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Context

Usaria UXalliance

This research was conceived on April 3rd, 2020, based on the
following question: how can we contribute in times of global
crisis? The voices and knowledge of thirteen firms associated
with the UXAlliance joined this project, with scope of action in
17 countries from 5 continents.

Giving rise to this research in the midst of a difficult public
health situation: the alarming outbreak of a new coronavirus,
N RRE®NEPE \Wwhose onset was identified in late 2019 and

gave rise to what the [\felileRallelidgROle e lsIVLolule]sNA"\i [®)Nole
declared as the COVID-19 pandemic.

Governments around the world were forced to ask their citizens
to confine themselves to their homes in order to stop the rapid
spread of the virus. During said process, digital channels and
tools became increasingly relevant during the confinement.
These were considered “essential”, especially in urban areas,
with the purpose of facilitating social distancing and the
adaptation to the circumstances.

Introduction



o go ° This research results essential to explain how these apps
J u Stlﬁ catlon have become part of the everyday life -especially in urban
communities- in a world that has been transformed. It is key to
understand how they handle the pandemic and make people's

Although this report has lives easier (or not) under such circumstances.

a circumstantial nature, it
also allows us to consider
agile decisions in pressing
times; examples for any
future crisis that may
require a revision of the
different chain stages
from ethical perspectives.

Generating a comparative research makes us think about
trends, innovations, and in general, good practices and
opportunity areas for the apps and their corresponding
environments.

This kind of project is also key to revise how a basic process
such as acquiring food and essential items (in this case,
through online orders) can play an important role in crucial
issues in any society.

Health Risks associated with contagion and pandemic spread.

Ethics Shared responsibilities, both of the app in its ecosystem
(businesses, shoppers, delivery people and end consumers)
and between them.

Economy Transformations in order to keep industries stable (affiliated
businesses, supermarkets, restaurants and transporters).

Empathy Decision-making taking into account the collective and the
needs of the entire ecosystem.

Usaria UXGlliance Introduction 5



What is the raison d’étre of

Usaria UXalliance

this Benchmark?

Although this report has a circumstantial nature, in which
a particular moment is studied, it also allows us to consider
B A e R, examples for any future
crisis that may require a revision of the different chain
stages from ethical perspectives. It is about identifying and
pointing towards proper or ideal attributes of

customer experience, the fulfilment of the service, the offered
communication, as well as the strategies in terms of health and
e[ {-Wel R aI- N IV FIA VN9, even in adverse circumstances.

Without a doubt, people. Analyzing delivery apps as support
tools for an everyday life impacted by a pandemic, makes us
debate about people under circumstances of crisis.

People making deliveries by motorcycle or bicycle; those
running restaurants behind closed doors to dispatch orders
from their kitchens; people who -gloves on- pick the products
that are to be dispatched by the supermarket; those who
anxiously wait for their dinner to arrive home and -of course-
people who, from their offices, make sure the service promised
by the app is satisfactorily fulfilled, are mentioned here.

Introduction
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Particularities of
this research

Quick changes to applications

It is important to take into account that the transformations
of the applications are very frequent at this time. The features
mentioned and their corresponding images, may have been
modified.

Website mobile versions

There were cases of apps in the United Kingdom that had to
move all their user experience from the app to their website in
order to continue, not only working, but also making decisions
and generating quick actions due to the circumstances.

Limited operation

In countries such as South Africq, there are just a few food
delivery services in operation and their apps are not available.

Cultural specificities

Notes correspondize decisions of the mentioned apps will be
made explicit in the findings.

Introduction



Who participated in
this research?

This research is led by Participating companies and countries:
-a Latin-American research

and strategic design consulting AssistDigital, Italy

company based in Colombia AyerViernes UX, Chile and Argentina
and Mexico- in a joint work with Bayfront UX, Australia

thirteen (13) of the twenty-six Ipsos UX, U.S.

(26) companies affiliated to the Mantaray, South Africa, Kenya and
around the world. Nigeria

PeepalDesign, India

PXD, South Korea

Somia CX, Indonesia

Sutherland Labs, United Kingdom
Symetria UX, Poland

Usaria, Colombia and Mexico
User Intelligence, Netherlands
UTRLAB, Turkey

Usaria UXalliance
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General
objective

Methodology

Usaria UXalliance

The general objective of this research is to identify the

practices of delivery applications around the world, regarding
their management of the COVID-19 situationelelIglale RISYUIS

related to communication, user experience and strategies for
the care of their business ecosystem.

Benchmarking

This research model is defined as a comparative study based
on reference points among similar products or organizations,
in this case delivery applications.

What is the approach of this study?

This is a comparative and analytical study whose approach

is the revision of features and functions of forty-seven (47)
applications within the framework of the COVID-19 pandemic.
Each section of findings highlights good practices and
opportunity areas, novel trends and issues regarding the end
consumer, when applicable. There were 30+ experts in 17
countries who analyzed both buying experience flows and their
communicational practices.

It is complemented with a user survey and a mostly

quantitative revision based on the scores granted in the UX
and CX Score metrics.

Methodology 1M



Review on how an app handles the
pandemic

Based on the questions segmented according
to each section of the applications, the
consultants were asked to identify new
with regards to the pandemic. Additionally,
they exposed which applications remained
unchanged despite the circumstances.

Also, the usefulness that each inquired element
may represent for the customer is assessed in a
1-5 scale:

Addressed sections and topics:

- Home

« Categories

« Affiliated businesses

 Products

+ Cart and check-out

« Tracking

 Product arrival

+ Innovations

« Support and General communication

Good, very good practices and opportunity areas
were identified per topic.

Usaria UXalliance

Supplementary survey

331 people, ages 18 - 70, from 30 countries
were inquired on their emotions, behaviors,
changes and decisions at the time of shopping,
during the COVID-19 pandemic. These were the
addressed topics.

« Use of delivery apps.
« Grocery purchases.
« Prepared meals purchases.

« Drugstore purchases.

The survey was carried out in the following
countries: Germany, Argentina, Australia,
Belgium, Canada, Chile, China, Colombiq,
South Koreaq, Costa Rica, United Arab Emirates,
El Salvador, Spain, The United States, The
Netherlands, India, Indonesiq, Italy, Japan,
Kenya, Mexico, Nigeria, New Zealand, Peru,
Puerto Rico, United Kingdom, Dominican
Republic, South Africa, Switzerland and Turkey.

Note: Although it is not a statistically representative survey, its
objective is to generate an approach to the transformations

during this pandemic period in terms of product consumption

-especially essential ones- through delivery apps. It sheds
some light on people's reasoning regarding how, when and why

Methodology



The implementation of UX fundamental principles for a great
UX sco re user experience was measured, through the following product

interaction attributes:

*UXA Score: user experience Learnability Easiness to learn how an interactive
measurement methodology according system works.
to the attributes established by the

UXAlliance, for benchmarking studies.
Operability The functions and features are

accessible and easy to use.

Stimulation The user is motivated to use the
interactive system and encouraged to
try new things with it.

Product fit The system creates the perception of
being ideal for the user.

Look and feel The user is pleased with the look and
feel of the system, as well as with the
operational and/or signage sounds.

In order to make this measurement, the consultants of each
country were asked to rate each attribute in a 1-5 scale, being
5 the highest score.

Usaria UXalliance Methodology 13



Customer satisfaction analysis regarding the support area

CX sco re after a buying experience. In this point, the applications with
the best quality in terms of customer service were identified, as
well as those with opportunity areas to be intervened.

These were the addressed criteria:

Support effectiveness Ability to effectively respond to
questions, using the most appropriate

channel. This attribute measures the
user's satisfaction with regards to the
customer service area.

Fulfilment effectiveness Ability to properly provide delivery
options in a transparent, appropriate

and timely manner. This attribute
measures the user satisfaction with
regards to the delivery service.

Returns effectiveness Ability to make returns and refunds in an
effective, easy and convenient manner.

This attribute measures the user's
satisfaction with regards to the returns
process.

In order to make this measurement, they were rated in a 1-5
scale, being 5 the highest score.

Usaria UXalliance Methodology 14



We asked consultants around the world to choose three

°
ReVIewed delivery applications from their corresponding countries. The

selection criteria are related to coverage, top-of-mind and

a p ps innovative business models, among other aspects.
Forty-seven (47) apps were reviewed individually. {gZ\ZY®&)

applications were selected by more than one country. These
are: Uber Eats, Cornershop, Rappi, Glovo and Jumia. In total,
thirty-eight (38) brands were assessed.

We worked with apps for the delivery of [o]gs]elelg=le Nagl-tel[}

groceries, drugstore items or a mix of them.

Usaria UXalliance Methodology 15



Country Kind of application
Argentina Glovo Prepared meals, groceries and drugstore items.
Pedidos ya! Prepared meals, groceries and drugstore items.
Rappi Prepared meals, groceries and drugstore items.
Australia Deliveroo Prepared meals.
Uber Eats Prepared meals, groceries.
Woolworths Groceries.
Chile Cornershop Prepared meals, groceries and drugstore items.
Rappi Groceries and drugstore items.
Uber Eats Prepared meals, groceries and drugstore items.
Colombia Merqueo Groceries and drugstore items.

Rappi Prepared meals, groceries and drugstore items.

Uber Eats Prepared meals, groceries.

South Corea Prepared meals, groceries and drugstore items.
Baemin Prepared meals.

Coupang Eats Prepared meals.

United States Doordash Prepared meals.
Instacart Groceries and prepared meals.

Postmates Prepared meals, groceries and drugstore items.

Netherlands Albert heijn Groceries and drugstore items.

Thuis bezorgd Prepared meals.

j >
z o
S
=
Q
(2
o
3

Uber Eats Prepared meals, groceries.

Usaria UXalliance Methodology 16



Country Application Kind of application
India Big Basket Groceries.
Swiggy Prepared meals.
Prepared meals.
Indonesia Happy Fresh Groceries.
Virtual medical consultations and drugstore items.
Gojek (GoFood) Passenger transportation service, groceries and prepared meals. The assessment was based on
the prepared meals service, GoFood.
ey Groceries.
Groceries.
The Food Assembly Groceries.
Kenya Prepared meals, groceries and drugstore items.
Mexico Groceries and drugstore items.
Prepared meals.
Groceries and drugstore items.
Nigeria Prepared meals.
Prepared meals, groceries and drugstore items.
Groceries and other.
Poland Prepared meals, groceries and drugstore items.
Prepared meals.
Uber Eats Prepared meals.

Usaria UXalliance Methodology 17



Country

United Kingdom

South Africa

Turkey

Usaria UXalliance

Application

Morrisons
Sainsburys

Kind of application

Groceries.

Groceries.

Groceries and drugstore items

Prepared meals, food preparing kits.

Groceries.
Groceries.

Groceries.

Methodology






The decisions made and communicated in times of crisis
W h a t show the strength or fragility of the ties between apps and
their ecosystem

was fou nd ? There are many parts to the system including the apps and

their affiliated businesses, shops, suppliers, shoppers, delivery
people, and users. As a result, a successful response to crisis is
reflected in the ability to respond and their adaptive capacity
in a unified way and not as independent entities.

When these decisions are made from [dsllele]M=IgsleToidal{eMie]qTe!
(e oeJ a1 J W oY=, they also contribute to the user

experience. Most of the assessed apps have fallen short in
this respect.

However, there were examples of good practices with
Indonesian, South Korean, American and Indian apps,
highlighting, in an open manner, the efforts they make for a
collective well-being during the COVID-19 situation.

Information on the pandemic turned out to be valuable as
long as it is accessible and used in the right context

Some of the positive features we identified were the use of the
app to mention health measures in place at their restaurants,
to promote products that would have been sold at events
canceled due to the pandemic, and -most commonly-to

Usaria UXalliance Summary of findings 20
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Postmates, U.S.

offer a contactless delivery option allowing social distancing.
However, only a few apps placed this information in the most
relevant section of the app; most of them preferring to include
this useful information in a special section or in the frequently
asked questions.

Few apps identified particularities of their customers

The ones that did so, offered benefits perceived as positive.

In countries like Turkey and the United Kingdom, it was
common to find priority services for seniors, essential workers,
vulnerable individuals, and health professionals.

Information communicated through the platform was
important for the end consumer

Providing certain information not only ensured a positive
shopping experience but also impacted the perception
towards the app as a responsible facilitator within a business
ecosystem.

Similar trends for interface design and structure

There are some similarities in routes already known as
effective. The apps are not far from the same selection path
which includes categories, products, cart, scheduling, check-
out, follow-up, and support.

Summary of findings



I Temperature checks for your
delivery rider

ue to the crisis scenario,
many of the reviewed
applications may have made
changes that are not shown
in this research. It is important
o place this study in the
month of April, 2020.

Your delivery riders wear masks
for your safety

I

Zomato, India

Usaria UXalliance Summary of findings 22
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Practices to highlight

Clear priorities for
customers with special
needs.

Out of the 47 apps, just seven
(7) offer discounts and easy
service access for seniors,
essential workers, health
professionals and vulnerable
individuals.

Communication regarding
the health measures
followed by delivery people
and affiliate businesses.

Only 15% of the apps
communicate -and even
integrate to the user
experience flow- information
on temperature screenings,
cleaning and significant
protocols in stores and
restaurants. Likewise, just 15%
mention similar measures with
delivery people.

Few apps communicate
initiatives to support
people that are part of their
ecosystem.

12% of the apps communicate
strategies to look after their
affiliate businesses, including
actions to reduce subscription
fees, marketing support, sales
coupons to promote local
restaurants, among others.

Out of 47 apps, only five

(5) offer economic support
for their delivery people,
specifically due to COVID-19
affectations.

Summary of findings
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Social distancing and personal protective

To p tre n d s equipment for delivery people: were most

common.

93% of the applications recommend their delivery

people to wear personal protective equipment. Face
masks being the most frequent. Some apps admitted not
being able to ensure the equipment is worn properly.

Also, most offered options to leave the package at the door
or lobby. Out of the 47 applications reviewed, twenty-six (26)
explicitly suggested contactless payment, i.e., 55.3%.

Important information about health measures or
Covid impact on the service was often hidden.

Although 67% of the consulted apps had a key

statement on the pandemic, 58% keep it inside

support, help, or the FAQ sections which are not
always easy to access.

On the other hand, while 69% of the apps had prominent
Covid features on their home screen, not all of them allowed
the user to explore the information further.

Usaria UXalliance Summary of findings 24



€ contact Us

“Stay Home": the pandemic is implicitly
communicated.

Special COVID-19 FAQ section.

Words such as COVID-19, pandemic or Coronavirus
are avoided. 89% refer to the situation without
directly naming it.

Creation of new sections related to the pandemic.

Sixteen (16) apps draw the users' attention towards
certain essential, cleaning, and hygiene products
through new categories.

Happy Fresh, Indonesia

Usaria UXalliance Summary of findings 285
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Baemin, South Korea

UXGlliance

Limitation and shortage: out-of-stock products with no
clear information

In most applications, it was not possible to know when there
was a low stock. Only a few displayed this information.

Twelve (12) apps applied restrictions on the purchase
amounts. Most did not notify the customer before, only at
check-out, or when the user flow stopped.

Difficulty in scheduling orders and delivery delays

Only 36% of the apps offered information on the changes
caused by COVID-19 on their delivery times.

Eighteen (18) apps have issues scheduling delivery slots for
groceries. These times may involve, 1-hour delays, or up to
fourteen (14) days as the case of Konga in Nigeriq, to deliver
products that are considered basic and even essential.

Poor support and customer service: 30% of the apps do not
establish how to be contacted

21% of the apps clearly offer customer service hotlines in the
platform. 19% offer to be contacted through emails, but users
did not receive any response.

Summary of findings



Highest UX Score

*For more information, check the Measurements section on page 164.

Chile
Argentina
Argentina

Italy

Italy
Netherlands
Poland
South Korea
Turkey

UK
Netherlands
India
Nigeria
Nigeria

Chile
Colombia
Colombia
Colombia

India

UK

uUs.
Kenya
Nigeria
Turkey
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Cornershop
Rappi
Pedidos Ya
Esselunga a casa
The Food Assembly
Albert heijn
Pyszne

Tst

Istegelsin
Morrisons
Thuis bezorgd
Zomato
Konga
Dominos
Uber Eats
Uber Eats
Merqueo
Rappi

Big Basket
Sainsburys
Postmates
Jumia

Jumia

Banabi

52%
57%
62%
62%
62%
62%
62%
65%
67%
67%
68%
70%
70%
72%
73%
73%
73%
75%
75%
75%
75%
77%
77%
77%

India
Poland
Indonesia
Italy

South Korea
Us.

South Korea
Netherlands
Australia
Australia
Australia
Mexico
Mexico
Poland
Turkey
Argentina
Mexico
South Africa
Chile

South Africa
Indonesia
Us.
Indonesia

Swiggy
Glovo

Happy Fresh
Amazon Prime Now
Baemin
Instacart
Coupang Eats
Uber Eats
Woolworths
Uber Eats
Deliveroo
Cornershop
Walmart
Uber Eats
Getir
Glovo
Uber Eats
UCook - Mobisite
Rappi
Takealot
Halodoc
Doordash
GoFood (Gojek)

78%
78%
80%
80%
80%
80%
82%
83%
83%
83%
83%
83%
85%
85%
85%
87%
87%
87%
88%
93%
95%
95%
97%
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Highest CX Score

*For more information, check the Measurements section on page 117.

[taly
Netherlands
Poland
Poland
Mexico
Nigeria
Mexico
Kenya
Colombia
Poland
UK

Chile
Indonesia
Colombia
Argentina
Chile
Turkey
Argentina
Turkey
India
Australia
Nigeria
UK
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The Food Assembly
Thuis bezorgd
Pyszne
Glovo
Walmart
Jumia

Uber Eats
Jumia
Rappi

Uber Eats
Morrisons
Rappi
Halodoc
Merqueo
Glovo
Cornershop
Getir

Rappi
Banabi

Big Basket
Deliveroo
Dominos
Sainsburys

20%
20%
31%

36%
36%
37%
37%
40%
1%

43%
49%
49%
50%
50%
53%
54%
57%
57%
59%
59%
59%
59%
60%

India

India

South Africa
Colombia
Italy

Nigeria
Argentina
Australia
South Korea
Mexico
Netherlands
South Africa
Australia
Chile
Netherlands
Italy
Indonesia
UsS.

South Korea
South Korea
UsS.
Indonesia
UsS.

Zomato

Swiggy

Takealot

Uber Eats

Esselunga a casa

Konga

Pedidos Ya

Uber Eats
Baemin

Cornershop

Uber Eats

UCook - Mobisite

Woolworths

Uber Eats

Albert heijn

Amazon Prime Now

Happy Fresh

Postmates
Coupang Eats

Tst

Doordash

GoFood (Gojek)

Instacart

61%
63%
63%
63%
64%
64%
64%
64%
67%
67%
67%
67%
67%
69%
73%
73%
73%
73%
83%
84%
84%
84%
87%
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Gojek and
its GoFood

service, from oot ()

Indonesia

11St (South Korea)




Who offered an outstanding
global experience?

Gojek (GoFood) was the highest-ranked in the
COVID-19 context

(CTJl'd(CIeRTeIele}} (Indonesia) is one of the few apps in this

research that has an open approach to the pandemic. Over
and above to meeting the customer’s expectations in terms
of service. They took additional steps to fulfill their role

as part of an ecosystem in a responsible, empathic, and

[ JCCONC e proactive manner.

R goyeh

For your satety caly |,
Farro

e What measures have they taken in relation to the

pandemic?
KESIAPAN GOJEK °
HADAPI PSBB
-

Although many of their initiatives happen outside the platform,
they leverage every opportunity to let their customers know how
they have adapted, through the application.

Gojek, Indonesia

Usaria UXalliance Summary of findings
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Protecting our
drivers' wellbaing

® |

Gojek’s Commitment in
Ensuring Driver Partners
Health to Keep Each
Other Safe

Gojek, Indonesia

Some of their initiatives are based on protocols and others on
information for their users:

Implementation of protocols

For delivery people:
« Vehicle disinfection.
« Supply of disinfection and protection products and
accessories.
- Temperature screening points in different areas of the city.
« A new protocol for contactless product delivery.
« Support fund.

For affiliated businesses:
- Kitchen cleaning protocols.
- Protection accessories for all cooks.
+ Constant hand-washing protocol.
- Temperature screenings.
« Support fund.

Information for users

- Specific section with COVID19-related articles.

« Change in biosafety protocols.

« Health information.

« What to do at home tips.

- Campaigns relating to Government initiatives. (#dirumahaja
which means "Just at Home").

- Donations fund for delivery people.

Summary of findings
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Stay Healthy — GoFood's
Preventive Efforts to
Stop the Spread of
Coronavirus (COVID-19)

Gojek, Indonesia

Usaria UXalliance

In addition, Gojek created an alliance with Halodoc
(Indonesia), An application for medical consultations and
pharmaceutical products, which allows them to give

supported prevention and medical information, as well as

access to COVID-19 quick tests.

