled/delayed

2. Tracking Functionality 16
3.Information on Restaurant

4.Contact Center (Waiting Time & Quality of

explanation) .-

N %

37"

40

1.Push messages to inform customer about order status
2.More cross-listed restaurants from other platforms with live
tracking functionality and increased stability of the integration
3.Visibility of Delivery Time estimation on restaurant page
4.Launch of ‘How to be a Hero’ program in the Contact Center
and set-up customer feedback on agent level in Salesforce

ﬁ Top actions completed in past 6 months: A

/

Jan 2018 Jun 2018 Jan 2019
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C Situation in Q1.2019: Experience Surveys are launched all around the world for different target groups »

> 100,000 monthly Sample Size

Customers, Restaurants, Riders Feedback

. After Order & After Contact

Delivery Hero SE - This document is strictly confidential and may not be copied, used, made available or be disclosed to third parties without prior written permission.



DeliveryHero
Product

Happy Customer, Happy Company

sebastian.mcclintock@deliveryhero.com
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Delivery Hero
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SEE YOU AT

MAI N STA( i E We'll be back on the main stage at 3:30P
In the meantime, head to the XM Lounge
for food, drink, and a chance to demo new

PETER LOVATT tech in the Test Drive area.
BRUCE TEMKIN

UNILEVER
SIR RANULPH FIENNES
THE SHOWSTOPPERS




