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In the world of food delivery 
NOTHING IS MORE IMPORTANT 
THAN RATING! It’s the biggest 
deciding factor for a customer 
looking to order from you. 

“Back in the day, Rating was decided 
on how amazing the food product 
was, today rating is decided on if the 
food all came in one piece.”

We say that rating starts at a 5 and 
goes down from there. If everything 
is done to spec, your site will get a 5 
star rating. 

There are 3 main factors that affect 
your rating…

KEEP RATING ABOVE 4.2*

MISSING ITEMS
Often sauces and drinks

INCORRECTLY 
PREPARED FOOD

Stick to specs

COLD FOOD
Keep it hot







KEEP PREP TIME UNDER 14 MINS

The quicker the food can 
get to you, the more likely 
a customer will order from 
you.

How prep time goes up and 
down:

At the very beginning you start 
at a 10 minute prep time and it 
goes up and down from there. 
Prep time goes up the longer a 
driver waits in your site, prep 
time goes down the shorter a 
driver waits in your site. 

‘END TO END TIME’



Availability is all about doing what you say you are going to do...

Uptime: Benchmark 95%

Uptime is all about being open when you say you will be open. For example, if you say you will be open from 12-10 pm Monday 
to Sunday, you should be open at those times. Everytime you turn the tablet off this affects your ranking and prevents sales from 
being made. 

● Planned Closures do not affect your uptime, “Holiday mode” ie Christmas.
● If you get into a situation where you have to close, gas leak, hot water, etc. close like you would the pub.
● Closing can be considered if it affects rating, and cancellations. For example, it is absolutely impossible to continue on with effective service. 

Out Of Stocks: Benchmark 0%

You should always have all the products you say you will have ready for service. This should be checked twice a day, in the 
morning and afternoon. OOS appear on the menu and if there are out of stocks, this can detour customers not only on that night 
but the next time they want takeaway as well. 

● If you have more than 40% of your main menu items OOS you might want to consider closing. This is a really bad look from a customer's 
perspective.

Cancellations: Benchmark 0%

Cancellations are the absolute worst thing that can happen to a customer.” Never ever cancel an order to a customer. It is the 
number 1 thing to ensure they do not return.  

● Always update your Tablet so you dont ever have to cancel.
● Contact the platform to contact the customer so you dont lose them.
● Never replace an item without customer consent, this just gets them more angry. 

AVAILABILITY- BE RELIABLE