Gojek focused on the well-being of its entire
ecosystem

The emphasis that Gojek (Indonesia) makes on protection
and prevention was not only oriented to end-users, as in most
applications. They look after the well-being of all their stake-
holders.

They mainly focused on the delivery people, supplying pro-
tective equipment, disinfection products, and implementing
constant temperature screenings in different meeting points of
the city. These protocols, which may be found in other appli-
cations, are located in specific sections of the app such as the
home screen or in the "help” and “articles” sections.

It was made public that founders decided to reduce manage-
ment salaries in order to create a relief fund to support their
businesses, partners, affiliates, and delivery people/drivers
during the pandemic.

Summary of findings
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[ ) In order to create a transparent communication
M u Itl p I e strategy within the application during the
pandemic, Gojek (Indonesia) implemented the
co m m u n icatio n following new communication tools:
- Essential products section.
c h n ne I s « Chats with direct messages to the delivery
a person, with predefined messages indicating

how customers want their package delivered at
their door.

Additionally, they introduced tip-like information
within the Home screen.
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Lastly, regarding changes to their business,
due to a government regulation that limited
the number of passengers, Gojek decided
to suspend the motorcycle passenger
transportation service. This decision,

Usaria UXalliance
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Body temperature checking

Driver partner's temperature will be checked
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driver-partners are all healthy during their duty. As ordered on the app

Hello

P‘ewlsmmrimcmm
doaor and infom me

Ploase Joave miy food ot the!
obby end infor me

. il ba waling

ikay, thanks

e
wabe
 rese messs®

(D) gou your o

onth, Wher®

Heatthy kit istrioutn
L

jery M ‘
pealthy Kt avel of heah"f

er-pa 1ar
our driv ng of mask: V! 1l
=jstil
o cOnSi®
o kits

therefore, allowed the GoFood service to

be strengthen by adding these drivers to

the food delivery service in order to cover
the high demand and avoid affecting the
economic situation of its associates.
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Scores

CX:59/70
UX: 58/60
Usefulness rank: 5/5

Key points

1 2 3 4

Information on protocols Focus on the well-being  Multiple communication Business changes in

and measures against of all its ecosystem channels. order to prioritize
COVID-19 within the (users, delivery people, prevention and keep
application. affiliated businesses, delivery times.

and vulnerable

individuals).
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The survey showed that 41% of the respondents who did not

° °®
RelatlonSh I p use this kind of apps, started using them.

The survey showed that respondents who are still not using

Of su rvey delivery apps, stated the following reasons: (in order of priority)

« Prefer choosing items personally in the store, supermarket, or

respondents o

« Are not sure whether their order will arrive properly.

with del ive ry « Do not trust digital payment methods.
apps

How often do you use delivery apps |BISIIN€] the COVID-19 pandemic?

| didn't use them |

Once or twice every month

Once every two weeks

Once or twice a week |
Once every three months I

Every day or almost every day ]

Number of respondents 0 25 50 75 100 125
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® Groceries

Drugstore items

® Fast food
Liqueur

® Desserts

® Meals

What was purchased through delivery apps?

20.1%
15.1%
22%

11.9%
23.3%

During the pandemic, purchases through delivery
apps have been more sporadic than constant.

What is bought through delivery apps? The
survey shows that respondents who use these
platforms have purchased the following:

prepared meals (23.2%) for breakfast, lunch and

Usaria UXalliance

300

250

200

150

100

50

Never

Sporadically

Often

Very often

If you use delivery apps, what are your most frequent purchases?

dinner; fast food (22%); groceries (20.1%).

Respondents who stated shopping “very often”
have a preference for prepared meals for lunch,
dinner, and breakfast, followed by groceries and

fast food options.

Summary of findings
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Pandemic:
What do
delivery apps
communicate
on the
subject?

Usaria UXalliance

What we analyzed:

Are apps explicit when mentioning the
COVID-19 situation?

How do they communicate information on the
pandemic?

Which are the key topics the apps want to
communicate to their users?

How accessible is this information?

How much do they delve into information
relevant to the user?

What is the tone and language they use to
refer to the situation?

Which were the good practices and
opportunity areas regarding the user?

Detalle de hallazgos
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What is

the service
experience
like for the
user during
the COVID-19
situation?

Note: Due to the crisis scenario, many
of the reviewed applications may have

made changes that are not shown in

his research. It is important to place
his study in the month of April, 2020.

Usaria UXalliance

What we analyzed:

Do apps take advantage of the purchase flow
to notify changes due to the pandemic?

How can the health standards of affiliated -or
own- businesses/restaurants be ensured?

Is it clear for the user how to get access to
products/food and to information regarding
price changes (if any) in the application?

Which tools allow the user to clearly
understand delivery times and slots?

What opportunities do applications offer in
terms of health and health standards at the
time of delivery?

What business opportunities have arisen from
the apps?

How does the app interacts with its ecosystem
and takes care of it during the pandemic?

Which are the good practices and opportunity
areas in that regard?

Detalle de hallazgos
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What we found

Home screens with diverse priorities.
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COVID-19 information Some of the used phrases were The rotating banner allowed Some Home screens did not
relevance. “Live better at home" or "We do informing about measures mention the pandemic.
the shopping for you". taken.
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Zomato 11St. Banabi Rappi

India South Korea Turkey Chile

Mentioned hygene measures Included encouragement Its Home screen reads "We are "Prevention” icon to find more
for restauransta and social sentences related to COVID-19 here so that you don't go out”. information on COVID-19.
distance at delivery. “Let's get through it.
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69% of the reviewed apps have featured elements in their
H o m e home screens related to the COVID-19 pandemic.

Applications use different alternatives in order to call the

sc ree ns attention of the user regarding the situation, service changes

and decisions made by the app..

° °
WIth d Ive rse « Explicit banners with information on customer and

community care.
° op ©
p r I o rltl es. - "Stay at Home" related messages.
- Discounts on specific products due to the pandemic.
« Discounts on delivery fee.
« Social campaigns.

« Image carousels with a combination of the above.

Overall, most apps appear to be interested in communicating
news or sending notifications regarding COVID-19 through this

section; Zomato (India) is (slfelakigelal’¢Ye Rie]gin s-WUIL=YiV][sT-1IXo}
what is displayed on its home screen.
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Usaria

Very good
practices

UXGlliance

Frax - £.5° (36D, 528 Ko
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Jumia, Nigeria

Zomato

India

Jumia
Nigeria

Doordash
u.s.

Uber Eats

Colombia

Offered clear information in its opening messages regarding
the strict safety measures, contactless delivery and the
promotion of the #StaySafe hashtag in a rotating banner
containing general information. In addition, featured food
images promoted exploring restaurants according to their
hygiene measures.

On its home screen, displayed a “Stay home, stay safe”
message in a rotating banner where cleaning and essential
products were promoted. Also, prepared meals with the text
"Stay Safe". Jumia in Kenyaq, for its part, had more explicit
icons on its home screen such as "COVID-19 Facts”, essential
products delivery and a "Stay Home" message.

Doordash, in the U.S., had a "free delivery” advertisement in a
rotating banner which also displayed information on changes
with regards to the pandemic and mentioned how the app
was helping local businesses.

In the case of Uber Eats (Colombia) there was information
on recommendations to mitigate the impacts of COVID-19
in a rotating banner located on the home screen. However,
in Uber Eats (Australia) there is no evident information
regarding the pandemic. Only when going to the “Help"
section there is a link with information on that regard that
leads to the website.

First impressions
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Good
practices

Domino's, Nigeria

UXGlliance

1St

South Korea

Banabi
Turkey

Baemin

South Korea

Getir
Turkey

Cornershop
Chile

Glovo

Argentina

Thuis
bezorgd
Netherlands

Domino’s
Nigeria

1St app from South Korea had a visible element in the
banner area with information on COVID-19. However, it could
be seen as an advertisement.

"We are here so that you stay home", was the first message
the user saw when entering Bababi (Turkey).

On Baemin’s (South Korea) home screen, there was a “free
delivery” advertisement on the main banner.

Messages regarding social distancing or contactless delivery
protocols were displayed on the home screen of Getir (Turkey),
Cornershop (Chile), Thuis bezorgd (Netherlands), Domino’s
(Nigeria) and many other. Nevertheless, the need for greater
interaction with said messages was evident in several cases.

First impressions
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Rappi
Chile / Argentina

Rappi

Colombia

Amazon
Prime Now
Italy

Glovo

Argentina

Rappi (Chile, Argentina) opted for an icon named
"Prevention”, with a handwashing image. In the case of
Chile and Argenting, the icon took the user to a National
Government informative website. Although this information
existed, it is important to note that it had no predominance
and it was not clearly visible for the user.

The icon mentioned above is "hidden" outside the home
screen in Rappi (Colombia).

Rappi (Colombia) had promotional banners with restaurants
and supermarkets inviting users to “stay home"; however,

the links took the users to stores and products that did not
provide additional information of any kind and they were not
necessarily related to the pandemic or to essential goods.

In the case of Italy, Amazon Prime Now, had a pop-up
notification that allowed reading the details on the impacts
that COVID-19 had had on the service.

In Argentinag, the app Glovo added messages for the users
during the onboarding process on the home screen "three
things to take into account: contactless delivery, avoid
queues, avoid cash”.

First impressions
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Opportunity
areas

Usaria UXalliance

Merqueo

Colombia

Takealot
South Africa

Konga
Nigeria

Walmart

México

Rappi
LATAM

A rotating banner in Merqueo (Colombia) promotes
industrial face masks (not suitable for the situation) with poor
information.

Although every South African app and website is obliged to
promote information on COVID-19 and a link to a government
portal is required, in the case of Takealot, an app from this
country, the banner can be omitted by the user due to its size
and because it is located at the bottom of the screen.

Another application that opts for displaying a “Stay safe”
message is Konga (Nigeria); however, it is very small and easy
to omit.

Walmart (Méx) informed the users about the actions to look
after their well-being and about changes on delivery times
through the use of banners. However, these are not clickable
to see more details on the information. The word COVID-19 is
not used.

Although Rappi (LATAM) has made efforts, mentioned above
as "good practices”, to inform about COVID-19, the location of
this information changed constantly.

First impressions
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What we found:

New sections with products considered important or
essential, as well as experiences to stay at home.
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New sections or categories result of the COVID-19 pandemic.
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New sections with products
considered important or
essential to stay at home.

(Sixteen) applications have created new

sections or categories to attract the
attention of the users towards certain products during
the pandemic including essential edible, cleaning and
personal hygiene products but are not limited to them; such is
the case of Konga (Nigeria) and Morrisons (United Kingdom).

The highest-ranked apps in the usefulness attribute were:
Uber Eats (Australia), Swiggy (India), Halodoc (Indonesia),
Jumia (Kenya), Konga (Nigeria) and Takealot (South Africa).
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More than creating a new section, the bet of Baemin (South

Ve ry g OOd Korea) was the modification of their food and home categories

in order to personalize portions or small orders for one person.

°
ra ctl ces It had a high usefulness score for a situation in which wasting
p food is avoided and many people cannot gather to eat.
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Good
practices

Jumia
Kenya / Nigeria

Swiggy
03 India
B Takealot
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Jumia (Kenia y Nigeria) had a new essentials category,
divided into two. The first one includes supplies such as
cereals, fruits, cooking oil and even liquors. The “Stay Safe”
category included hand soaps, disinfectants, antibacterial gel,
face masks, thermometers, tissues and other.

These are similar cases; although the latter had issues with
the availability of the offered products. Swiggy displayed new
categories as top options.

Gojek (Indonesia) interfaced with Haladoc, an app that offers
drugstore items and teleconsultation. In Gojek, users can also
access to these services in order to have independent health
screenings, get medicines and schedule quick COVID-19 tests
if necessary.

Uber Eats (Australia, Colombia) incorporated grocery stores
under the "Convenience” category, it is not limited to prepared

meals anymore.

First impressions
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Sainsbury’s
United Kingdom

Happy Fresh

& recipes sainsburys.co.uk Indonesia

P Rappi

Colombia

Morrisons
United Kingdom

Halodoc

Sainsbury's, UK Indonesia

Usaria UXalliance

It's a supermarket application in the United Kingdom, created
new sections in order to generate experiences during home
confinement: selling ingredients to prepare specific recipes.

Some applications have similar categories. In the case of
Happy Fresh (Indonesia), it is called “the best things to stay
home" and Rappi (Colombia) called it “to prepare home”,
and it can be found in its “restaurants” section. Additionally
they have an "l stay home" section, which includes cleaning
and personal care products (face masks and disinfectant
products). It is evident that the products are limited.

For its part, Morrisons (United Kingdom) created a new
section for its new "Food boxes". In such section, it presents
five groups of product options for fast delivery preference.

The Indonesian application Haladoc, that offered drugstore
products and telemedicine, had COVID-19-related sections at
the time of the research: chats to make quick tests (surveys to
assess health, activity and interaction), a section to request

a quick test kit and, in addition, an informative segment in
that regard. On the other hand, it had a new product sales
category called “Prevent Corona” where they offered face
masks, medicines and vitamins for the immune system.

First impressions

54



Opportunity
areas

Usaria UXalliance

Uber Eats

Colombia

Beamin

South Korea

Postmates
u.S.

With regards to the new category called “Convenience” in
Uber Eats (Colombia), its title in Spanish feels like a literal
English translation which does not sound natural. Additionally,
in Colombiq, there are cities where this section only features
snacks and not a suitable variety of supermarket products.

Beamin (South Korea) has a new product category related to
antibacterial gel and cleaning supplies. However, this section
is located in the menu, at the end of the list; which does not
make it accessible.

In the U.S., the Postmates app displayed its new essentials
categories in a rotating banner on the home screen.
Nevertheless, some products expected to be found in the
essentials search, were not there. It did not specify if they
were out-of-stock.

First impressions



What we found:

Morrisons

We've turned
off our app

Morrisons, UK

Usaria UXalliance

Modifications regarding the
operation of the app.

In the United Kingdom, the Morrisons
supermarket app had to close. When
accessing Morrisons (United Kingdom), the
user was taken directly to the mobile version
of their website, in which there were changes
related to the pandemic situation.

It partnered with Deliveroo, another delivery
app to make fast deliveries. Deliveroo is also
working only from the mobile version of its
website due to the COVID-19 situation.

Gojek (Indonesia) also had to make
modifications to its operation. As mentioned
above, the application normally offers
transportation services (car, motorcycle);
due to the pandemic the service is now
suspended and the motorcyclists are now
delivery people for their fast food delivery
service Gojek (GoFood).
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What we found:

“All-in-one” statements and articles.
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Mentions focus areas in
response to COVID-19.
Incorporates a hashtag used
by the Government.

The apps announce their
commitment with phrases such as
"Working to feed the nation".

This statement appears
as a notification when
accessing the app.

A good practice is citing
national or international expert
public health bodies.
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Examples of statements and articles as a result of the COVID-19 pandemic

Crarm k(1 05

0|'$El o
XILEXIX] ?;:E-

LAl 2!

1St

South Korea

Provides general
recommendations. In the case
of masks, redirects to purchase
the product.

Usaria UXalliance

Work for Instacent

Instacart health
and safety Update

The health and safety of the
community is always our top
number of health and s,
COVID-19 (coranavirus)
options available an the Ins

Safely delivering your
groceries and household
essentials

We're working closely with natic
authorities, as well as health a
actively monitor nat onal I'T-'_'n“
we operate safely and with ".
r -i‘ce We provide recommer
i and have shared th :
: ensure they take the 8
Iy deliver your orde

Guid
commun.ty (i) =
precautions to safe

Leave at My Do°f

Optioﬂ

Instacart
u.s.

Many apps opt for clean
texts with no distractions.

Delivery

Other safety Measurag

Apart from
st e pren
safuty Brotscoly,

Qg
N .'-VIRUSKE'd'fA Qn,
=

n‘:::'“,:.ln.w OEE, e hav o
AT thi, l'\-:
Beross all our m-,.‘::‘ Tt

ng
Selhvory babs, panings,

I
o These Stam froen o fed for complete caution
THE FA .h -rwipunmm-'vaum- Bas beon
% Besgrded 1o the hesith s safety of a1
av,

As concerns grow around the world Y

about the corona virus outbreak, here

are some kEy faCtS IB know abﬂlﬂ the Al warghouses and hubs are being
virus and how to prevent it. sanitizod frequently wilh appropriste

disinfoctants 1o ensure all stored
products are SAFE

H
= ! Whatis Covid - 197

5 are ed
DCormawlrusc Ity scann o

ding to W.H- . Al wa
ﬁTcro re Ifa?‘\’!ily’ of viruses which :::: o sl face masks nd 7t
5 a:e fliness in animals or U
cau rene—
humans. several cmnavllf:;‘::; f g for dei
:(nnown to cause resplf:::m“' = o::ﬁ:‘:'::‘;':‘m::rli
ek s g et
1ot afiowed
0
b0 . P
@
]
L] L]
Jumia Big basket
Kenya India
The article gives pref- This article is complemented
erence to knowledge by the FAQ section.

about the virus and the
health of the user.
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Y7/ | AI I 4 n 67% of the consulted apps have a general
- I n - o n e statement or article explaining the changes
on their service and the decisions made due

Sta te m e nts to the situation.

The extension and coverage of the articles or

a n d a rti c I es statements related to the situation vary.
°

There are 6 essential topics that most apps
incorporate into their statements. [@Ig]\VATelI]g=t1gl

(VNI IIA R Wel il oW ¥ol¥e]|, include other topics

that are important to highlight, since they
involve more actors of the business ecosystem.
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Key topics in statements
+ Contactless deliveries.

+ Actions to take care of delivery people when
making a delivery.

+ Supply of health elements for delivery
people.

+ Delivery delays or difficulties when assigning
delivery slots.

+ Negative impact on the availability of items.

« What is COVID-19?

Usaria UXalliance

Topics that go the extra mile

+ Health and cleaning cares in affiliated
businesses or own warehouses.

- Hygiene measures in food preparation.

- Service priorities for vulnerable individuals
and essential workers (state officials,
transportation personnel, police, cleaning
and security employees among many
others).

+ Recommendations and information on
food deliveries from the World Health
Organization and other entities.

+ Individual health care. What to do if
feeling sick?

- Additional aids offered by the app

to delivery people, local businesses,
community.
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Some apps warn
through their
statements there
will be constant
updates

Usaria UXalliance

This is the case of Woolworths (Australia) or
Big Basket (India).

Apps like Gojek (GoFood) (Indonesia),
Haladoc (Indonesia), Jumia (Nigeria),
Cornershop (Chile), 1St (South Korea),
Sainsbury’s (United Kingdom), Instacart
(U.S.) and Doordash (U.S.) were rated with the
highest scores in terms of usefulness when
communicating the pandemic.
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Very good
practices

Postmates, U.S.

Usaria UXalliance

Swiggy

India

1St

South Korea

Morrisons

United Kingdom

Gojek

Indonesia

It had a section with Safety Standards to be followed by
affiliated restaurants and suggested protocols for consumers,
as well as information on contactless deliveries and measures
taken for their delivery people. The text covers different topics,
however the information tends to be repeated.

The application 11St from South Korea may be the most
complete in terms of user recommendations. This application
provided information on the use of face masks, food to
strengthen the immune system, preventive measures for

the public transportation system and the use of disinfecting

WIS MThe elements mentioned in the recommendations
redirected the user to the product selection screen for its
subsequent purchase.

It had an extensive FAQ text, which included information on
aid to seniors and vulnerable individuals. Likewise, it indicates
the user what to do if self-confined. In addition, it mentioned
solutions for delivery delays.

Gojek (GoFood) in Indonesia, talked about health, protocol
changes and even made recommendations on what to do
at home.
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Ucook
South Africa

Postmates
u.S.

Instacart
u.S.

Deliveroo

Australia

Usaria UXalliance

In South Africa, Ucook included quotes from the World
Health Organization about the low COVID-19 transmission
risk through food. In the same way, Postmates (U.S.)
mentioned the CDC (Center for Disease Control and
Prevention) guidelines and their work with local governments.
Additionally, it tried to mention all of its ecosystem, letting
them know they care for their delivery people, restaurants,
stores and customers.

Instacart (U.S.) statement included information on the
delivery of groceries, an option to leave the package at the
door, inventory impact, purchase limit and availability of
products such as antibacterial gel. This information was not
explicitly connected to the pandemic.

It offered information only through the FAQ section. They
mentioned contactless deliveries, new rules for restaurants
management and hygiene measures, as well as contact with
competent authorities.
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Good

practices

Usaria UXalliance

Coronavirus

1s ordering through deliveroo

o safest service
rstaurant

How does contact-free delivery
work?

