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Online Ordering Landscape

¶Annual sales of food ordered online approx. 
$35 billion

¶Online Sales Increasing 20% Annually

¶Millennials 3 times more likely to order 
online than their parents

¶Convenience is the new Location

¶Restaurant Apps are now in the top 40 most 
downloaded in major markets

άaƛƭƭŜƴƴƛŀƭ ŎƻƴǎǳƳŜǊǎ ŀǊŜ ƳƻǊŜ ŀǘǘǊŀŎǘŜŘ ǘƘŀƴ ǘƘŜƛǊ ŜƭŘŜǊǎ ǘƻ 
cooking at home, ordering delivery from restaurants and eating 

quickly at fast-casual and quick-ǎŜǊǾŜ ǊŜǎǘŀǳǊŀƴǘǎΦέ 

- Sally Smith, Buffalo Wild Wings former President and CEO
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Who Is Doing Online Ordering?

Delivery Type Restaurants 
(Pizza, Chinese, Wings, Deli)

Fast Casual (Chipotle, Panera)
Quick-Service / Fast Food 
όaŎ5ƻƴŀƭŘΩǎΣ ²ƘŀǘŀōǳǊƎŜǊύ

/ŀǎǳŀƭ 5ƛƴƛƴƎ ό/ƘƛƭƛΩǎΣ 
Cheesecake Factory, Casa Olé)

Fine Dining (One Market, 
bƛŎƻƭŀΩǎύ

PRO TIP:  If your restaurant is 
located in a city with a 

population greater than 30,000 
you should take a serious look 
ŀǘ ƻƴƭƛƴŜ ƻǊŘŜǊƛƴƎ ƛŦ ȅƻǳ ƘŀǾŜƴΩǘ 

already.
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Managing Your Web Presence

ÅYour Website & Mobile Apps
ÅSearch Engine Directories
ÅGoogle/Bing

ÅSocial Media
ÅFacebook, Instagram, Twitter

ÅPaid Advertising
ÅAdwords
ÅSocial Media Ads: 

Facebook/Instagram/Twitter
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Keywords Purchased
ÅBidding for #1 spot

Paid placement of your ads on sites like:
ÅGoogle
ÅBing
ÅFacebook
Å Instagram
ÅTwitter

Targeted Ads
ÅLocation/Age/Interests Aware
ÅRemarketing/Pixel Tracking

Pay Per Click
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Branded In-House Systems

ÅBranded to the restaurant itself

ÅRestaurant owns the customer data

ÅCan use own delivery drivers or 3rd

party delivery

ÅDeveloped in-house by the 
restaurant or purchased as a service

3rd Party Aggregator Models

ÅBranded to the 3rd party aggregator

ÅAggregator owns the customer data

ÅCan use own delivery drivers or 3rd

party delivery

ÅDeveloped and maintained by the 
aggregator

2 Types of Online Ordering Companies

PRO TIP:  Consider where your returning customers are going to order from next 
time. What customer behavior are you striving for? What are the costs?
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Example:Single location doing $5,000/month in online orders

Monthly Cost/Location

ÅFlat-fee $100-$200

One-Time Setup Cost

ÅUsually $200 - $400

Branded In-House Systems

PRO TIP:
Å.ŜǿŀǊŜ ƻŦ άŦǊŜŜέ ƻǊ άƴƻ-Ŏƻǎǘέ ŎƭŀƛƳǎ
ÅCheck processing options/rates.
ÅWatch for upcharges for additional 

printers/tablets
ÅFind out what is included - Hardware, 

Mobile Apps, Marketing
ÅAsk about PCI Compliance
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Example:Single location using a 3rd party aggregator on a % basis doing 
$5,000/month in online orders

Monthly Cost

Å$5000 x 10% = $500

Å$5000 x 15% = $750

Å$5000 x 20% = $1000

Å$5000 x 35% = $1750

3rd Party Aggregator - % Based

PRO TIP:  Many restaurants are not aware of how much aggregators are costing them.  
Their aggregator holds the money for weeks, takes their fee out, and writes a check for 
the difference to the restaurant.
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Example:I receive $2,500 checks from my 
3rd party aggregator at 32% every two 
weeks

Formula:

(CheckAmtx 2) / (1-%) = TotalSales

TotalSalesx % = Monthly Cost

Calculation:

$2,500 x 2 / (1 - 0.32) = $7,353

$7,353 x 0.32 = $2,353

3rd Party Delivery
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WHERE YOUR ONLINE ORDERS ACTUALLY COME FROM

THE BIG SECRET:

Web Properties:
Å Your Website & Apps
Å Business Listings (Google, 

Bing)
Å Social Media Pages

Paid Advertising
Å Google & Bing
Å Social Media Ads
Å Facebook
Å Instagram
Å Twitter

Aggregators
Å Directories
Å Aggregator App Users
Å Aggregator Paid Ads
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Brand Control ςA Good Example:

PRO TIP:
Approx. 50%-80% 
of your online 
orders come from 
customers who are 
already looking for 
your restaurant by 
name
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! DƻƻŘ 9ȄŀƳǇƭŜΥ  ΧǿŜƭƭ ǎƻǊǘ ƻŦ

WARNING:  AGGREGATOR BUTTON!
ÅGiving away your customers
ÅFunneling already 

captured customers away 
from your brand

ÅReturning customers may not 
even go to the website next 
time

PRO TIP:  The ONLY time this should be done is when 
the only delivery you have is 3rd party delivery.
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Brand Control - A Bad Example:

ÅMultiple websites built by online ordering 
companies to steal organic web traffic

ÅwŜǎǘŀǳǊŀƴǘΩǎ ƻǿƴ ǿŜōǎƛǘŜ ƛǎ ƻƴ ƴƻǿ ǇŀƎŜ о 
of search results

ÅAny online order placed will cost this 
restaurant 10%-33% even when a returning 
customer is searching for them specifically
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Common Restaurant Mistakes

άaȅ ƻƴƭƛƴŜ ƻǊŘŜǊƛƴƎ 
company only charges ___ 

when it comes from my 
ǿŜōǎƛǘŜέ

ωFunneling customers away 
from your brand 

ωIf you do not capture and 
retain your customers, 
someone else will

ωDirect marketing to your 
customers is mandatory

ω3rd Party delivery is ONLY 
exception

ά²Ŝƭƭ ǘƘŜȅ Řƻ ƳŀǊƪŜǘƛƴƎ ŦƻǊ 
ƳŜέ

ωThe only marketing an 
aggregator generally does is 
to promote their brand and 
take away your customers.  
The goal is to get your 
customers to come back to 
them, not you.

Lack of an In-House System

ωForces you to give away 
high percentages of your 
sales and gives away 
customers to your 
aggregators

Using too many online 
systems

ωLosing control of your web 
presence/sale funnel
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Online Ordering 
Technology

ÅIntegrations

ÅPoint-of-Sale System

ÅCC Processing

ÅLoyalty Programs

ÅMobile Apps

ÅEase-of-Use

Å1-click ordering

ÅGeo-fencing

ÅArtificial Intelligence

ÅAdditional Hardware

ÅTablets, Printers, Fax Machines
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Point-of-Sale Online Ordering