Deliveroo, Australia

Cornershop
Chile

Amazon
Prime Now

Italy

Glovo
Poland

Jumia
Kenya

Pyszne
Poland

It mentioned COVID-19 from the moment the user accessed
the app, through a pop-up where they announced the use
of face masks by personnel, highlighted social distancing,
high demand of orders, delivery delays and possibly
unavailable products.

Also in the shape of pop-ups, Amazon Prime Now (ltaly)
and Glovo (Poland) gave information on how the impacts
of COVID-19 were being handled. In the case of Glovo,
such information was brief and communicated with a
casual language.

On its general text, it explained what COVID-19 is and how
to prevent it. It talked about safety measures and described
the population prone to getting infected. It even mentioned
ambulance or emergency hotlines for the community. In the
facts about COVID-19 section, they explained the low risks of
buying through deliveries.

Pyszne (Poland) integrated information regarding safety
instructions given to delivery people into their frequently
asked questions section. However, since it is such a long
section, it was difficult to reach the information related to the
pandemic, which is located at the bottom.
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Opportunity
areas

Usaria UXalliance

Some apps such as Pedidos Ya! (Argentina), Uber Eats
(Australia), The Food Assembly (ltaly) and Coupang
Eats (South Korea); did not show specific communication
related to the pandemic in terms of prevention, care or

iRl ote [l IYM T hese apps received low scores in terms of

usefulness when communicating the context of the pandemic.

The Food
Assembly

Italy

PedidosYa!

Argentina

Rappi

Colombia

With regards to The Food Assembly (ltaly) the only
notification related to the impact of COVID-19 on the delivery
of food is sent via e-mail.

Apps such as Pedidos Ya! (Argentina) which did not have a
statement or article related to the situation, may be functional,
but are far from being at the level of global major apps, in
terms of providing peace of mind to users during a crisis.

It was found that Rappi (Colombia) had two new dedicated
categories where users could buy airline and for massive
events tickets, despite the fact that there were restrictions
announced by the government, in terms of prohibition of
concerts and flights.
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Complete
but hidden
statements

Wiscel pyton na temat Borking =

% Takeaway Pay
*+ Iokeowary Pay
+ dok ubveead Toke oy Poy?
- Bylani, problemy. pemyvahd

Wigcel gvion ng temat Tokeaway Pay =

=

* W Pysonepl bardio powainke troktulemy kwestle
zwigzare 2 globalnym 20gQrodenism Korongwirusem

* dok drigla bezkontakiown dostaved zomdwienia?

= Qo ledli hin 2onlack aulwho

Wirce] pyton no temat
(Karonwing) =

Pyszne, Poland

UXGlliance

58% of the reviewed apps keep their
statements in the FAQ section, Support
section, Resources Center, new sections
and articles.

Certain applications, nine (9) in total, relied
on their websites, social networks and blogs
to offer or broaden information that would
be looked for inside the application. In South
Africa, Takealot offered more information
on social distancing and health in other

web channels, but not inside the app, which
is focused on "Stay Home" messages. It is
the same case of Esslunga a Casa (ltaly),
which had comprehensive information on the
COVID-19 situation in its website.

(\Ylellele]elY did not attract the attention of
the user in the purchase flow in order to take

them to statements with relevant information
on the situation. For the user, the existence of
this information is not evident in all apps.

Communication

67



G d Swiggy (India) had a welcome message to
oo highlight the main measures taken during this
situation (Swiggy's key measures to ensure
° . . .
ra ctl ces safety), followed by a rotating banner in which
they listed protocols in restaurants, contactless

purchases among others.

We will later delve deeper into other applications with good
practices in terms of the use of their home screen.
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The following applications lack of

°
o p po rtu n Ity instructions so that the user can access

such information, without having to
navigate and investigate on their own out of
q rea s the service flow.

Having information to communicate and not
integrating it into the app -or the purchase
flow, as it will be shown later- and in turn
delegating it to other channels such as
social networks, websites and mass media

is a setback. Information is necessary and

it must be accessible for users that go to
the application for a particular need. Such
is the case of Rappi (Colombia) since the
information regarding disinfection points for
delivery people, contactless delivery robots
or measures for restaurants does not always
reach the end consumer.
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Thuisbezorgd
Netherlands

Happy Fresh

Indonesia

Uber Eats

Colombia

Rappi

Colombia

Usaria UXalliance

Throughout the navigation there was no information on
COVID-19 or on the measures taken. In order to obtain more
information in this regard, the user had to go to the "l need
help" section. Likewise, Doordash (U.S.) although having
robust information on its actions against COVID-19, limited its
visibility to users that go to the “"Help" section.

Had information in a section of difficult access for the user (FAQ).

There was no similar information at the time of this project's
review. A month later, it integrated information on COVID-19:
A Safety Center that offers more information in a blog, outside
the app. The Uber Eats versions in Mexico and Australia were
not very accessible either for the user in this regard.

Had an article with information on COVID-19 prevention in

its FAQ section. This information could only be accessed
through the "Help" and "Frequently Asked Questions” sections,
or through an external link that led to a Government website.
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What we found:

Mentioning the pandemic implicitly and with closeness.

prime now

Consegna in 5 54

Qw

Woolworths
o Eel 3 5

H
. Weciaz dziatamy
i dostarczamy. CTego tylko
porrzpbujr.-sz. Wazmocnilimy tez
srodki higleny | bezpieczenstwa:

Di cosa hai b 500N

0 0ggi?
Change

Conta con Gloye?
ahora mas que nunca

E 4 Get personalised specials, an,
and earn bonus Rewards p

+ Add Rewards Card

Cong:c_é las medidas de sequridad
e higiene que estamos tomando
para tus compras por Glove.

Aggiornamenti =

g
sul nostro servizio Prime Now

o B who need it most
‘ 1= Tap here to order
Non perderti le nostre offerte. torby z tasma
i all tter

Iscrivit WS
Entrogas Bs de contacta P
i

Page con tarjeta

PRODOTTI GIA OROINAT 2

ACQUISTA A platnosci karta ATALOGUE
Mo Di 15€ PER NE%%{?,]%"EE%GEM y \’,/ " COUTNOW
ORDINE MINI ESENZ“COSTM
K arfdores
ThelatestbF ins
from Woo
My goeciol
2
Amazon Prime Now Glovo Glovo Woolworths
Italy Argentina Poland Australia
Without using words such Positive messages are used: "We keep working". They Messages such as "Helping
as COVID-19 or Pandemic, "Count on Glovo now more than mention a change on those who need it most" are
they talked about health as a ever” It mentions social distancing sealed packages. used in this case.

priority. measures in stores.
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Texts and images t

Italian style pizza

McDonald's

=3 MecDenald's
Burgess, Chicken, Fries

e1qs @ N
ot e ®1
=2 R
spare
i “ﬁztrs%}
WeCe
§ ui
o t0
g 308
aEH * P (4 ? a
— .
2
peliveny

Thuisbezorgd
Netherlands

Many apps just offer
contactless deliveries referring
to the context.

Usaria UXalliance

Ta
k S2ybko, jak to Mol
+

o= ®
= & Odbiér

Wybierz ,Pozostaw po&
drzwiami”

D owa fi

Oto, jak chrenid siebiei spolecznost
Wigcej informacii

zza)

Polecane restauracje (Pi

Uber Eats
Poland
Chosen messages: “This is

how we protect you and the
community”.

at relate the pandemic without mentioning it.

Show your generosity!

Online tipping is now at Getir!

To ensure social

distancing, we
will only serve

with contactless

delivery.

erve with contactless delivery.

ity s U7 N

we will only s

H; a
top prierity-

ealth and safety of our comm!

Getir
Turkey

Refers to social distancing,
care for seniors and
generous tips.

MILAN - Vg pgggy

v
Producls collact

Miriam Cermelj
™ Assambly host

Benvenuto nell’ Alveare Massena, Ogr ettimana,
troverai qui prodotti by

sana e di qualiti. Verdura, frutta, carn

latticini.

Vista la situazione i emergenza che stiama vivendo, be

vendite possono avvenire SOLO €2

disfare b
panti della 2

domicilio |‘<"I. vendite alla
i}

te abbiame inseriid =
i E VENERDI

pumerose fc

gettimana: LUNED

The Food Assembly

Italy

Uses the term "Emergency
Situation” to refer to the
circumstances.
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Mentioning
the pandemic
implicitly

and with
closeness.

Usaria UXalliance

In general, most applications avoided a tone of alarm or worry.
The use of questions and answers is common in order to provide
closeness, as well as phrases inviting users to stay home.

The use of phrases, hashtags, easy references for customers.
Out of 47 reviewed apps, 89% referred to the pandemic
without directly mentioning it. They opted for related
messages, avoiding words such as Coronavirus, COVID-19 or
similar from their home screens.

Common places:

most used phrases

‘Stay Home'

‘Our main concern is your safety’
‘Emergency Situation’

“Contactless deliveries”

Most applications tended to use a close and warm speech,
focused on their interest in supporting the situation.
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Good
practices

These droplets can land in the mouths or roses of
peopie who are pesiby cr possibly be inhaled into
the lungs.

Can someane spread the virus without being sick?
Aeccarding b the NCDC:

5 Why are you wearing a face mask?

The corona virus |s mast commonty spread from
inlected 1

coughing, sneezing and c

W are doing our best 1o eFEUNe Wi Protect our
customens and oursebes 1o prevent the spread of
1he viras

& Do you have the Corona Virus?
Ho, L'we do ot

Hem do you know?

W also wash our hands frequen
£nd alao monitor gvery siang ond

Domino's, Nigeria

Postmates
us.

Domino’s
Nigeria

Gojek

Indonesia

Opted for using blunt statements in order to give piece of
mind to their users: “"How we're keeping you safe”, “Your food
will be delivered safely”.

The app used certain tone of exclusivity in phrases like: "We
launched a new product called Non Contact-Deliveries" even
though it is a popular service among most applications.

In the case of Domino's (Nigeria) the tone of the questions
and answers changed notoriously to talk with ease and
openly about the topic.

“Do you have the Coronavirus?”

“No, we don't"

"How do you know?"

[Answer about screenings]

"Are you saying that | have Coronavirus?”

The result is a text, at times funny, that went straight to the point.

The Indonesian application Gojek (GoFood) used the
hashtag #DirumahAja (JustAtHome) which was popularized
by the Government and integrated it to its home screen
communication.
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In the case of Cornershop (Mexico and Chile) the welcome

®
0 ppo rtu n Ity message talked about the impact of the pandemic and the

decisions made by the app. The user was able to react with
emojis; however, all of them are sad. Although the text's goal

a reas is to give peace of mind to the user, the emojis to be picked

change the tone of the reading.
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What we found:

Discounts in times of crisis

—
—

Offers

YOUR DAILY g

ENTIALS

our i :
your family or community, in genying need.

What is included?

Apaya la prevencisn

Household Essentials

BOTIQUIN ¥ PRIMEROS AUXILIOS  BIENESTAR 5

* Flour 1kg

« Sugar kg

Botiquin y Primercs Auxilios

« Toilet paper 8 pack )
| apabocas Desechab
« Soap (or other hygieng products) 1 bar T )

pecharge
) frmeciy Industrial (50 und)

10% off 750 cashuafllc
s Up to 7200 Miimim & 0

AuE

e Breakfast
: jtute) 21t Promacion 3
. dairy substity o (o5 RS TP
ot o o P g . Longlife milk (08 i el }l:'ﬂlg?;‘_qm‘%% De Akohol
o iee 2H ahwula
= Fruit juice ereal) 3750 250 mi) o
& B ) 1pix, oats (O proatde? ¢ peantt :‘,8993 s o
Weelbl* " ol .
Ll
gemite i -
d am: V@ _ o
Sprea e
putter _—

1St. Woolworths Big Basket Merqueo

South Korea Australia India Colombia

Announces selling articles Packages with goods at a 10% discount on Discount on antibacterial gel.
that were not sold at a lower cost. essential products.

low cost.
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Some product list examples

First Aid

(-' Zal :
I‘nav\uaj lokaln
Q ) alnie 7 Uper Eats

B0 MARCH, 2020

N1oM Palliative
For Customers

S =
t « & Through

Hand Santizer 60% H#SOLOSAFE

Alcohol Sanitiser - Gel - 1. Layer Face " PM-Q_ In response to the efforts 1o

ek Tomasso mitigate the spread of COMD-19 in
R 55 Ré&s
I Migeria

220 Prog ucts
Sor

Aby wes Prze¢ lokaine
trudnym okresie, pray
akeje promac

Filter (1) o D I

. al.[c‘;C_'Q W tym & Super & tu M
q-.’:t.':‘.valisn:-,- nowa .
¥ing {dn‘awmg lo
Promocia jest cykliczna i trwa od

Poniedziatku do piatku w Uber

kalnie!

Eats

shipped from CPT \,-.-\,-da] i oszczedi, czy darmowe przekaski lub

napoje dodawane do zaméwien. Sprawdz \We rolled-out the #SOLOSAFE

sam co oferuja lokalne restauracje ktdre carmpaign a N1OM palliative set up
biora udziat w akcji i zamow teraz. to support shoppers through the
pandert ic. To benefit from this, visit
Kkonga.cor, select all items yau
need, and add the Code
"\OLC}SI\FE at checkout Ava uf.-l
) tically be deducted

would autem? e
from your il :III(::JU
the P’iceor)‘c\J :
e
Takealot Uber Eats Glovo Konga
South Africa Poland Argentina Nigeria
Discounts on face masks. Promotes orders from local 20%-30% discounts on Special promo code
restaurants. the #StayAtHome section. during the pandemic.
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D 4 t Ten (10) applications were concerned about

Iscou n s reducing their prices for the users.

e t. f In addition to the frequent discounts

I n I mes o promoted by the apps, the ones linked to the
Coronavirus were very specific and ranged

c riSis from health protection products to the

possibility to get free access to an application.

The only application that has had a price

increase is QAR WX =TgglellY, from Italy.
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Very good
practices

Instant Chat

e Dr. Alida Resma Lina

iKe Rp 10000
W 3 years CHAT

Dr. Azda Aulia Fajri 5.Hum

i
"‘I"".. Rp 10.000

Obstetrics
Gynecslogist

Halodoc, Indonesia

UXGlliance

The internet access to use the Indonesian
app Haladoc was free.

There were discounts in drugstore products
and teleconsultation.

In the case of 11St from South Koreaq, they
offered discounts in special sales of small
local business through discount coupons. It

promoted the purchase of [itIaaldole{RW/=T¢=
not sold due to cancelled events or that could
not be sent to other destinations.
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Good
practices

Usaria UXalliance

Woolworths

Australia

Big Basket

India

Merqueo

Colombia

Takealot
South Africa

Uber Eats
Poland

Glovo

Argentina

Konga
Nigeria

Amazon
Prime Now
Italy

Woolworths (Australia) offered boxes with supplies at a
lower price. Likewise, Big Basket (India) did so with a 10%
discount on essential products.

Merqueo (Colombia) offered discounts on antibacterial gel,
while the South African application, Takealot, had discounts
on face masks.

In Poland, Uber Eats promoted orders from local restaurants
with BOGO (Buy One Get One Free) discounts, free snacks or
beverages with the orders.

Glovo (Argentina) announces 20% and 30% discounts on
their Stay at home section.

Provided a promo code for purchases. However, it failed at
being used.

Although not explicit in the application, Amazon Prime Now
(Italy) informed users on its website that it "would fight against
the price increase, as it has always done it in the past”.

Product selection



°
0 ppo rtu n It Despite being in the good practices
y segment, Glovo (Argentina) did not
apply the same discounts to products

a reas considered essential.
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What we found:

Out-of-stock products, most of them with no clear information
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Coupang Eats

South Korea

Announces that, at the
moment, there is a product out
of stock.

Usaria UXalliance

Unavailable

1
Lo =
hese items have 5 combined fimit of 2 per

customer. Please update your cart,

Barilla Spaghetti Gluten Free
$3.80

$3.80

Guzzi Pasta Fettuccine

$4.70

TOTAL
$4.70

gan Remo Spaghetti pastaNo 5

gl 260

.20

continu®

Woolworths
Australia
Announces the number of

items that can be purchased
per customer.

" Sartmy
Relevance

San Remo g,

5500g Paghetti Pasta o

$260 180.52/1006)

=+ Save to List Update Cart

:% z Guzzi Pasta Fettuccine 3759
tacine
_} $479 (512500061
¥

B ate Cart
= Save to List 1 = Upd

Barilla Spaghetli Gluten

Low Free 3409

ypdate cart

Woolworths
Australia
Displays low-stock

products when making
the product selection.

Tuvaley LE T

359 Urgn Chsturiliyr

. Filtrede oy =
Kemill Visvam Tunalar : e
Kagid 18, Komil Yivam Tuvaigy
Kadud grli

1280TL Q 1280 TL ﬂ

Selpak Tuvalet Kadd 167

3390TL ﬂ 279070

Istegelsin
Turkey

Announces there will be new
products available soon.
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Out-of-stock products, most of them with no clear information
Comunicacion con el cliente sobre disponibilidad de productos.

Carrellg

NON g
AGGIUNGERAMO RIUSC|T
ETUT 150
DELLA TUA LISTAWA?%EEEEEEJ I

le aggi
c?ﬁ%uenlti prr.-tﬂ:»gl:rlil.ngere al
on i prodotti
disponibili nell’ asso,
ecommerce rtimento

Esselunga Bio, arance Valencia
biologiche 1kg

Esselunga Bio, asparagi biologici
50049

Esselunga Bio, dote biologica 600 9

ne Attivo sapone

ol
Carb tale 1009

ilibra,
Equili o vege

detox 10

Esselunga a casa
Italy

Displays low-stock products
when making the product
selection.
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Saying thank
shopper

The Insta
Cart shopper
hou Commun; Ty Serye as
no sehold heroes for families ."ano."\-n(ﬂs h-
roer, please consider tippin; and be
reflect the ey,
busy time,

You to your

£ above and he,
2 effort of your shopper dur

ng this

Health and safety impacts

When large-scale, national events happen, mass
purchasing heavily impacts the grocery industry
help us better respond, Instacart put some
measures in place:

Low-stock mode for more retailers—
bility items, you can choose

For low-availal

replaceme Le
ighter availability= I

ok oducts—such as hand sanitizer, @ s:: :
Some pr 3 and sariizer 040

o spri(e water, and cold medicing _,i|-|y,.|i,).,:_

PI . h ates avalle

o Instacart continuousty update

low. 1T d

§ -
nsure you're notified of any @
el

der changes o7

Instacart
u.S.

Articles include the limit
of products that will be
automatically removed.

Per consentirgi di servira j| maggior
numero possibile di clienti,

Amazon Prime Now
Italy

A text explains the product
limit per purchase.

FOOD Bogass

£5.00
\fegvlarian Food Box .
1p fior vegetarns s essenitis
Jection of foed suitable fof veget
A setect -
Imnelvold iterms.
pack

ety

Morrisons
United Kingdom

An alternative to limit the
purchases of products were
boxes with selected items.
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Out-of-stock
products
with no clear
information

Usaria UXalliance

Only one (1) application explicitly announced out-of-stock
products on the day of the inquiry, Coupang Eats (South

)M Other four (4) showed a shortage of products without

alelIgle MAIYe]itelid That is to say, the user identified there is
no stock because the product was not found, not because the

application let the user know.

e Pedidos ya! (Argentina): face masks, rubbing alcohol and
protective elements.

e Cornershop (Mexico): soap, eggs.
e Banabi (Turkey): toilet paper, cologne, pasta.

e Big Basket (India): snacks, trash bags and prepared meals.

In most applications it is not possible to know when there is a
low stock. Just a few show such shortage.

Although the limitation of some products was clear and most
confirmed this was seen until the end of the purchase, contrary
to what may seem a waste of time for the user, most rated

the action with a medium usefulness level: not useless but not
positively surprised.

In the United Kingdom, at the beginning of the outbreak,

the scarcity of flour, pasta, rice and toilet paper was evident.
Supermarkets opted to show less product options and improve
the stock flow.
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Good

Indonesia

practices

Usaria UXalliance

Glovo
Argentina

PRODUCTOS NO
DISPONIBLES

Ciertos productos pueden estar
agotados. En ose caso, los
eliminarermos de tu pedido y no
te los cobrarermnos,

Fies e

Glovo, Argentina

Happy Fresh

Although not a sufficient measure- [felRdgelgoleI¢-1a14
informing that its algorithm couldn't predict circumstances
such as panic purchases in the store and that there were

difficulties keeping track of the inventory in the stores. RIS
at the moment of the purchase, the shopper will notify
unavailable products. This information is found in the
Frequently Asked Questions section.

A similar case was that of Glovo (Argentina) that informed

there may be unavailable products, and provided information
on the next steps to handle the issue. In the case of this app,

this information is provided in a striking notification at the
beginning of the user experience.

Product selection



Opportunity s
areqas

Morrisons
Argentina

Albert Heijn
Netherlands

Uber Eats

Colombia

Mexico

Happy Fresh, Indonesia

Usaria UXalliance

The supermarket application Sainsbury's in the United
Kingdom, did not inform beforehand if there was a product
out of stock at the time of the selection. It could only be seen
at check-out.

In the case of Morrisons, also from the united Kingdom, the
shortage of a product could only be confirmed upon delivery.

In the app Albert Heijn (Netherlands) there was a shortage
possibility, but it was not shown in the app, it was shown
on the website. It could be any item, related to excessive
purchases in the app.

There were many restaurants that appeared as unavailable
(not closed due to business hours). On the other hand, in
Colombia some restaurants also notify a greater number of
food products that are out of stock. It is not explicit if this is
related to closure and availability due to the COVID-19 crisis.

Product selection
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What we found:

How much

The high demand and panic purchases at
° the beginning of the pandemic forced twelve
Is the use r (12) of the reviewed apps to restrict user

purchases. It is important to note that, most
a I Iowed to did not notify the customer until reaching the
check-out or when the user flow stopped.

buy° Apparently, in most applications there was no
e limit of products to select.
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Good
practices

Segun el decreto 090
del 19 de marzo de
2020, se limita el
expendio de bebidas
embriagantes

a un producto por
pedido.

Merqueo, Colombia

Usaria UXalliance

Morrisons
United Kingdom

Woolworths

Australia

Takealot
South Africa

Esselunga
a casa

Italy

Takealot
South Africa

Big Basket

India

Had a 3-item limit policy for specific products per customer.
In addition, there was a new “standard food boxes" option to
facilitate product selection and have faster delivery times.

Is one of the few applications, along with Takealot (South
Africa), that notified the user there were few units left in stock
at the time of selecting a product. If the users exceeded the
limit, they were requested to remove a specific number of
items at check-out.

Was clear about the limit of one order per week. In addition,
they reserved 40% of the available delivery slots for people
with disabilities.

Is a particular case. It did not inform on the limit of products
although it restricted the purchase of some essential products
to a maximum of five. This information was on their website,
not in the app.

This app had a limit of maximum four per order in most items.
Some of them were even limited to 3 or 10.

Product selection



Instacart
u.S.

Amazon
Prime Now

Italy

Sainsbury’s
United Kingdom

Usaria UXalliance

In the case of the U.S., stores were restricted to a humber
of purchases, but this was not reflected in apps such as
Instacart. The "Help" article stated that the app would
automatically change the number of articles if needed, but
this was not shown.

In the case of Italy, Amazon Prime Now, had a limit of orders
per week per account. Despite the importance of that limit,
people normally used several accounts to place orders and
omit the rule. In this app there were also certain products
limited to three (3).

Sainsbury’s, supermarket app from the United Kingdom, had
a different approach to the limitation of products. Instead

of reducing the number of products per purchase, they lifted
the restriction to encourage people to buy for more people
(neighbors, relatives and others in need).

Product selection
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Opportunity
areas
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Happy Fresh

Indonesia

Cornershop

Mexico

Merqueo

Colombia

Walmart

Mexico

Baemin

South Korea

While the user made the purchase there was no product limit
information. However, the app did have restrictions when
exceeding certain amount. This happened with items such as
oil, rice or sugar.

Although the application Cornershop (Mexico) did not have
limits for the number of products, some stores and affiliated
businesses did. The user became aware of the limit only
when the shopper communicated at the time of purchase in
the store.

Only limited the number of alcoholic drinks to one per order,
according to measures requested by the State. There was no
limit for other products considered essential.

Had a product limit. However, the user could try to add the
same kind of product from different brands. The user who
attempted this, found out at the cart that the app asked to
change the selected number of units.

In the case of Baemin, from South Koreaq, there was a limit
of 10 purchases per menu. However, there was no limit for
the number of orders that could be placed in a restaurant.
Regarding groceries, up to 10 purchases per day could be
made. The limits varied for each product, but the application
was not clear about the criteria.
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Halodoc The customer was able to add products, but wasn't allowed to

. go to the check-out if the number was not reduced.
Indonesia

Cornershop Encouraged customers to ask their old age neighbors about

Chile their needs and include the items they required in their next

order with the purpose of avoiding crowds in stores.

Tirk Kiznlay Ramazan Gida Kolisi
yardimi igin yanindayiz!

Yarsi senden
yarsiIstegelsindent

LNV cpplications had a different approach to restrictions
per product, since they encouraged customers to order big
amounts to get to more people with less deliveries.

Saper 5an

It was the case of Getir (Turkey), Istengelsin (Turkey) and
Woolworth’s (Australia). In the case of Istengelsin, they
advocated for specifically buying food boxes for the Ramadan®,
destined for populations in need.

Istengelsin, Turkey
*Holy month of the Muslim tradition which commemorates the revelation of

the Quran (their holy book) to Mohammed. It is relevant to know that for this
celebration, nothing can be eaten or drunk during the day. In order to perform this
fast, Muslims eat before 4 am., and at nights during an act of congregation. The
COVID-19 pandemic times restrict not only the collective act, but the acquisition of
food to break the fast and keep the body strong for such practice.
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What we found:

Few applications informed users about health measures in

associated and own businesses.

“~

~ DOORDAgY

How we're promoting
safety across our
platform

For Merchants

Providing guidance from preparation to
pickup

iding guidance to merchants on focr
aking bag stickers and tampé
ble at cost so that they
ed safety. To help

& merchant and
practices for
order

We're prov
safety and are maxim
proof packaging availal
can seal orders for enhanc
minimize conla‘c i
the pasher. we've p'u.;
=con
facilitatlnga no-¢

pickup-

t between th
vided best
t handoff at

Doordash
U.S.

Provides tamper-proof
stickers and informs

businesses on best practices.

Usaria UXalliance

Auditeq Cleanliness

HYGIENE RaTING

What is Food Hygiene Rating?

n indication of a restaurant’s

This rating is 2 randards. Itis determined

food hygiene s
dited Food Yy

. e
t the restaurant’s premise:

partners a

; tes
dit evalud
jene AU
our Hyd

the following: > i
51
. S,ndpf"‘fg,t,.mwn«“"”
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Zomato

India

Has a section with
protocols and ratings for
affiliated restaurants.

-~

Order Moy, : C q
—— S¥elyStangyy,
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1 | Change Ouler

% Memperature checks for deery g

29 mins.

@ BEST SAFETY
STANDARDS
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Swiggy

India

Grants badges to
restaurants that follow their
safety standards

e cpEllE T

ot MEE0P) s

Baemin
South Korea
Mentions sterilization

processes in restaurants and
face masks for employees.
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Few applications
informed users about
health measures in
associated and own

businesses.

Usaria UXalliance

Just nine (9) applications communicated these kind of
measures to look after their affiliated stores or restaurants.
With regards to those applications that have warehouses,
supermarkets or own stores, there was even less information
on that regard.

The highest-ranked application regarding usefulness of safety
protocol communication with affiliated businesses FeKEIJ 14

(GoFood) from Indonesia.

It must be taken into account that in the case of The Food
Assembly from Italy, affiliated businesses were normally
peasants that usually didn't communicate these measures to
the application.
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Very good

The only applications that had a guarantee mark, where the
customer could visibly know if protocols were being followed

are both from India:

practices

Zomato

India

Swiggy

India

@ gotood
ur commitmant te kesp you saty

Ghock out GoFood efforss 1o provida The best sarvics

Gojek

Indonesia

Gojek, Indonesia

UXGlliance

Had a specific section with protocols for affiliated restaurants
such as mandatory temperature screenings, cleaning and the
VNI B (el Nl M |n their restaurants section, they showed

the rating of the restaurants that best follow these protocols

and how they were doing so.

Had a safety standards section that talked about mandatory
measures for their aoffiliated restaurants: temperature
screenings, use of face masks, cleaning procedures and

[Yelld s Welalelel¢e[ M A badge identified those businesses that
properly followed the measures, so that customers could
recognize them at the time of selecting the food.

Likewise, Gojek (Indonesia) in its Gofood service had
protocols for partner restaurants where they required chefs
to wear a face mask at all times, control body temperature,
disinfect their kitchens and constantly wash their hands.
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Good
practices

Instacart, U.S.

Usaria UXalliance

Morrisons
United Kingdom

UCook
South Africa

Uber Eats

Mexico

Pyszne
Glovo
Poland

Is one of the few applications that mentioned cleaning
protocols in own stores. This information was found in the
Frequently Asked Questions section.

Mentioned information about strategies with suppliers and
affiliated stores.

Stated being committed to identifying restaurants and service
providers infected or at risk, in order to stop their activities
and report them to state authorities.

In Poland, both Pyszne and Glovo were committed to look
after their delivery people, the latter claims following the
recommendations of the Ministry of Health.

There were only two (2) app cases that involved aoffiliated
businesses to look after shoppers and delivery people:

Thuisbezorgd

Netherlands

Instacart
U.S.

Asked the stores to provide hand sanitizer for them.

Asked some of its affiliated stores to let their shoppers avoid
long lines or to only allow them to enter.

Care and empathy actions
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Gojek Shared important information on health protocols with

o
o o rtu n It . EreUlgelsleMsaid information was found in the articles
Indonesia

section, which was not easy to access for the users,

Baemin In the case of Baemin (South Korea) this information was
responsibility of the restaurant in its corresponding section.
Most did not provide this information.

South Korea

An_‘\CIZOI‘\ Did not mention cleaning protocols in affiliated businesses,
Prime Now o , ,
ital but this information was found on the website.

aly

In general, applications couldn’t ensure the customer, the
businesses compiled or not with said measures. Those who
own warehouses or stores did not talk about their disinfection.
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How we're supporting
local businesses

Previding commission relief and
marketing support for new and existing
DooarDash partner restaurants

‘We're helping restaurants generate up to $200
rmillion in additional sales by offering a package
of financial assistance options that include
commissicn rellef and marketing suppart for
new and existing DoorDash partner restaurants
to help during this challenging economic time.

n April we announced an additional $100
nillien in commission relisf to support lecal
restaurants with 5 or fewer locations. Beginning
April 13 through the end of May, more than
150,000 local restaurant partnars in the United
States, Canada, and Australia will have their
commissions reduced by S0%

Doordash, U.S.

What we found

Apps that looked
after their aoffiliated
businesses

In addition to health protocols, only six (6) applications
created strategies to look after the wallets of their
affiliated businesses. Apps mostly supported restaurants
and local entrepreneurships.

Care and empathy actions



Uber Eats Eliminated the activation fee that was charged to new

Ve r OOd Poland restaurants in the platform. Likewise, it set the possibility to
change the weekly payment to daily.
practices

Gojek Offered sales coupons from some local brands, which could
be used by the customers after the pandemic. They claimed
this was the way to support and avoid their economic crisis.

Indonesia

In addition, Gojek worked with some associated restaurants
that offered low-price menus that customers could buy for
delivery people.

In Australia many restaurants were also working behind closed
doors, that is, only for the delivery option. Thus keeping the
variety of products available for users.
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In the case of Doordash (U.S.), it had the greatest support for
affiliated businesses and it even announced it in the banners
located in the home screen: We're helping local restaurants
earn more.

+ Businesses could receive a relief for the commission they pay
to Doordash, who announced reductions of up to 50% so
that business could increase their sales.

+ They supported local businesses with communication and
marketing strategies. They created a resource center with
that purpose.

+ They extended their DashPass service to more local
restaurants so that they could offer free deliveries. This
service was offered for thirty (30) days with no payment.

+ To those already subscribed to their DashPass service, they
reduced the amount to be paid.

« Workers of affiliated businesses, had priority to become
delivery people.

« They supported local restaurants that continued working
behind closed doors with the hashtag #OpenForDelivery.
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What we found:

Taking care of delivery people: protocols that few communicated.

repartidores afectados**

Cualquier sacio conductor o sogio
repartidor que sea diagnosticado con
COVID-19, o al que una autoridad de salud
publica le pida que se aisle individualmente
y proporcione los documentos que
acrediten su condicion, podrd ser elegiblea
recibir por Gnica ocasion asistencia
financiera por hasta 14 dias mientras su
cuenta permanece en espera Ya hem:;sms
proporcionado esta ayuda ?n:;:l:::
afectadas. ¥ esta'm.ﬂs "abatI: en todo
jmplementaria rapidamen

ol mundo.

Mas informacin

‘0

Uber Eats

Colombia, Chile and Mexico

14-day economic support for

delivery people affected by
COVID-19.

Usaria UXalliance

Ayudamos a soclﬂsconduc‘torasysocim

6‘ Contact Us

SPecial covip g "

Safely deliyer

In the rids; J’:i:ﬂl' R
Precautions in |
updated on the n,
Situation. Qur pew Pretocol equips all eur sraff with
fnf_-e Masks and urges drivers to maintain .3.d|s'a;:rx‘
with you when handing ower your groceries o

Pandemic, we are taking extry

INVerinG your oroceries by siing

Why can't I find any available siots?

‘We are experiencing higher demand than nommal
Right now, nat only are we working in maximum
capacity, we also are trying our best to protect sur
shoppers and drivers from risks of infections by
being outside. This includes keeping our shoppers

and drivers from cverworking themsahes. We hope

you canu nderstand.

7
‘Why is my delivery late? — s
t all late of ;

¢ o019, we enforce an

' ch a8

or aur ShOPPETs and drl,(‘rs_su‘es:ﬂ
ds arrd disinfecting [?'»QH'ISL.-.
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extra protoce! ’

washing their h
reers

pers and drivers
safety of our shopl P drivers health
suring the = ¢ shoppers Jth status
En iroring o4 and hed!
& monitart’ ature 30 ocols that

We ar r term . pro
thel % rorLb‘dI;ngsk:,und

Happy Fresh

Indonesia

Insists on the protection of

delivery people and shoppers.

-
NO Contacy DELIvERy

Hygiene tip

yoave 239 or stool ursige =
YOUF 400r where your grer = Tk}
be dropped of .

) Other safety initiatives we've
enforced in the wake of COVID - 19

Training for our Delivery
Partners

Partners are equipped wi'l.h A
masks and trained in respiratory b
hygeine practices, the propcrhc
hand washing methods and t
jdentification of synlpton;i.
our order i in safe han

Swiggy

India

Trains delivery people on
hygene and early symptoms
detection.

ik ! POrady. sty 2ins
PRI S0P Zascarty zactomarss s T B
PeLas NNkt 2 Qoltwk, Wortystane ot e

Wsparcie ekonomiczne dia poszkodowanych
wazammy, 2 Tarows kurieecw st m-m«::,:?a powi
podczat dwutygadn o Ol bec DEnLL s

ikt widzenia, DedTe wesa COVIDB
w:mﬂ) wwu-ﬂ'“ "uuwnmwv;:: spropenymts
koo ettt ot R L.
e 0 aisil 00 29MMCS M T crmuery O00
coowkds o2 2L et
sosntaktul
Lolejych krokach

Glovo

Poland

Offered economic support for
people affected by COVID-19.

This information was only
available on the website.

Care and empathy actions 102




Some protocol communication examples.

GUIDELINES =

ppers, ing to

from the CDC, if you have any of the

stop shopping and contact your
Physician:

- Feverafatleast'loo.é"ﬂsa“c:

. Cough
tness of preath

» Shor

Instacart
us.
Tracks the health of delivery

people and shoppers through
rutinary questions.
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ENHANCED H\'GlIENEIIP?:WYEE?
JI dirivers saniss
e and afte

Takealot
South Africa

Asks delivery people to spray the
customers' hands with rubbing

alcohol after the delivery.

Bezkont
aktowa do
oronawi rus) SR

W Pysznepi bardzo powanie
Iwigzane z globalnym zograzeniem

koronawirusem

Bezpleczenstwo na STych klientdw | kurserdw jest dia nos

najwyiszym prioryteterm. Stale monitorujerrmy rozwd

sytuacji | podejmujemy zabecone drodki sstronodct

Aby L ZE J h oséb, nasi

kurierzy zopewniojq teraz dostawg bezkontaktows
Oznacza to, 2e wszystkie zoméwienia oplacane online
bedg pozostawione przy drzwiach, ¢o porwoli na
uniknigcie bezpodredniego kontakty,

Aby uzyskaé wigee] Inform o temat drodkéw, ktare
zysk ace] Informaci| ne temat oefEW.
y

el jedi nas
podmllimv w obecne| sytuacl odwi n
ponizel. -

to |est

czy

gkpntaktulie

Pyzsne
Poland
Mentions health instructions

for delivery people in the
FAQ section.

«

> Dogg DASH

For Dashers

Supporting Dashers in prevention

We are shipping more than 1 million sets of free
hand sanitizer and gloves to Dashers and are
providing guidance to help them stay healthy. To
minimize contact between Dashers and
customers, we've moved all orders to ana-
contact delivery at drop-off by default. We have
ormed Dashers that they may alse

also inf !
ct delivery at any time.

request a no-conta

Ensuring affected Dashers can recow_r
two weeks of financial
rsinthe United
53 Australia: and.
r diagnosed witl

oviding UP “’D

for eligible P20
ing Puerto Rice)

1 red antined ¢!
al

We are Pr

Doordash
U.S.

Has financial aids for delivery
people affected by COVID-19.
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Beyond providing protective elements -which

°
Ta kl ng ca re Of were mentioned when talking about the
delivery processes-, only a

deli le:
elivery peopie:

them through their platforms JSMVEERT)
p rOtocoIs applications were identified.

The applications that worked in that sense,

that few laid out these protocols on their own initiative.
They did not mention if they were following
any regulations set out by a public entity.

@
communicated 1t was known that [STITSSpm—

have created similar strategies, however
they communicated this information through
N=IgslelRelalelala -1 channels the end user did

not necessarily access and that were outside
the purchase flow, which is why they were not
considered in this count.
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Gojek Gojek and Happy Fresh (Indonesia) were fairly insistent
Ve r OOd Happy Fresh regarding the protection of their delivery people and
shoppers. Gojek had its drivers as priority and they did so
Indonesia - - . . e
explicitly, they even [Halel{eHelle{VI{-*ReIXVile[Yglel=] in a specific
t. section of the app. They highlighted the following measures:
p ra c I ces + Constant cleaning and disinfection of their vehicles.
« Temperature screenings in different points of the city
+ Cleaning hands before and after a delivery.

+ Symptoms detection training.

Gojek was precisely one of the few apps that had
considered a public insurance plan, before the pandemic
for its delivery people.

Swiggy Trained its delivery people on hygiene and early detection
India of symptoms.
Bewardlinaiting
Instacart Tracked the health of their delivery people through daily
3 pr 202 US questions regarding their health. In this way they updated the

Gojek’s Commitment in - status of each one, before they went shopping.

Ensuring Driver Partners

Health to Keep Each

Other Safe
Takealot Asked delivery people to spray the customer's hands with
South Africa alcohol after the delivery.
pyzsne For its part, Pyzsne (Poland)explicitly communicated, in the
Poland Frequently Asked Questions section, the health instructions

given to delivery people and suppliers, not only in terms of

Gojek, Indonesia protective elements, but also in terms of detergents to clean
delivery implements. Also in this country, Glovo had a specific
section with delivery recommendations for delivery people
and how to protect themselves when picking up the order in
the businesses.
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It is important to highlight that EiEEE) KeleJs]ilele]alels NN/ Wol

the total, offered economic support for their delivery people,

specifically related to the impact of COVID-19.

The case of Postmates in the U.S,, is the most
comprehensive since:

* REKelalalelVglelYo Re N (=l \ 1AV alel fOr copays of medical

expenses and drugstore items for delivery people that could
need the money in terms of prevention or health coverage
when diagnosed with COVID-19.

© RIS A C R s R Y ®elgle[{-1XY to extend a fiscal credit for

paid illness leave.

+ Claimed the whole adaptation process jfele]SlsixeXelelele]¥ g}
comments, requests and feedback from their fleet of
Postmates, U.S. delivery people.
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d Uber Eats, in Colombia and Mexico, economically supported
Goo delivery people affected by COVID-19 for 14 days and that
had proof of their diagnosis issued by an authorized health

p rda Cti ces institution.

The applications reviewed in the United States, Doordash,
Postmates and Instacart, had financial aids for delivery
people diagnosed with COVID19.

Glovo (Poland) also offered economic support for delivery
people diagnosed with COVID-19. However, this information
could not be found in the application, but on their website.

Swiggy (India) offered medical and financial support, not only
to delivery people, but also to their families if they noticed
symptoms associated with COVID-19.
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In general, most applications did not have additional cares

®
o ppo rtu n Ity for their delivery people in terms of health assurance beyond
prevention with protective elements or, if they did, they didn't

socialize them.
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What we found:
Customers
Seniors, essential workers, health personnel
re iri n and vulnerable people were the stakeholders
q u g that some applications seek to offer priority
® ° in their services.
priority:
®
discounts and
easy access to

app services.
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Very good
practices

Respect to our elders!

e diszount wil be applied.

A small gesture from Getir.

10w discount & no delivery fes special for

Getir, Turkey

Usaria UXalliance

Getir
Turkey

Istegelsin
Turkey

Sainsbury’s
United Kingdom

Esselunga
en casa

Italy

The Getir app, gave people over 65 a 10% discount, and 10%
discount plus free delivery for health workers. What they called
“a little gesture, from Getir".

For its part, the Turkish app Istegelsin, also offered free
delivery for seniors, who had a prohibition to go out in such
country during the period of time of this research.

Sainsbury’s, supermarket app from the United Kingdom,
made an effort to give service preference to vulnerable
citizens and essential workers with priority in the allocation of
delivery slots.

Offered benefits such as free delivery for people over 65 or
with disabilities, and 40% of the delivery slots are reserved

for them. In order to do so, the apps requested certain
information from the users. However, this benefit could not be
found in the application, but on their website.
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members who the government has asked

#o shisld far 12 weeks.

How we're helping our customers

Identifying our vulnerable customers

Supparting our elderly and vulnerable
customers

Shopping for others

Store opening hours

Docrstep deliveries

Delivery slot availability

Sainsbury's, United Kingdom

Usaria UXalliance

Morrisons
United Kingdom

Woolworths

Australia

Sainsbury’s
United Kingdom

Enabled a hotline for seniors and another for non-digital
population so that they could make use of delivery services.

Set delivery windows and priority for seniors, health
personnel and vulnerable individuals. They were also
interested in knowing if the user had a special need, such as
being self-confined or unwell. They did not explicitly mention
the word COVID-19 in this case. They requested some type of
evidence from people considered as priority, for example: a
document for seniors.

claimed granting priority access for a vulnerable segment
of the population in the United Kingdom. However, it is
important to take into account that it is possible that this
population did not have access to the app or did not make
use of these services.

Care and empathy actions
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What we found:

Community support: donations and social initiatives
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Merqueo Sainsburys Gojek Swiggy
Colombia United Kingdom Indonesia India
Social initiatives unrelated to Special section for donations in Invites customers to make Has a donations fund to feed
the pandemic are shown. conjunction with organizations. donations for partners of the vulnerable individuals.

restaurants sector.
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Some examples of social i

-
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APPLY HELP US FIGHT HUNGER IN SOUTH
AFRICA

Order g
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ffering priority access to restaurant OFF up to 70 on arders above e,
workers who want to become Dashers ¥ ON oroers between ¥54 ar View Do

We're offering a priority access program te help ZOMATO

restaurant staff that may find themselves with
fewer hours at work sign up as Dashers so that
they can meet their financial needs during this
time by safely making deliveries.

zomato

Donate 2 Meals.

We're excited to launch the UCOOK Foed Fund.
The Food Fund has one mission = to feed as mary
people whe need help as we can. Tagether with your
help, we're donating moaey to support m(ned\ble.
partners who are dedscated to eradicating hungerin
South Africa, Every rand raised through the
g towards ensuring that

4elp Zomato
View Details

Generating support through the
#OpenForDelivery initiative

dwill
i UCCOOK Food Fun fallout
. remain by the ecenemic
1 local businesses le affected mast
To raise awareness tha e've launched 2 thepeop” ous food to est veey 3

r delivery and pickup. W' have enough nutrti
- to drive more suP| FEEmNGINDm

220.
Get 10% OFF u.p. foa a0, view Detal®

APPLY

s‘wgla

==

Doordash Zomato 11 St. UCook

us. India South Korea Suouth Africa

Promotes supporting local Encourages customers make a Makes donations for every Donations bank to fight against
restaurants that only make donation to an aid fund. “encouraging comment” in hunger in the country.
deliveries. the app.
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Community support:
donations and social
initiatives

2 9 /o of the applications
had social

initiatives to help vulnerable individuals. Out
of that percentage, only 12% explicitly stated
their initiative was related to the pandemic.
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G d Esselunga a cassa (ltaly) donated 2.5 million Euros to
oo hospitals and institutions directly committed to patients and

practices |

Doordash (U.S.) is an app that was involved in three initiatives
to support different communities and affected sectors.

« #Openfordelivery. Initiative that encouraged customers to
support local restaurants that work behind closed doors and
only offer deliveries. Directly related to the pandemic.

+ Project Dash. Program that supported vulnerable local
communities on their fight against hunger and food waste.
Doordash was committed to donate food per placed order
and to gather restaurants for this project.

How we’re supporting
communities

Dalivering vital feod and supplies to
wvulnerable community members

« Jointly worked with United Way Worldwide, in order to
deliver food to people suffering food insecurity, such as
seniors, low-income families and persons with reduced
mobility.

We're forging new partnerships with local
govermments and nong

States to deli
mambers of local cammur

expansion of our Project DAS
was launched in 2018 to use our logistics.
wxpartise o tackle hunger snd food waste. In
the face of COVID-19, we're partnering with
lacnl government agencies in New York City, Sal
Jose, Stockton, and Portland, as well as non-
governmental crganizations such as the San
Francisco-Marin Food Bank. Government
agencies and community organizations
interested in partnership can contact us here.

Sainsbury’s, supermarket app from the United Kingdom,
created a new donations section and interfaced with charity
organizations.

Partnering with United Way Worldwide

Gojek (Indonesia) invited customers from the home screen to
make donations for partners in the restaurant sector.

Doordash, U.S.
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Swiggy (India) in alliance with an NGO, worked on two

initiatives, both Feliflad\A¢=1lelx=le RieRdal-Welo[glo[Io0][eN

+ Well-being fund for workers and their families (protection
and medical coverage).

+ Delivery of food for people living hand-to-mouth and
migrant workers with no income.

Very similar to the example above and also in India, Zomato
had an initiative prior to the pandemic to ensure food for

vulnerable individuals. It had alliances with several NGOs. At
the time of this research, this project had a 500,000,000 INR
elele|R¥e} feed people with no income during the pandemic g

felelellulela} they encouraged customers to make donations to an
e[t RiV[gle Bie]de[SINVI-TaVA I YeToI[SN during times of confinement.

AN W CeI=te)l promoted physical events to support local
businesses and peasants with economic constraints fdgle}s

provide basic need products. In the section dedicated to these
events, basic cares are also mentioned: “Two meters apart to
protect each other, zero meters apart in our minds". It works
with the Ministry of SMEs and Startups to support the sales of
products from provinces with difficulties.

Rappi, Argentina

Usaria UXlliance Care and empathy actions 116



An innovative element, is that they [ggle]di%ei¢=Yo RU-TER foN[=Te|V:!
words of encouragement in the application and, for each
comment, the app promised to donate 100 wonjifelgaalelle]slele]sS

facing difficulties due to COVID-19".

For its part, Rappi Argentina, showed on its home screen the
alliance with NGOs such as Banco de Alimentos and Techo.

Uber Eats (Poland) joined the #wzywamyposilki (#callformeal)
campaign in order to provide food for hospitals in cooperation
with McDonalds. It also joined the “We Help" campaign which
gave promotional codes for 1000 volunteers. The information
about these campaigns was not found in the app.

Although Amazon Prime Now (ltaly) did not have a donations
campaign, the Amazon organization did so addressing Italian
communities and socialized it through their website.

There were also applications that did not show any
initiative related to COVID19, but already had campaigns
promoting the well-being of communities.
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In the home screen of Rappi (Colombia), there was a series of
social campaigns not related to the pandemic. Most of them
involved the donation of food and supplies. Although there
was little information about such donations. Rappi’s (Chile)
campaign called “Donate now”, is not related to COVID-19
either.

Merqueo (Colombia) had five (5) social campaigns in total,
which were not linked to the pandemic. They were more
focused on the donation of food and groceries for families at
risk (structural poverty, migrant population and seniors) which
were handed to the Colombian Government.

For its part, UCook in South Africa already had a donations
bank, unrelated to the current pandemic, which helps the fight
against hunger in that country.
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What we found:

Contactless payment, suggested tips and changes to delivery fees
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Pyzsne Swiggy Jumia Pedidos ya!

Poland India Nigeria Argentina

Suggests online payment to Promotes tips in times of Has high delivery fees and Contactless delivery option

enable contactless delivery. COVID-19. makes discounts on them at only for online payment.
check-out.
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UberEats
Poland

Temporarily removed the cash
payment option.

Usaria UXalliance

Esselunga a casa
Italy

Does not allow credit card
payment at delivery anymore.

UberEats

Mexico Mexico

Encourages tipping with
preset amounts.

Walmart

Suggests online payment to
keep a safe distance.
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I Twenty-six (26) applications that suggested contactless
co nta Ct ess TeVinal-TeilealSldglele Y were identified in this section”. Some of

them also reinforced contactless delivery in this section.

payme nt’ Most apps provided options for deliveries with no physical

contact. Applications such as Gojek (GoFood) from Indonesia,
d explicitly suggested using payment gateways such as GoPay
su g g eSte or in the case of Glovo (Poland), DotPay, in order to reduce
human interaction with the purpose of helping COVID-19

°
tl s a nd prevention. Likewise, apps such as Coupang Eats (South
p Korea) selected this kind of payment by default.

c ha ng es to Regarding cash payments, we found that
° Most perceived this in a positive usefulness degree

del Ive ry fees because of the flexibility and easiness to pay for the delivery.
It results interesting that in the case of Pyzsne (Poland),
when a user selected the cash payment option, the app
automatically suggested the contactless payment. However,
this information was not clearly visible for the user due to the
amount of text there was.

*In this section it is important to revise the following decisions in light of the
contexts, and taking into account the knowledge of each application’s audience
and its needs. Although the elimination of cash payment is relevant in order to
avoid the spreading of the virus, it is known that in certain cases these restrictions
may affect a segment of the population that does not have credit cards, thus
limiting the access to the application in the moment they need it. Therefore, these
actions will not be rated as “good"” or “bad” practices.
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Wybierz metodg platnosci

[®] DotPay

[0 Zapiad gotdwka

@ Dodaj karte platnicza

Glovo, Poland

Usaria UXalliance

Of course, it should be recalled that a good number of apps
never had cash payments, as the case of Sainsbury’s and
Morrisons (United Kingdom) or Deliveroo (Australia).

« Some applications decided to temporarily remove the
cash payment option, like Uber Eats (Poland), The Food
Assembly (ltaly), Swiggy and Big Basket (India). For its
part, Pedidos ya! (Argentina) suggested the contactless
payment option.

+ In South Africa, Takealot had the cash payment option for
certain essential items in specific geographical areas. This
option is no longer available.

« Eselunga a casa (ltaly) used to allow credit card payment
at delivery. Now it can't be done.

+ There were some contradictions in the Thuis Bezorgd app
(Netherlands), since in their Frequently Asked Questions they
claimed users could still pay in cash, while at check-out this
option was nonexistent.

With regards to shipment fees, there were considerable
variations between the few applications that had changes:
seven (7) offered general fee discounts, seven (7) had
segmented discounts for specific populations (seniors,
vulnerable communities, essential workers and other) and
five (5) increased their fees.
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Amazon
oo Prime Now Eliminated delivery fees during COVID-19 phase 1.

Italy
practices
Deliveroo At the time of the study offered low delivery fees, although it
Australia was not explicitly related to COVID-19.
Uber Eats In the case of Uber Eats, in Mexico and Australia, they

LOANTES ROSIBLE 2 bite: 60 o) offered free delivery and encouraged users to support local

Mexico, Australia ] . L. . .
and Chile businesses, without mentioning the pandemic. While Uber

Eats Chile offered free deliveries from specific businesses
such as the MELT Restaurant, through promotional codes.
Finally, the version of Uber Eats had free deliveries for a

% & Para llevar Organizar

certain time frame for "local” orders.

Walmart Announced free deliveries, but it did not delve into the
Mexico conditions or into information on that regard.
Postmates In the case of Postmates (U.S.), they offered reduced delivery

US fees during lunch hours to make their service more accessible.

Uber Eats, Chile.
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Opportunity
areas

Usaria UXalliance

Postmates
U.S.

Swiggy
Zomato

India

The Food
Assembly

Italy

Jumia
Nigeria

Although Postmates had a good practice in terms of
reducing delivery fees, it was evident that for other deliveries
there was a price increase of the fees which is not explicit.

It could be seen that Swiggy and Zomato (India) removed
their discount coupons which were usually available. In turn,
they were imposing larger taxes and packing charges. The
sum may represent up to 30% of the price increase.

This app doubled the delivery fee since the beginning of the
pandemic.

Had an increase of the delivery fee, which was later removed
at check-out.
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Few apps showed alliances with specific brands of mass
consumption products in order to offer free deliveries.

Cornershop In Cornershop, Nestle used the hashtag “l stay home" to
Mexico promote their free delivery.
Jumia Announced brands with free delivery due to COVID-19. Coca-

Cola, Fayrouz, Reckitt Benckiser, Unilever, Jameson, P&G,

Nigeria
Amstel Malta, Maltins, Honeywell & Molfix.

In general, regarding tips, although most applications kept the
options they had before the pandemic, as the case of Uber
Eats, some opted to encourage customers to leave a tip for
delivery people or restaurants.

Some applications used words such as “gratitude”, "hard

times", "put life at risk” and "heroes” in order to refer to the
work of delivery people and promote said practice.

In the case of the applications from the United Kingdom,
Sainsbury’s and Morrisons, it was stated that it was not
appropriate for an app to suggest giving a tip or expressing
gratitude for their delivery people, above all because several
applications have their delivery people as direct employees.
This is also the case of Wollworths (Australia).
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In Turkey, Getir, asked users to show generosity to the delivery
person through the digital tip function. Prior, tips were only

Getir
Turkey ) )
given in cash.

Had options to directly support the restaurant with a little

amount. They claim 100% of said contribution goes to the

practices

Mexico and
Colombia

Encouraged customers to add a tip to help delivery people
in "hard times". They had default options and highlighted the

Zomato
most common tip amount.

India

Egh
€117 #84-13
Cal, Vale del Cauca
Barrar al citddono, ndmeso L7,

& Esperaren la g

Jumia There were applications such as Jumia (Nigeria) which
encouraged customers to thank delivery people who are
"risking their lives”, but they did not explicitly link it to tips.
They advocated for the use of the hashtag #JumiaHeroes in

Nigeria

—  Apoyaal restaurante

" Rcibira ol 100

social networks.

Tu pedido
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Instacart Made the tip mandatory. It asked users to thank the

o
o o rtu n It US shopper with a default tip and, in addition, encouraged to
- consider a little extra.

Happy Fresh In Indonesia, for Happy Fresh the tip remained personal.
They asked users to give a cash tip in a closed envelope.
There was no digital option at the time of this study.

Indonesia
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What we found:

Delivery slots: the greatest fulfillment challenge

& mor
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delivery date outside 72 hours, please wait.
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Boxes. You can select from o variety of buwes fram
essentials to ready meals, Please yisit Morrisens focsd
boxes.

For more information please wisit our help hub,
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We are d ,
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. 1 a5 we work through
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Morrisons
United Kingdom

Up to 12 thousand
people wait to get a
scheduling slot.
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Esselunga a casa
Italy
Offers online shopping and

scheduling pick-up at store
with slots.

J
SWel-0800 order

Choose de]i\rerv time

WED
Apr29

High demand is impa

windows, When you choc
order will be taken by the fi
you'll be notified with an est

(O Fast & Flexible: Tomorrow
O Moon - 2pm
O 1pm-3pm
O 2pm-4pm

O 3pm - s5pm

s ¥
More times

Instacart
UsS.
Option to choose the

first available shopper
and get notified.

vailable dolivery
Fast & Flexible, y

Fri 1st May update: Dear Customer,
today more than 85% of customers in
your city have slots available. We 2
working hard to ensure all customers

can find slots.

Note: In case you have an order
delivery pending, you will not be able
to place orders until the d.:-lwnryl
is completed. Thisisa .'nm;]or.?-“..e
measure o ensure that we can serv
more customers

commonly Asked Questions

Big Basket

India

Informs on measures and
slot limitations due to the
contingency.
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Some slot scheduling examples

Wordt bezprgy op

o
nderdag 23 april 11:00-13:9¢

J
1;;; Nt je bestelling Nog wijzigen tor morgen om
AU uur. Blauwe kratten 2in hard nodig nu. pus
geel ze meet

Frisdrank, sappen, koffie, thee

Coca-Cola Zero sugar

m 402 2.99
2%

Fanta Cassis
m 449 2.99
1x

wijn

Albert Heijn
Netherlands

Has few scheduling slots,
but there is flexibility when
changing the order up to a
certain hour.
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Happy Fresh

Indonesia

Lack of available slots for the
next days.

Midi Breakfast funde Family
) ,

Standard Delivery

Ttems will be delivered within 1 - 14 Days
Delivery 2 of 2

SOLD BY: Konga

Yoghurt 100ml ¥24

ey N1, 100

Konga
Nigeria

Priorizes on essential
products and announces

delivery schedules (1-14 days).

< Checkgs
Jut DE“VE.—Y ‘Ime

Today, 8pm-gpm,
Today, 9pm-10pm

Today, 10pm-11pm

Today, 11pm-12am

Tomorrow, S9am-10am

Tomorraw, 10am-11am

11am-12pm

Tomorrow,

Tomorrow, 12pm-1pm

_2pm
Tomorrow, 1PM 2P

_3pm
Tomorrow: 20

Cornershop
Mexico
Only scheduled orders are

available. Cost variation
according to the hour.
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I ° I ° Applications that work with scheduled slots

De Ive ry s OtSO were those that presented the most issues
with delivery times. The high demand created

the g reatest by the pandemic generated the collapse of
several of the reviewed apps.

fu Iﬁ I I me nt The delays may even take weeks, in apps that

previously scheduled delivery slots for the
challenge

following day.

The "Very good practices” section lists those
applications that offer alternatives to solve
long delay issues in scheduled deliveries.

In that sense, Esselunga a casa (ltaly) had an
interesting solution case in order to simplify
and streamline the product acquisition times,
when facing low availability of slots. However,
this measure may be controversial, due to the
nature of the pandemic and the need to keep
people in their houses. The app promoted
in-store shopping (live shopping), limiting the
lines in the stores with the use of the UFirst
app. It also started a service initiative for pick-
up in 18 new points.
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Very good
practices

FOOD BOS3ES

o

-
ISR -
é as = skl

Delivering what you need

Morrisons Food Boxes options

Morrisons, United Kingdom

Usaria UXalliance

Morrisons
United Kingdom

Takealot
South Africa

Sainsbury’s
United Kingdom

Woolworths

Australia

Amazon
Prime Now

Italy

In order to facilitate delivery times, Morrisons (United
Kingdom) created a fast shopping option (Food Boxes) which
had preferential delivery times.

Had time frames to schedule orders: from 8am to 5pm, on
business days. The delivery date was determined by the
inventory stock.

Likewise, established in its communications that its suppliers
deliver products on specific schedules, which meant users
could take this into account when placing their orders.

Announced more slots (spaces for scheduling deliveries), to
reduce delays. In addition, they claimed the order could be
picked up at the store.

Made a similar slot opening announcement, however, during
the time this study, such slot opening had not taken place.
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Albert Heijn
Netherlands

Instacart
u.S.

The Food
Assembly

Italy

Had few slots to schedule deliveries and the information
regarding times was only available on its website and not
in the app, it let users know there would be more slots in
the future.

For its part, announced two new delivery methods

+ 'Fast and flexible delivery": according to the first available
shopper it would generate an estimated range of days.

« 'Order ahead": orders placed two weeks in advance.

Announced a greater investment on their fleet of delivery people.
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Good
practices

LI

©  JUMIA

delivery address, select the option 1o collect
farm Jueria pick up stations or home delivery
fer your corvenience.

2. Are delivery times affected?

Qur teams are working to ensure we can
continue to deliver at the fastest time
possible. As you are already aware, we have
taken several measures 1o ensure safe
shopping during COVIDNG. We also do the
same for our sellers, such as making sure
that social distancing is enforced when they
bring products. Dua 1o the cument challenge
that we are cisrently facing, this may delay
the delivery of the orders compared 1o our

usual tirelines. Fulure orders placed will be
delivered within the timelines indicated cn the
product page and checkout, which have been
updated accordingly. We appreciate your
support and patience.

3.1s it possible to return items?

Yes, 8% usual, you can return items under our
return policy guidelines. Go 10 My Orders to
return an ftem or check the return window for

your order.

Jumia, Kenya.

Usaria UXalliance

Happy Fresh

Indonesia

Big Basket

India

Jumia
Kenya

At least in terms of communication, warned users about
delays and complications. Konga (Nigeria) did the same on
its home screen. It also established essential products with
priority to be dispatched first.

In the case of Big Basket, also in terms of user
communication, a pop-up provided updates on deliveries.
It had a link to Frequently Asked Questions with a list of the
reasons for the unavailability of slots or orders that had not
been sent. Essential purchases, which previously took just a
day or hours for express orders, could take up to one week.

Announced delays due to their dependence on several
suppliers, however the order arrived a day earlier.
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Sainsbury’s It was common that customers find the non-availability of

o
0 o rtu n It United Kingdom delivery slots just until the end of the purchase flow where
they got stuck. Such is the case of Sainsbury’s

Big Basket Something similar happened with Big Basket, whose slot

India availability was only known at check-out. Customers with
monthly subscriptions seemed to have priority over other
customers at the time of getting slots.

Sainsbury’s In the United Kingdom, it was very difficult to get an

Morrisons available space or slot to receive the orders. With regards to

Sainsbury’s the user had to constantly check the application
in order to get an available slot. There were no notifications or
other elements that could help the user. During the exercise

United Kingdom

of reviewing Morrisons, it was not possible to find a delivery
slot for the order.

Happy Fresh  Regarding Happy Fresh, it could not fulfill urgent purchases,
since orders could only be scheduled for three days after

Indonesia
the purchase.
Konga Faced the greatest scheduling issue, since it claimed
Nigeria prioritizing on essential products, [e[IIaWRdlasl-Kelel0] (e HeTqle]<)
ligelaa BT Relel¥A (for products like yogurt and cereals).

Usaria UXlliance Check-out and follow-up 135



Usaria UXalliance

Istegelsin
Turkey

Amazon
Prime Now

Italy

Merqueo

Colombia

Walmart

Mexico

Cornershop

Mexico

In Turkey, Istegelsin was not clear on when the delivery was
possible, the next three days after the order appeared to be
full. The cause of the issue was not explicit.

In the case of Amazon Prime Now, although it tried to solve
slot issues, at the time of this study, it could be seen there
was an increase of 24 to 48 hours compared to the executed
delivery time before the pandemic which used to be one hour.

In the app Merqueo, the fastest delivery for the user, at the
time of this study, was 24 hours after placing the order. It was
complex to schedule the delivery of groceries for the same
day the order was placed.

Warned about delivery delays. In the case of this study, it just
had a 1-hour delay against the scheduled time frame.

announced there were no immediate deliveries, just
scheduled ones.
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What we found:

Tracking: delivery times from purchase to delivery remain unchanged
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Cornershop Glovo Swiggy Uber Eats

Chile Argentina India Chile

Warns about delivery delays. There was no delay in the Promise to deliver in 26 min Notifies through email order
promised delivery time, it even was fulfilled. requests schedules. Mentions
appeared to be faster. the curfew in the country.
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Order tracking

Me 9hang Foods

MEGHANA Foggg

Google
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Driver tracking example.
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Al =

Driver tracking example.
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Driver tracking example.
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Tracking:
delivery times
from purchase
to delivery
remain
unchanged

Usaria UXalliance

Most applications did not have delays.

Some apps such as Glovo (Argentina) or
Cornershop (Chile) which warned about long
waiting times did not have any delays, and
applications such as Swiggy (India) or Glovo
and Pyzsne (Poland) appeared to be faster
than before.

Just 36% of the apps offered information on
the changes caused by COVID-19 on their
delivery times.

Certain applications highlighted restriction
times, according to directions from
governmental entities. Such was the case of
Uber Eats (Chile) that mentioned the time
frames in which order requests were received
due to the imposed curfew (until 20:30), and
Banabi, in Turkey, that mentioned delays on
weekends due to delivery limitations during
those days.
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What we found:

Social distancing and face masks as a trend

s

Konga
Nigeria

Delivery with incorrect use of
mask.

Usaria UXalliance

Baemin
South Korea
Delivery person wearing

goggles and face mask as a
biosafety measure.

Rappi
Colombia

Although the delivery person
was requested to leave the
package at the door, he handed
it directly to the customer.

Walmart

Mexico

Delivery people wear

face masks.
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Social distancing and face masks as a trend

Albert Heijn

Netherlands

Delivery people enter the
house to make the delivery.

Usaria UXalliance

AR a
Morrisons, .com

Online

What do I do if | am self-isolating?

IWhen it's time for your order 1o be delivered,
it's essential that you let us know if you are self-
isolating so our delivery drivers can take the
necessary precautions when fulfilling your order.
This will include placing your order on your
doorstep and contacting you via telephane to
ensure it’s received. As such, please make sure
your contact details are up to date in your

and update us on your isclation status

account,
section of your

under the 'delivery instructions’
account.
3y )

jer bags
<till return ™Y carrier bag

Can Ig the coronavirus‘

durin
Asa rempe oy

be

Morrisons
United Kingdom

Delivery people are no longer
allowed to enter customers'
houses. This was previously
allowed.

2 Notifig, wi entheurorder
by fied h is

Pickeg up by
¥ a shoppe
Scheduleg for delivery, e

Order ah ead:

:‘;’:Cf;‘:; ;:Z ;:\head, CUStomers can

UP 10 two weeks in
advance. As more people are
planning ahead to restock their
pantry staples, this new feature
allows customers to build their
digital cart before they need their
groceries.

“L_eave at My Door” Delivery:

Leave at My Door is now the default

setting for all Instacart deliveries
across our rnarkgtplace. 10;; -
shopper will natify youo\:c.ries s
have delivered your 4

your front door.

Instacart
U.S.

For the delivery of
alcoholic beverages, ID is
scanned to avoid getting
close to sign.

“~

‘ DOORDASH

For Customers

Delaulting to no-contact deliveries

We introduced an update to DoorDash on the
web, i0S, and Android that makes no-contact
delivery the new default setting for orders. At
checkout, custemers will see "Leave it atmy
door” as the default drop-off option and can
|leave additional instructions, such as apartment
number or a specific location, to help the Dasher
complete the delivery.

r community if we're

cting ou
Bros one is affected

notified some

tial COVID
ware of apOtemil Ty

we become @ idity, and if valid:®
When onfirm the vallfﬂl. Y- Working with

Doordash
us.
The contactless delivery is

not mandatory. However, it is
selected by default.
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85% of the applications established

°® °® °
soc I a I d ISta nCI ng contactless deliveries as priority (leave at
door). Without a doubt,

and face masks

as a tre nd The contactless delivery suggestion did not
necessarily imply that the other delivery
options were unavailable in most of them.

Certain apps, as seen above, featured

this function in their home screen, making
emphasis in customer care. Other applications
like Gojek (Indonesia) did so from their articles
section and others just at check-out.

It is important to highlight some particularities
in terms of this option which became
mandatory in some cases.
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Gojek Incorporated a new fast messaging option in the chat
. between user and delivery person. At the time of review it
Indonesia
included the phrase: “Leave the food at my door or lobby". In
t I

addition they worked with e-wallet.

Morrisons Morrisons, a supermarket app in the United Kingdom, used to

United Kingdom allow delivery people to enter customers' homes to leave the

order. At the time of this study it was not possible.

Doordash In the case of Doordash (U.S.), although the contactless

us. delivery option was not mandatory, it was selected by default.
Instacart An innovative practice was that of Instacart in the U.S., for
us the delivery of alcoholic beverages. Previously, a signature

was required during the face-to-face delivery, which was
replaced with the scanning of the user's ID; this can be done
with a device from a distance.

The Food Apps like The Food Assembly, which used to have

Assembly congregation spaces for the gathering of purchased groceries,

[taly completely eliminated this option. This is relevant, because it
Gojek, Indonesia was the core of their business. It has become fully digital, just

with delivery services.
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Glovo There were applications like Glovo (Argentina) that despite

o
o o rtu n It Argentina having an option for contactless delivery, said option was
almost invisible at check-out.

Albert Heijn Delivery people from Albert Heijn (Netherlands) went inside
Netherlands the house to leave open baskets with the orders.

Uber Eats In the Netherlands, Uber Eats offered the option to pick up
Netherlands products, receive it personally or leave it at the door. At the
time of this study choosing the latter is mandatory. However, in
the case study the delivery person directly gave the package to

the user. The same happened with Rappi (Colombia).

B 93% of the reviewed applications set security measures for
 vies 2397 their delivery people regarding the use of protective elements,
(oo which were mostly face masks, gloves and antibacterial gel.

0

It was common to find apps announcing the supply of these
elements and the suggestion of use, but they did not ensure
their delivery people followed this measure, like in the case of

$69.00

i Uber Eats (Colombia).

In any case, 78% of the apps positively showed their delivery
people followed the biosafety measures. The best rated were
Uber Eats (Chile), Merqueo (Colombia), Gojek (GoFood)
(Indonesia), Happy Fresh (Indonesia), Halodoc (Indonesia),
Cornershop (Mexico), Albert Heijn (Netherlands) and Baemin
(South Korea).

Glovo, Argentina
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Cou ntry Application Face Gloves Antibacterial Goggles None or misused Observations
Mask Gel
Argentina X
Pedidos ya! Face mask misuse Wearing mask on
the neck
Face mask misuse Wearing mask on
the neck
Australia Do not use protective In Australia the use of
equipment face mask or gloves is
not usual
Uber Eat Do not use protective In Australia the use of
equipment face mask or gloves is
not usual
Woolworths Do not use protective In Australia the use of
equipment face mask or gloves is
not usual
Argenting X
X
Uber Eats X
Colombia X X
X The use of gloves
may vary
Uber Eats X
South 1St X X
Korea X X
Coupang Eats X X X Does not use protective

equipment
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Country

United
States

Netherlands

India

Indonesia

Italy

Usaria UXalliance

Glovo

Instacart

Postmates

Albert Heijn
Thuis bezorgd
Uber Eats

Big Basket

Swiggy

Zomato

Happy Fresh
Halodoc

Gojek (GoFood)

>
gl
T
=
Q
(2
o
35

Amazon Prime
Now

m
w0
4
©
j=
>
Q
Q
fo!

(9]
[e]
w
[e]

The food
Assembly

Face
Mask

Gloves

Antibacterial
Gel

X

Goggles

None or misused

Varies. Do not
necessarily use
protective equipment

Varies. Do not
necessarily use
protective equipment

Do not use protective
equipment

Observations

Delivery people must
request protection kits
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Cou ntry Application Face Gloves Antibacterial Goggles None or misused Observations
Mask Gel

Kenia Jumia X

Mexico x x
Uber Eats X
X X There is no consis-

tency. In an order the
delivery person is just
wearing the mask, the
other is just wearing

gloves
Nigeria Does not use protective
equipment
X X There is no consis-
tency. In an order the
delivery person is just
wearing the mask, the
other is just wearing
gloves
X X Face mask misuse Delivered the order
from the car
Poland X The use of a mask is
mandatory in Poland
X The use of a mask is

mandatory in Poland

X X The use of a mask is

mandatory in Poland
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Cou ntry Application Face Gloves Antibacterial Goggles None or misused Observations
Mask Gel

United ’
Kingdom ’ ’

South X X
Africa . X

Turkey
Istegelsin
. X
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What we found:

In the hands of the user: packages with more plastic and poor instructions
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Woolworth Doordash Swiggy Merqueo

Australia us. India Colombia
Double use of plastic bag. Has delivery protocols to Gives users instructions Uses reusable plastic boxes
avoid contact. on how to choose to carry products.

contactless deliveries.
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In the hands of the user: packages with more plastic and poor instructions

Sainsburys Rappi 11St. Cornershop
United Kingdom Colombia South Korea Chile
Now uses plastic bags for Use of double plastic bag. Delivers it products with Uses paper bags.

food deliveries. no packing.
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In the hands

of the user:
packages with
more plastic and
poor instructions

Usaria UXalliance

Most applications didn't seem to have drastic
changes in packaging. Just EYALKeIR4al=

reviewed apps modified its packaging due to
the pandemic.

In South Koreaq, 1St delivered its products
with no packaging. The delivery person had a
box and the purchased groceries were directly
delivered, a good environmental practice
which avoids producing waste. However,
some users considered there was a virus
transmission risk due to the handling of food.

Nevertheless, plastic has become the material
used to pack the delivered orders. The United
Kingdom even lifted the restriction to plastic
bags due to COVID-19.
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Very good
practices

Usaria UXalliance

Kitchen Staff Temperature

CESIGHATION

Swiggy, India.

Swiggy

India

Doordash
us.

Swiggy

India

Merqueo

Colombia

Made sure customers know they are being looked after

throughout the whole chain. Some packages had a sticker
indicating the temperature of the chef, the packer and the
person making the delivery. This option was not available for all

restaurants and all deliveries.

For its part, Doordash created delivery protocols. Thus, some
delivery people let the users know the way they handled the

package. For instance, [iidsley el e[ W e[ alelgle|[Te RifeTo ol oL}
top, they ask the user to take it from the bottom.

In addition, they implemented a seal tag and a handling-

proof paper wrapping in order to seal the orders and

improve safety.

Gave users instructions on selecting contactless deliveries,

cleaning the doorbell when receiving the delivery, using

antibacterial gel and giving some to the delivery person. In

addition, encouraged users to leave a beverage on the floor

for the delivery person in order to keep them hydrated.

Although it was not a health measure, it's worth highlighting
that Merqueo offered the user the possibility to share the
list of ordered products with another person, in case the one

receiving the order is someone else.
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o t .t Sainsburys (UK) at the time of the study used
p por u n I y plastic bags in food deliveries. In the same
way, Uber Eats and Thuis Bezorgd, in the

q rea s Netherlands, delivered the food wrapped in a
plastic bag.

Restaurants affiliated to applications like
Rappi and Uber Eats in Colombia, were using
two plastic bags for their deliveries.

Other applications such as Woolworth
(Australia) and UCook (South Africa) changed
their delivery method from returnable or re-
usable to plastic.

Usaria UXlliance Delivery and support 154



What we found:

Customer service: insufficient direct contact and restricted returns
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Rappi 11St. Takealot Baemin

Colombia South Korea South Africa South Korea
There is a direct chat with the Includes chat, hotline and sign Warns its customers about Warns its customers about
delivery person or selected language service. disabled hotlines disabled hotlines

shopper, but not with Rappi's
customer service.
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Customer service: insufficient direct contact and restricted returns
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Ayni durum banabi igin de gegerii mi? FAQ i
Gegerli durumda. Masterpass et g baperad sy

. alemanlan maske d a Zomato Valet will be
sekkiirler, teslimat elemanta . dotthe now an
i da bilglendiriliyor m? P gned few minutes pefore your

it 3 e — :::id s ready for pick Up.
Evet Gizem Hanim, tim Fil/en ——TLs
nd infofm me
JAREne i bir konu == Don't worry: el o0 ”f’i;]n?f::e
= iniz farkh bir 1 b walting notifica
Vardimet olmam! istediginiz okay. 1150 Upda‘:’:::ﬁ:ﬂs ssigned for your
var mi? Oy thank® a Zom
= — order.
) o you
L] L] L]
Banabi Getir Gojek Zomato
Turkey Turkey Indonesia India
Uses the chat as direct Makes the phone number more Chat as communication Has a general support chat.
communication channel. relevant than the other options. channel and use of quick

messages.

Usaria UXalliance Delivery and support 156



c t m Out of 47 reviewed apps, only ten (10) clearly
u s o e r offered customer service hotlines within the
platform. Nine (9) mentioned e-mails, although

se rVice. most of the users that selected this contact
°

option claimed never receiving a response.

i nsumCient Another fifteen (15) included the customer

service information in the Frequently Asked
Questions or Help articles. Some provided

®

d I reCt e-mails in these texts, which were pretty
much invisible among so much information.
S I d to st I tli

contact and topics, preventing that other kind of

o questions could be solved.
restricted
returns
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& Help

o s Ultimately, fourteen (14) applications did not

Ao 24000 (o) clearly inform how to directly contact them.

e Just four (4) applications out of six (6) which
- =

o | . o were contacted via telephone were mentioned
————— with positive comments such as “complete

Terms and conditions nonu nou

information”, “very fast”, “enough data”. Getir
(Turkey), Banabi (Turkey), Domino’s (Nigeria),
Halodoc (Indonesia), Big Basket (India)

Halodoc, Indonesia.
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Applications that had chats as direct
GOOd communication tool stood out: Glovo
(Argentina), Woolworth (Australia), Deliveroo
ra ctices (Australia), Swiggy (India), Zomato (India),
p Big Basket (India), Halodoc (Indonesia),
Esselunga a casa (ltaly), Baemin (Korea),

1St (South Korea), Banabi (Turkey), Instacart
(U.S.), Merqueo (Colombia).

Some applications informed users about
possible response delays, such as Baemin
(South Korea) and Instacart (U.S.). In addition,
Esselunga a casa (ltaly) warned users that
due to the emergency situation of the country,
it reserved the right to manage the reports it
deems a priority.

In terms of communication, UCook (South
Africa) and Takealot (South Africa) were the
only applications that notified their customers
about the fact their customer service area

is teleworking, and that they could only be
contacted through email.
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o t .t Applications like Rappi (Colombia) or
p por u n I y Postmates did not have a direct contact
hotline available.

a rea s On the other hand, only one (1) application

explicitly removed the returns option:
Takealot in South Africa. However it only
offered this information through social
networks or its website.

In the case of UCook, also from South Africa,

used to accept packages to recycle, this
option was removed.
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Ap ps usefu I nNness Chart - General ranking

The consultants who reviewed the applications

assessment rated in a 1-5 scale (being 1"it is useless"” and

5 "l was positively surprised”) how useful were
the processes and the information provided

With res peCt to in different purchase processes: home screen,

categories, product selection, shopping cart,

COVI D 19 payment, order tracking and delivery.
|
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Below is the average of the rating obtained
by each application, from lowest to highest.

Argentina
Australia
Chile

Chile

Chile

Italy

Mexico
Poland
Turkey
Argentina
Colombia
Italy

Mexico
Netherlands
Netherlands
Poland
South Africa
South Africa
Us.
Argentina
Australia
Australia
Colombia

Usaria UXalliance

Pedidos Ya
Deliveroo

Uber Eats
Cornershop
Rappi

The Food Assembly
Walmart

Pyszne

Istegelsin

Rappi

Rappi

Amazon Prime Now
Cornershop
Albert Heijn

Uber Eats

Glovo

UCook - Mobisite
Takealot
Postmates

Glovo
Woolworths
Uber Eats
Merqueo

India

India

India
Indonesia
Italy

Mexico
Netherlands
Nigeria
Nigeria
Poland
South Korea
South Korea
South Korea
Turkey
Turkey

UK

UK

Us.
Indonesia
Indonesia
Kenya
Nigeria

uUs.

Swiggy
Zomato

Big Basket
Happy Fresh
Esselunga en Casa
Uber Eats
Thuis Bezorgd
Konga
Dominos
Uber Eats
Baemin
Coupang Eats
Tst

Banabi

Getir
Sainsburys
Morrisons
Instacard
GoFood (Gojek)
Halodoc
Jumia

Jomia
Doordash

1 2 3 4 5

Measurements 163



U X s core What we analyzed:

« How easy is it for the user to learn how the application works?

+ Are the functions and features of the apps accessible? How
easy are they to use?

+ Is the application interesting? Does it stimulate its use?
+ Does the user feel the application is suitable for him/her?

+ Is the appearance of the application satisfactory?

What we found:

Through the UX Score, we were able to compare the
applications that best implemented the basic functions in
order to set the foundations for a good user experience.

In general, most apps received ratings between four (4)
and five (5) points; highlighting the [[Selggle]lelllia"AXe]elI¢e] o1 1Ia%A
product fit and look & feel Felungle]i{=}
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UX Score

| wgentno-are 1 Australia- AUS Chile - CHL ‘Colombia- coL Indonesia- IDN alia- A lenio kel Moxico- MEX Nethoriands -ND | Nigeria~ NGA Polonia-POL | Sudefrica~ 247 | Coradelsur- KOR Turauia-TUR | Reino Unido-~ GBR|  Estados Unidos- USA |
Pedidos Woolw Ubor  Deliver |Uber Ubor Merque | - |
o 4% Rappi  Glovo | e N op i Konga Coupan(Tist  |Banabi Istogolsi Getir

1 can understand the terms
‘andicons usod by this app.
The app allows me tolearn
how to use it without a groat
doal of thought

Loarnibility

Whenuse this app, it alway
ORISRy ettt tiodo
Features and information are
aiways where | expect them to
bo
The app s right for me
Iwould ke to bo a user of the
app.too
The app has exactly tho.
features I need
timulation 'S Plecsantly challenging
tousotho app
Trying out the app was
oxciting
The app has interesting new
fecturos
Lookand feel | ke the look of the app
The app looks ke itis @ high-
qulity app

SCORE (OUT OF 80)
'SCORE (% OUT OF 100)

Promedio 3 3 a 4 a a a 3 a a a a a a a 5 4 5 a 3 3 a a a a 3 3 a a a a a a 3 a 5 a a 3 a 3 a a 3 a a 5

*Comparative measurement table: UXA Score. On the other hand, most apps received a low rating for
the stimulation attribute. Which implies a low interest
and motivation perception when using the platform.
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To p 3. a p p s App Country UX Score UX Score %
[
Indonesia 58/60 97 %
that stand
o ut i n U X Indonesia 57/60 95 %

United States 57/60 95 %

Below is a list of the functions and features that stand out
for these applications.
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ety DR oo Select payment method
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productive A9 Gl e Wt vy
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ekita it GoPay
s 2 st
o : & =
L]
Gojek (GoFood) 58/60
+ Customization of the content throughout the application + Rating system: ratings with comments from the users.
according the user's profile. « Multiple payment alternatives: Options to pay at the end
+ Information on availability of products (stock) and stores. of the month are included, as well as an own payment
+ Friendly and close communication with the user. system (e-wallet).
+ Information on lifestyles and prevention measures in times Instant messaging with access to frequently asked questions.
of the pandemic such as: staying productive, staying home + Real time tracking from the application.
and hygiene protocols, among others. + Push notifications on the status of the process according
« Information and frequently asked questions on COVID-19 to milestones.
organized by topic. + Option for immediate product delivery.
+ Search field in all screens. - Estimated time delivery service.
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€ g
+ Buy Medicing
» a9
Yalan Bukit Reg
s
S Phamaton or v
* © a
Prevent Cor Vitarnin & :
M Cupplemeny  CoUHaNd Fu
A 8
Fever Digestive System  Pain Killar
More
Antibiotics Skin
Buy from it
ﬂ Erha
Wiatsans
Cantury
Ber

Halodoc 57/60

+ The app offers complementary services such as:
COVID-19 quick test, chats with MDs and visit a hospital
with no queues.

+ Close and personalized communication.

+ The categorization goes beyond the type of product, it is
sorted by ailment, which creates a closer communication
addressing the needs of the user.

+ Information is easy to understand and the product
search is agile.

+ At checkout the user can determine if the order is for
someone else.

Usaria UXalliance

= pa\"'ﬂeu[

Buying for
SELF

Payment summary
Subtotal
Service fee

To pay
Payment options
Halodoc Wallet Fel

O gopay

Mare options

Ra 13000
Ro 11000
Rp 24.000

—

< g3
" Chat With doctor

=]

AP ey o <

Instant Chat

% Dr. Alida Rosma Lina
X General Practitiones
I Ks 5500 Rp 10,000

i 93% 9 years

Dr. Azda Aulia Fajri $.Hum
e Fp 35000 Rp 10000 LANAKINDN

il o7% W Zyears m
o
#a \
N ' s
General ,f‘.h:xmst
1 titioner ?
coviD-19 pra .
& e
@  al o Chdnen
b cinical grncttet
i
cialist o
ciin SPF

Alliance with Gojek to provide payment alternatives
(e-wallet), immediate delivery options and order tracking.

Real time tracking from the application and visible
help options.

Estimated time delivery service.

Multiple customer service channels available and
quick answers.

The app transmits trust informing that it is approved by
the Health System of the Republic of Indonesia.
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21y

UVERING g,

anAve, Apt3g .

Convenience F.
WiFood
T$NE Chicken g
Dwuan
OvordSn o

Under30min  piegy,

i

First Order, $0 Delivery o
Fee

We're helping local
restaurants earn more
| Evory onder. new through May

| Leam Mare

@.
Nand L
% o o
.,

Doordash 57/60

+ Help information related to COVID-19 divided in topics
for each member of the ecosystem: local businesses,
community, health and safety.

+ Good categorization, the users swiftly obtain their results
in different ways.

+ Results filter options: includes rating.

+ Real time tracking from the application and visible help
options (chat).

« Push notifications on the status of the process according
to milestones.

Usaria UXalliance

“
™ Poorpasy

&

Local By sinesses

Learn more

Order g p

2
Communities

Learn mere —

A

Health & Safety

Lean mere =

L
EMissigng ""-':\3,‘9

x
0 Py
Fiog) ® "ﬂp
Tempararly a:(l“;';ﬁ o
u
Buffalo Grove .
Qo
porscegl by Goodle G © ®
Py Weelig
o
On the Way )
Fuii Thal - ariving 7 7~ 15emin
]
e JE—
g a ttle caly!
(0 Great news we're running
L P
JasonW
your Dash®

Delivery modes variety: immediate, pickup or scheduled.
Main menu option for food pickup.

Function to place subsequent orders with the
same information.

Visibility of available promotional codes.

Identification icon for subscribers who have
free deliveries.

Estimated time delivery service.
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Flow comparison per screen

Home screen

O\ What do you want to eat? Fromes
(R wuruuy VU IR (R
=; ®
GoMart GoMed GoPulsa More
Top picks for you
All @ Donation eBadah Entertainment
@ gojek
For your safety only I

For you, our Partners, and Indonesia, here are all of our efforts
in preventing the spread of COVID-19.

#DIRUMAHAJATETAP
PRODUKTIF DAN AMAN

Stay p ive while Y
Here are the things you need to work from home and
stay productive during the COVID-19 outbreak!

@ gofood

6

Home Orders Chat Inibsc Account

11 @] <

Gojek (GoFood)

Indonesia

Usaria UXalliance

Hello, Location
Nathaniel Orl... Jalan Ciumbuleuit »

We're here for you!

&{ *l

COVID-19 Test Check for COVID-19

Get the rapid test ? Get an instant assessment
- a

v L4

Chat with a doctor Buy Medicines

24/7 Certified doctors Delivery within 60 min

i o

Visit Hospital View more

Skip the queue 2 Health companions

Available Offers

£ halook & e,

Tadeaivora B

Did you know?

A P
11

@

Halodoc

Indonesia

DELIVERING TO

933 Pebble Dr v

-, s »
z BN
' - e = —
Fast Foed  Burgers Chicken Sandwiches Desserts

DashPass Overd 54  ~ Under 30 min

Exclusive DashPass Offer
Enjoy 10% off all Pickup orders

through &/30. Applied at checkout. : 10% -
off
Order Pickup +

+

First Order, $O Delivery
Fee

Seeall =

Muthank Chaaldhaniea
$ © a 6

Delivery Pickup Search Orders Account

Il O <

Doordash
U.S.

Measurements
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Sections or categories

€ What would you like to eat?

Cuisines

111 @] <

Gojek (GoFood)

Indonesia

Usaria UXalliance

< U Buy medicine o9
@ Jalan Bukit Resik s

Q. Pharmaton or Vitamin

* & 9

Vitamin &

Prevent Corona Cough and Flu
Supplement
Fever Digestive System Pain Killer
{ 0o
1) U 08
Antibiotics Skin More
Buy from
Century ‘Watsons Erha
Bowtn

fariva Farma

Ul o <

Halodoc

Indonesia

Q, Search DoorDash

Cuisines
Fast Food
Burgers
Chicken
Sandwiches
Desserts
Healthy
Breakfast
Mexican
Greek

Asian

s O Q @B ®

1 @] L4
Doordash
uU.s.

In addition to the rotating
banner in the home screen,
it has a list of search
categories

Measurements




Products list

& Q g (] <

Prevent Corona

B>

SAMCEMIN 100 MG 100

STIMUNO FORTE 30

€ Chick-fil-A®

Featured ltems

TABLET KAPSUL
Per Botol Per Botol
ﬁ Rp 27.000 - Rp 36.000 Rp 65.000 - Rp 104,500 - - /
po acs
Koala-la Permen Gula Rp11.900
Kapas Stroberi 10 g Alfameart Gula Merah Chick-fil-A® Spicy Chicken C
Pemen & Cokalat a00g Chicken Sandwich  Sandwich C
y 5 $5.40 $5.85 4
MASKER KAIN SRITEX 10 P
PIECES IMBOOST 10 TABLET L _:._J:__._,‘
Per Pack Per Strip i
Rp 55.000 Rp 36.300 - Rp 76.800 S
ADD Spicy Deluxe Mac & Cheese C
Rp13.900 Rp4.500 Sandwich $3.70 L)
UHA Kororo Grape Jelly Sidomuncul Telak = $6.35 4
Candy 40 g Angin Bebas Gula 15 ml e
All Day
E switchM
CDR EFFERVESCENT 10 MASKER KAIN 10 PIECES 10:00 AM - 9:30 PM = enu
TABLET (MAX 2 PACK)
20 item | RPE70100 (ost) Per Tube Per Pack
lem ]
Estimated Price Rp 39.300 - Rp 73.200 Rp 55.000 - Rp 60.800 Most Popular 9
| —— L ——
1 < (1] O <
.
Gojek (GoFood) Halodoc Doordash
Indonesia Indonesia u.s.
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Product detail

Chick-fil-A® Chicken

Sandwich
- A boneless breast of chicken seasoned to
L) perfection, hand-breaded, pressure cooked in
100% refined peanut oil and served on a toasted,
Bimoli Special Minyak Goreng Pouch 2 L buttered bun with dill pickle chips. Gluten-free

Rp23.900 rpatsco WL

WOULD YOU LIKE TO ADD

Purchasing from
provims i ANY ANYTHING?
0 of 10 selected (O min per option)
. American Cheese © o @

Bimeli Special Minyak Goreng Pouch 2 L terbuat dari biji kelapa

sawit pllihan yang diproses dengan tahap Pemumian Multi

Proses (PMF) yang mempunyai enam tahapan pemrosesan, Bacon @ 0 @
mampu mempertahankan zat-zat yang bermanfaat bagi

kesehatan sehingga menghasilkan minyak goreng berkualitas

tinggi. Mengandung Omega 9 yang memiliki asam lemak Colby Jack Cheese e 0 @
tak jenuh tunggal atau Mono Unsaturated Fatty Acid (MUFA)

' Your cart * 20 - 20 + Add to Cart $5.40

1l @] < Ul o < 1} @) <
. Halodoc
Gojek (GoFood) Indonesia Doordash
Indonesia No product detail us.
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Shipment tracking

@ gofood Today, 04:04 PM
Food delivered Order F-838770411
How was the driver?

Arman Sutisna
bike | D5408.J0

® Restaurant Location
Batagor Riri, Pasteur 3

Dedivery Location - 6.8 km

Parahyangan Residence
Paket Batagor Dan Siomay 1si 10 1
Price 155.000
Convenience fee Free
Delivery fee (14.000 - 7.000) 7.000
Need help
1l @ <

Gojek (GoFood)

Indonesia

Usaria UXalliance

< Order status HELP
= Driver
B FadiiDs LS
|
DRIVER ASSIGNED

Go-Jek driver is on the way to collect your order

Order details

PLMI95-8346

il TRACK ORDER
2 e, Rp 13000 [ TRACK ORDER |

ALKOHOL 70% 100 ML Rp 6.500
Xz

Payment details

Subtotal Rp 13.000

Ul @] <

Halodoc

Indonesia

Emissions Testing... h 4

Ranal linenlng
X @ Help

Ro cm.!mp -

Temporarily CLOSED

v
a8
Buffalo Grove
F3 @
K1 Srgm - Indoor
Chev
Go Karts@p_oratg:.: Courl
Temporarily closed
powered by Google s © |

€ Diondiee B Wheeling

On the Way

Fuji Thai - arriving in 9 = 15min

= i =

@® Great news: we're running a little early!

Jason W TS -

Your Dasher

(1] O <

Doordash
U.S.
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Statements on health and support measures regarding the emergency

X  Gojek C <  Coronavirus < <«
& DOORDASH Order Help

Support Coronavirus

I.UBAI- dr. Rizal Fadli Article on Covid-19
BRANDS : ' How we’re promoting

safety across our
‘ platform
: For Merchants
Providing guidance from preparation to
pickup

Brand tidak dapat bertahan sendiri di tengah ) . . )
ernik COVID-19 ini Pengertian Coronavirus  covid:19 Definition

BRAND KESAYANGAWN
KAMU -
MUNGKIN TUTUP
SELAMANVYA: /
SAATNYA BANTU MEREKA.

We're providing guidance to merchants on food
safety and are making bag stickers and tamper-
virus corona merupakan preef packaging available at cost so that they

g 3 can seal orders for enhanced safety. To help
minimize contact between the merchant and
the Dasher, we've provided best practices for
facilitating a no-contact handoff at order

#beliduluan paket mereka

pickup.
Mamun, be
menimbulka
Supported by + Middle East Respiratory Syndrome (MERS
CoV).
TADA ()gojek moka (O gopay + Severe Acute Respiratory Syndrome (SARS-
I @] < 11 @] < Il O <

Gojek (GoFood) Halodoc Doordash

Indonesia Indonesia u.s.
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Highest UX Score

Chile
Argentina
Argentina

Italy

Italy
Netherlands
Poland
South Korea
Turkey

UK
Netherlands
India
Nigeria
Nigeria

Chile
Colombia
Colombia
Colombia

India

UK

uUs.
Kenya
Nigeria
Turkey

Usaria UXalliance

Cornershop
Rappi
Pedidos Ya
Esselunga a casa
The Food Assembly
Albert heijn
Pyszne

Tst

Istegelsin
Morrisons
Thuis bezorgd
Zomato
Konga
Dominos
Uber Eats
Uber Eats
Merqueo
Rappi

Big Basket
Sainsburys
Postmates
Jumia

Jumia

Banabi

52%
57%
62%
62%
62%
62%
62%
65%
67%
67%
68%
70%
70%
72%
73%
73%
73%
75%
75%
75%
75%
77%
77%
77%

India
Poland
Indonesia
Italy

South Korea
Us.

South Korea
Netherlands
Australia
Australia
Australia
Mexico
Mexico
Poland
Turkey
Argentina
Mexico
South Africa
Chile

South Africa
Indonesia
Us.
Indonesia

Swiggy
Glovo

Happy Fresh
Amazon Prime Now
Baemin
Instacart
Coupang Eats
Uber Eats
Woolworths
Uber Eats
Deliveroo
Cornershop
Walmart
Uber Eats
Getir
Glovo
Uber Eats
UCook - Mobisite
Rappi
Takealot
Halodoc
Doordash
GoFood (Gojek)

78%
78%
80%
80%
80%
80%
82%
83%
83%
83%
83%
83%
85%
85%
85%
87%
87%
87%
88%
93%
95%
95%
97%
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CX SCO re What we analyzed:

« Is the customer service and support experience satisfactory?

« How is the app experience in terms of fulfillment? Is the
delivery service fulfilling?

+ How are applications doing in terms of returns processes?

What we found:

In the three areas of the comparative analysis, average and
low ratings were found. However, for most applications the
fulfilment effectiveness criterion stood out, where efficiency
and customer satisfaction for the delivery of products are
addressed.

The areas of support effectiveness and returns effectiveness
did not seem to be a priority for most of the analyzed
applications due to their low ratings. Below, we detailed the
basics of the applications.

Pedidos Ya!, Argentina.
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S U p po rt Good practices

Applications with direct communication tools obtained the
best ratings due to the quick solution of issues. However, not all

® °
em c I e n cy of them had active channels or these were difficult to find.

Direct communication tool Application

Chat Glovo (ARG), Woolworth (AUS),
Deliveroo (AUS), Swiggy (IND), Zomato
(IND), Big Basket (IND), Halodoc (IDN),
Esselunga a casa (ITA), Baemin (KOR),
11St (KOR), Banabi (TUR), Instacart
(USA), Merqueo (COL)

Instant messaging Baemin (KS)
(Kakao Talk, Whatsapp)

Call center Deliveroo (AUS)*, Swiggy (IND), Gojek
(IDN), Halodoc (IDN), Amazon Prime
Now (ITA), Esselunga casa (ITA), Jumia
(KEN), Walmart (MEX), Domino's (NGA),
Takealot (ZAF)*, Coupang Eats (KOR),
Getir (TUR), Sainsbury (GBR), Morrison's
(GBR), Doordash (USA)

*Deliveroo (Australia), and Takealot (South Africa) did not have these options due to
the pandemic. In the case of Takealot, they warned the users that their employees
were teleworking, for that reason the only access to support was via email.
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Due to the limitations caused by COVID-19, some applications
had to implement specific contact schedules, as was the case
of Ucook (South Africa), notifications on delays in the service
like the case of Uber Eats (Poland) or even the elimination of
channels as in the case of Takealot (South Africa).

Accessibility for people with hearing impairment. jillsls§[s]eXeii

1St (South Korea) and Sainsbury’s (UK), is to be recognized;
they have a care center with sign language.
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Opportunity areas

@S upport sections with poor accessibility or confusing for

were rated with mid or low scores, like in the case
of Jumia (Nigeria), or were qualified as very confusing, like
Walmart (Mexico).

On the other hand, even though the user can find a list

of solutions to the most common issues, according to the
perception of the apps, these may result limiting in case the
concern is different.

. (OfelalvelalieoldasI M Although these are used by most
applications, they are rated as inefficient. While the answer

to a question regarding a shipment through Pyszne (Poland)
took 24 hours, no answers were received from Cornershop

(Mexico) and The Food Assembly (ltaly). sl Kelize Il A
not allowing users to solve their issues in real time.
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Fulfiiment Good practices
emcienc + Amazon Prime Now (ltaly), Esselunga a casa (ltaly) and
y Postmates (U.S.) are some of the few applications that

offered users alternative products in case one of them is
unavailable. Most try not to post the product in order to

avoid mistakes, or as in the case of Banabi (Turkey), they
display a “sold” message.

© R - : + Easy-to-understand delivery processes were seen in most
e applications.

m ' il The real-time maps tool got the highest ratings.

= 2R Applications complied with informing the progress of the
%&aé . orders, even when there was a delay of days. An example of

:: it is Amazon Prime Now (ltaly) that due to the high demand

r ’ 3
@

RICFVI LA SPESA FASCIA ORARIA
® ™ 5 PRENOTA

did not make 2-day shipments, but kept users informed on
the status of the order.

3l General notifications on potential delays, regarding both
deliveries and the customer service section. llaliNlaife]faale]ale]a]

moderated the users' expectations and made them more
flexible in light of the current situation.

Esselunga a casaq, Italy

It is interesting that most applications got outstanding or very good ratings under
his criterion.
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Opportunity areas

« If there was an issue with the shipment, most applications
suggested solving it with the delivery person through direct

communication channels. [EREN JelaN I o1l [Ia"Ae] i oW =TaVilel=}
(el Yolel’FolsiHeRual1aaN It is the case of Uber Eats (global) and

Rappi (LATAM).

+ Regarding ltalian applications, the difficulties to find
scheduled delivery slots was mentioned, thus lowering the
rating of Amazon Prime Now, Esselunga a casa and The
Food Assembly.
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Some apps, like UCook and Takealot (South Africa)

Retu rns accepted returns, but due to the worldwide health issues
they cancelled this service. It is understood that this option
is taken in light of the situation, which is why it is not

® °
efHC|ency necessarily considered a bad practice.

Opportunity areas

his section received
he lowest scores in all

applications. [ WeT-1etY0elMrcturns processes were hardly ever found.

+ In most food delivery applications, there were no
food return policies, just for cancelling or reporting an

inconvenient with the order. However, MR EIERe S

a problem with the food, the user was expected to be
responsible for solving the problem directly with the store

The application did not consider processing
the claim, although the user might expect so.
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Top 4:
outstanding
customer
experience

Usaria UXalliance

The applications rated with an outstanding customer
experience were: Instacart (U.S.), 11St (South Korea), Gojek

(Indonesia), y Doordash (U.S.).

Application

Instacart

Gojek (GoFood)

Doordash

Country

us.

Indonesia

South Korea

us.

CX Score

61/70

59/70

59/70

59/70

CS Score %

87 %

84 %

84 %

84 %
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Best costumer experience

Work for Instacart

Instacart health
and safety update

The health and safety of the entire Instacart
community is always our top priority. We've made a
number of health and safety updates related to
COMID-19 {earonavirus) and intreduced new service
options available on the Instacart platform.

Safely delivering your
groceries and household
essentials

we're working closely with national and local
authorities, as well as health and safety experts, to
actively monitar national health situations and ensure
we operate s and with minimal disruption to
service, We je recommended Health and Safe
nes and have shared them with the shopper
W U0 ensure they take the appropriate
precautions to safely deliver your order,

Leave at My Door Delivery
option

]| @] <

Instacart
u.s.

Section with information on
protection against COVID-19

Usaria UXalliance

¥ Gojek C
el e

© gojek =

Gomk three 15008 s in esponding Covd 19
Tiga Fokus Area Gojek dalam
Merespons COVID-19

K chstance, ok cromed

#1 Jaga jarak, hindari keramaian

LINDUNGI KELUARGA
DE #DIRUMAHAJA

Kami mendukung gerakan #dirumahaja yang
mengedepankan konsep pambatasan jarak untuk
mencegah penyeharan COVID-19. Hal inl penting
untuk mencegah lonjakan pasian di wakiu
bersamaan. mengingat tasilitas kesehatan juga
mermilki kapasitas, Hal ind kami juga rerapkan datam
selurun operasional kami, balk untuk karyawan
maupun para mitra kami, Untuk memastikan
kenyamanan kamu menggunakan Gojek saat ci
rumah, kami menyediakan fitur pengiriman paket dan

1] @] <

Gojek (GoFood)

Indonesia

Section with information on
protection against COVID-19

"= QR

43 22Lho Y R opE <5

OIHLIS!
S=LH9

1St

South Korea

Section with information on
protection against COVID-19

&«
9 DOORDASH Qrder  Help

General health & safety
information

‘We're monitering information from government
and health officials and will provide updates
here as they become available from trusted

sources.

¥

Food safety guidance
According to the U.5. Food and Drug
Administration (FDA) there is no
evidence of food or food packaging being

associated with the transmission of
COVID-19.

=
@]

Doordash
U.S.

Section with information on
protection against COVID-19

Measurements 185



Best costumer experience

CUSTOMER
RESOURCES

‘Over the past few weeks, millions of
househaolds across the US. and Canada
have relied on Instacart to deliver their
groceries and essentials during this
uncertain time. Qur teams are working
around the clock to ensure we can
safely serve all members of the
Instacart community.

—_ “our zip code
> alocal stors

rul your cartl

Instacart
U.S.

Information on protection for
customers.

Usaria UXalliance

® gojek =

Home/ Blog/ GoFood/ Stay Healthy — GoFo..

Our Efforts to Keep
Your Order Safe

and Hygienic

GoFood - 16 Mar 2020

Stay Healthy — GoFood's
Preventive Efforts to
Stop the Spread of
Coronavirus (COVID-19)

Hi Gojekers,

During the current global pandemic, it's important
that we prioritize cur health and safety, look after
each other and help curb the spread of the

Coronavinus. For you who #stayathome In support of

] (@] <

Gojek (GoFood)

Indonesia

Protection protocols for the safety
of all actors in the ecosystem.

CHEN OIHLER 05

0IFEl SRl
XILEXIX] 22012!

ase2 opax
Ul 2 HEE

07| 2y

1St

South Korea

Information on protection for
customers.

«
~ POORDASH Order Help

How we're supporting
local businesses

Providing commission relief and
marketing support for new and existing
DoorDash partner restaurants

We're helping restaurants generate up to $200
million in additional sales by offering a package
of financial assistance options that include
commission relief and marketing support for
new and existing DoorDash partner restaurants
to help during this challenging economic time.

In April we announced an additional $100
million in commission relief to support local
restaurants with 5 or fewer locations. Beginning
April 13 through the end of May, more than
150,000 local restaurant partners in the United
States, Canada, and Australia will have their
commissions reduced by 50%.

1 o <

Doordash
U.S.

Support information for all actor
of the ecosystem.

Measurements
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Best costumer experience

CDC
GUIDELINES

Shoppers, according to guidance
from the CDC, if you have any of the
following symptoms, immediately
stop shopping and contact your
Physician:

= Fever of at least 100.4 °F (38 °C)

= Cough

= Shortness of breath

Shoppers, if you develop any of these
symptoms, please contact Instacart
Care and netify them that you will na

lmmnr b abla tom sk

Instacart
u.s.

Protection protocols from Health
Institutions.

Usaria UXalliance

< Gojek
@ gojek =
Home/ Blog/ Gojek/ Gojek's Commitment in ..

Protecting our
drivers' wellbeing

Gojek - 20 Apr 2020

Gojek’s Commitment in
Ensuring Driver Partners
Health to Keep Each
Other Safe

HI Gojekers,

In a challenging situation like taday, we will never

emind you that your healt

iorities. Thus, we

every part of the Goj

safaly 2 ravel when

raenth neaded dalivaring vesr fand tn snarine
I @] <

Gojek (GoFood)

Indonesia

Protection protocols for the safety
of delivery people and customers.

Of'= WiSICH 7HQIFI4 BHelof chet 20| OtXID U
Guick 7K 2R JHRIRA B2 S48 & 4
&SNS WXSA f M8 O UXA s R4
B B0 it K2 ol ¥ Mol una?

&8 Elf CHISHA Q8 stiIe~

1St

South Korea

Recommendations to avoid the
spreading of the virus.

(—
= DOORDASH Order  Help

How we’re promoting
safety across our
platform

For Merchants

Providing guidance from preparation te
pickup

We're providing guidance to merchants en food
safety and are making bag stickers and tamper-
proof packaging available at cost so that they
can seal orders for enhanced safety. To help
minimize contact between the merchant and
the Dasher, we've provided best practices for
facilitating a ne-contact handoff at order
pickup.

Doordash
U.S.

Protection protocols for each
actor of the ecosystem.
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Best costumer experience

& Jewel-Osco order

L Delivery Instructions

Leave at my door if | am not around

Mobile number

Payment

Opted Out

Titems

b

Instacart
uU.S.

Additional delivery instructions.

Usaria UXalliance

¢ @ immones .
ra mere
Paganan sesual aplikas, ya
;;ﬂer as per In the app, right?
Mohon ditunggu

Please kindly wait

[ Quick Messsges
As ordesed on the app
Hallo

Please leave my food at the
door and Inform me

Plesas loave my food st the
lobby and inform me

Oicay. 'l ba waiting

Oicay, tharks

Those messages wil ba ranslstnd
* tox your criver,

Gojek (GoFood)

South Korea

Direct communication through
chats and quick messages.

TI% DAEMH|A Fay

EREEHAT : B 29 - 2064

) Lieviaman ¢

113% DIRAICEAH| A

vl 01gop| [ 1+ R

& of (9104637
1-01244

T ER'T

| @] <

1St
us.

Customer service through chat
and phone call.
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In terms of customer experience, the applications that stood
out in this metric share the following features:

+ Multiple channels for support and communication with
the user.

+ Notifications on issues or delays in the service due to the
current situation.

+ Specific information on COVID-19 (some even had a
specific category with information).

+ Their delivery times remained the same as before
COVID-19.

These applications consider communication with the user
one of their main tools for a transparent and high quality
customer service. They are concerned about leveling the
expectations of their users in light of the context.

For instance, Instacart (U.S.) made available for the user
three different channels to find support information. The
application had a section dedicated to COVID-19, a chat and
direct communication with the delivery person.

As mentioned above, 1St (South Korea) is one step ahead
and has a care center with sign language for users with
communication issues.

Usaria UXlliance Measurements 189



Application Country CX Score CX Score %

Opportunity
areas:
customer
service and

INFOrMAtion Lo o sonicetns i sy o ret e

from their customer service.

acceSSi bi I ity In addition, the most common issues found were:

Few tools for direct communication between the user and the application. Most

Ital 14 /70 20 %
Assembly| v J °

Thuis bezorgd Holanda 14/70 20 %

Poland 22/170 3%

applications had open text fields, but messages were not answered. If they were,
they had long response delays (days) with regards to the day of the inquiry.

Difficult access to instructions or frequent questions on COVID-19.

Information regarding COVID-19 and measures taken were rated as
unsatisfactory: their concerns were not fully answered or they did not find an
accurate answer on the website.

They did not offer alternatives when a product was no longer available.

The rating of the applications in terms of customer service was
generated as follows.
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Highest CX Score

Note: Istegelsin (Turkey), is not in the above chart, since a purchase could not be completed at the time

of this study in order to evaluate the experience in terms of customer service.

[taly
Netherlands
Poland
Poland
Mexico
Nigeria
Mexico
Kenya
Colombia
Poland
UK

Chile
Indonesia
Colombia
Argentina
Chile
Turkey
Argentina
Turkey
India
Australia
Nigeria
UK

Usaria UXalliance

The Food Assembly
Thuis bezorgd
Pyszne
Glovo
Walmart
Jumia

Uber Eats
Jumia
Rappi

Uber Eats
Morrisons
Rappi
Halodoc
Merqueo
Glovo
Cornershop
Getir

Rappi
Banabi

Big Basket
Deliveroo
Dominos
Sainsburys

20%
20%
31%

36%
36%
37%
37%
40%
1%

43%
49%
49%
50%
50%
53%
54%
57%
57%
59%
59%
59%
59%
60%

India

India

South Africa
Colombia
Italy

Nigeria
Argentina
Australia
South Korea
Mexico
Netherlands
South Africa
Australia
Chile
Netherlands
Italy
Indonesia
UsS.

South Korea
South Korea
UsS.
Indonesia
UsS.

Zomato

Swiggy

Takealot

Uber Eats

Esselunga a casa

Konga

Pedidos Ya

Uber Eats
Baemin

Cornershop

Uber Eats

UCook - Mobisite

Woolworths

Uber Eats

Albert heijn

Amazon Prime Now

Happy Fresh

Postmates
Coupang Eats

Tst

Doordash

GoFood (Gojek)

Instacart

61%
63%
63%
63%
64%
64%
64%
64%
67%
67%
67%
67%
67%
69%
73%
73%
73%
73%
83%
84%
84%
84%
87%
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Is there a relation between the proactivity of the apps and

®
Do m eStI c the Governments in terms of looking after their ecosystem?

In the analysis of the applications, contexts cannot be left

co nteth a nd aside. Each application had to make adjustments according

to the regulations of the countries where they operate and,

hi heSt_ rated while some implemented strict measures for their citizens,
g others took too long to react.

a pps It results interesting to identify the fact that apps rated with
the best user experience and that were proactive in terms
of looking after their ecosystem and community, operate
in countries that are above the average regarding the
implementation of measures and protocols for their citizens

(as in the case of South Korea) or way below the average,
due to their slow response (as in Indonesia and the U.S.).
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Two Indonesia

Gojek

exa m ples « Rated as the application with the best user experience in

this study.

+ The implementation of COVID-19 prevention measures did not
come immediately after the first cases of infected people.

« The perception is that citizens were concerned about
implementing measures to prevent the spreading of the virus
and the hunger situation in the face of the economic plunge
before the Government. Alternatives were created to ensure
their economic well-being during confinement, until putting
together their community life in order to get supplies among
neighbors.

+ Within the same context, Gojek (GoFood), an application
that offered food delivery services, faced the pandemic:
+ Informing users on the latest news on COVID-19.

« Providing disinfection supplies for their delivery people, as well as in their
resting spots.

- Creating alliances with other health applications.

+ Involving all actors of their ecosystem in the fight against the spreading of
the virus.
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South Korea
1St
+ On the contrary, South Korea, had an efficient response to
COVID-19 with the activation of measures such as multiple
economic aids, strict legal consequences for not complying
with protective measures and border closures.
« From this perspective, 11St, a mixed-product application:
Taught users how to avoid the spreading of the virus.
Supported local businesses with a dedicated section.
Promoted positive messages for affiliated businesses.

Supported “neighbors facing difficulties” during COVID-19 donating 100 won
(US$0.08) per comment received.
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User’s point
of view

Who did we survey?

Germany, Argentina, Australia, Belgium, Canada, Chile, Chinq,
Colombiaq, South Korea, Costa Rica, United Arab Emirates, El
Salvador, Spain, The United States, The Netherlands, Indiq,
Indonesia, Italy, Japan, Kenya, Mexico, Nigeria, New Zealand,
Peru, Puerto Rico, United Kingdom, Dominican Republic, South
Africa, Switzerland and Turkey.

In all countries part of the survey, Governments took confinement measures or
mandatory quarantines.

331

Number of
participants

30

Surveyed
countries

Years old

Survey 196



Through a complementary survey, we wanted to get closer to
the behaviors and emotions that people experience around
the world during the pandemic at the time of purchasing
prepared meals, groceries and drugstore items.

Q

3 2
Q n
ﬁd'
2 3

+ What emotions do you experience at the time of shopping
s mentioned above, although it through delivery apps while in confinement?
is not a statistically representative
its objective is to generate
an approach to the transformations
uring this pandemic period in terms
of product consumption -especially « What emotions do they experience when shopping in
essential ones- through delivery physical businesses during the pandemic?
apps. It sheds some light on people's
reasoning regarding how, when and

>

+ What are the purchase behaviors, frequency and habits of
people before and during the pandemic? What changes
have they faced?

+ How often are delivery apps used during the pandemic?
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+ What are the item preferences at the time of buying through
this kind of application?
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What
we found

Purchases through
delivery apps.

Usaria UXalliance

Before the pandemic, what habits did delivery apps
users have?

« 81% used delivery apps before the pandemic.
e 25% claimed using them once or twice a week.
« 11% once every two weeks and 23% once a month.

« 38% of the participants who did not use delivery apps
claimed they preferred choosing items personally at the
store, supermarket or restaurant.

+ 5% mentioned the uncertainty regarding the proper arrival of the orders, 3%

the lack of trust in payment methods, and another 3% claimed not knowing
how the apps worked.

How often did you use delivery apps |BSZ@INao the COVID-19 pandemic?

| didn't use them BEFORE the COVID-19 Pandemic s

Once or twice every month ]
Once every three months

Once or twice a week ]
Once every two weeks |

Every day or almost every day |

Number of respondents 0 25 50 75 100
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During the pandemic, did usage habits of delivery
applications change?

e 41% dof the participants who did not use delivery apps,
started using them due to the pandemic.

o 22% of the survey respondents that still don't use delivery
apps, mentioned the following reasons:

e 48% still prefered choosing items personally in the store, supermarket or
restaurant.

e 36% did not have information on how businesses were handling biosafety.
¢ 9% were not sure the order would arrive properly.

e 7% did not trust digital payment methods.

How often do you use delivery apps |BISIIN€] the COVID-19 pandemic?

| didn't use them ]

Once or twice every month

Once every two weeks

Once or twice a week |
Once every three months I

Every day or almost every day |

Number of respondents 0 25 50 75 100 125
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Were users concerned about getting
infected with COVID-19 when ordering food
through delivery apps?

Not concerned at all Little concerned | Somewhat concerned | Concerned | Veryconcerned

Usaria UXalliance



® Groceries 20.1%

® Drugstore items 15.1%

® Fast food 22%
Liqueur

® Desserts 11.9%

® Meals 23.3%

What was purchased through delivery apps?

What are users buying more frequently
through delivery apps during the pandemic?

Usaria UXalliance

300

250

200

150

100

50

Never

Sporadically

Often

Very often

If you use delivery apps, what are your most frequent purchases?

In order of frequency, the purchases correspond to:

+ Restaurant food: 23% prepared meals for

+ Fast food: 22%.

breakfast, lunch and dinner.

20.1% groceries.
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When receiving a package of
food, groceries or medicines
through a delivery app, what
kind of emotions do you have?

® Never

® Sporadically
Often

® \Very often

100

75

50
25

Number of respondents  Happiness Anxiety Excitement Fear Calm Discomfort  Safety Vigilant
On Alert

Emotions:
What does receiving a
delivery represent?

Usaria UXalliance

« When receiving a delivery, 37% of the survey respondents
claimed not having negative emotions such as anxiety, fear
or discomfort.

+ Oftentimes most experienced happiness, enthusiasm, calm
and confidence; just 25% experienced a sense of alarm.
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What preventive measures does the
user take when receiving a delivery?

1% 48% 48% 027%

Alcohol and Face mask and/or Contactless Contactless
antibacterial gel gloves delivery payments
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What
we found

Grocery purchases
during the pandemic.

Usaria UXalliance

Purchasing frequency and method: Have the user’s
habits changed?

o 77% of the survey respondents changed the grocery
shopping frequency during the pandemic. 53% of the
survey respondents said purchases are less frequent.

e 56% claim their way to buy or obtain groceries changed.
32% now do it through a delivery app or website.

Emotions: What does going out shopping or doing it at
home represent during the pandemic?

+ Although the feelings of happiness, thrill or unease did not
stand out, some occasionally expressed feeling anxiety, fear
and a sense of alarm.

« Those who stopped making in-store purchases or those
who made them less frequently claimed missing the
sensation of touching and smelling the food, as well as
calmly walking down the aisles with relatives and friends,
being amazed and feeling like buying.

« They mentioned that now there is not as much variety, they
take a shopping list with them, go straight to the necessary
and act fast.
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If you still go to supermarkets or
stores during the pandemic, what
kind of emotions do you have
when going for your groceries?

Never
Sporadically
Often

Very often

Usaria UXalliance

60 _

40

20

0 -

Number of respondents

Happiness

Anxiety

Excitement

Fear

Calm

Discomfort

Safety

Vigilant
On Alert
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Purchasing frequency and method: Have the user’s
Wh at habits changed?

f « The way of buying prepared meals changed for 69% of the
we ou n survey respondents. Within this group, most stopped going
out to restaurants and started cooking at home.
Prepared meals
purchases during the

pandemic

e 27% now buy their prepared meals through an app and
only 1% stopped placing online orders.

® Never ® Sporadically Often ® \Very often

68.9% 87.6% 28.7% 79.2%
19.3% 3.6% 23% 10.9%
3.9% 8.2% 30.5% 3%
| go directly to the restaurant. | ask someone to buy it for me and go | order my food through a delivery | ask someone to order the food for
to the restaurant. app or website. me through a delivery app or website.
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Emotions: + Most survey respondents claimed missing going out with

What does going out to restaurants or not friends and family, interacting, having fun, going to a place

doing it represent during the pandemic? just for pleasure and not as an obligation. Likewise, they miss
the experience of eating in restaurants and sharing, having
at hand a variety of flavors without depending on their own
skills to prepare food.

A few still go to restaurants, fast food restaurants or dessert
shops, they are mostly young adults ages 25 - 35 in Mexico
and the United States. This group did not express negative
emotions (anxiety, fear, unease or sense of alarm), on the
contrary, they sporadically felt enthusiastic and confident.
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If you still go to restaurants or food 60 _
stores, what kind of emotions do

you have when going for a meal,

fast food, or a dessert during the

COVID-19 Pandemic?

40
Never
Sporadically
Often
Very often 20
5 ||I 1. III I ||| I II. lh

Number of respondents  Happiness Anxiety Excitement Fear Calm Discomfort  Safety Vigilant
On Alert

+ Regarding prepared meals, 69% of the survey respondents
changed the frequency of the purchases. For 61% of them
it was less frequent.

« 34% of the survey respondents buy prepared meals once
or twice a week; 19% once every two weeks; 19% once a
month and 20% do not buy prepared meals. Just 8% buy
prepared meals almost every day.
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Purchasing frequency and method: Have the user’s habits
What

f « 47% claimed changing the way they buy drugstore items.

we ou n Most do so through digital platforms instead of going to
the drugstore.

Drugstore items

purchases during

the pandemic

« 37% of the participants expressed that they buy drugstore
products more frequently than before.

+  Of that 37%: 34% do it sporadically, 30% once a month, 25% every two weeks
and 9% once or twice a week.

Usaria UXalliance Survey 209



If you still go to pharmacies
during the pandemic, what
kind of emotions do you have
when going for medicines or
other items?

Never
Sporadically
Often

Very often

75

50

25

0

Number of respondents

Happiness Anxiety Excitement Fear Calm Discomfort  Safety Vigilant
On Alert

Emotions: What does going out
to a drugstore, or not doing it,
represent during the pandemic?

Usaria UXalliance

« 42% of the survey respondents still go to drugstores
and claim not feeling changes in their emotions when they
arrive to the place.

+ Most of them, young adults (ages 18-24) living in countries like Mexico,
Colombia, India and the U.S.

« 28% of the survey respondents that sporadically made
in-store purchases, mentioned emotions that range
from enthusiasm and calm, to fear, unease and a sense
of alarm.
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What can Sufficient and accessible information

Generating good communication gJNjile{=IgiMfelelel=X] e]l=Ye]qle
be Iea rned ° elali=yquile| Mlsifeldaplelilels cbout the impact of the pandemic on
°

the service and the commitment of the apps towards health in
general, is the response to many issues that may arise in the

user's experience.
*The content presented below

gathers the conclusions of This is a decision that does not require much development
the team of consultants part and that has been made by most of the apps in this study
of this research regarding the in the shape of 'statements’, 'Help’ articles or 'Frequently
analyzed information. Asked Questions'.
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Is a statement Making information contextual to the path users follow,
is more relevant than having a complete statement in a

2
enough? specific section.

In other words, it should be responsive and visible for the user
when required:

+ For example, a notification or banner on the home screen, if
there are questions related to the service in general.

« An announcement that gives peace of mind in case of
product shortage or substitution alternatives at the time of
the selection.

+ The possibility to see, from the restaurants category, health
protocols that are being implemented.

Of course, it is recommended to provide information, as
appropriate, to give the user peace of mind instead of a sense
of anxiety or alert, considering the excess of information on
COVID-19 that people may be experiencing.
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What happens when an Not communicating anything regarding the global emergency

app decides to totally situot.ion is minimizing not only a major issug, but also the
. . emotions and concerns someone may be going through.
avoid the topic?

This means, in other words, not paying attention to the needs
of end consumers. Not acknowledging the severity of an issue,
and not treating it diligently, may have a negative impact on
the reputation of a product. It is an error in crisis management.

Now, some applications opt not to use words such as
'‘COVID-19', ‘pandemic’ and ‘coronavirus’. Although
transparency and direct language with a warm tone, may
generate trust and peace of mind, omitting certain words is
not necessarily a bad practice. Something that will always be
relevant is meeting people's needs and answering questions
like the following: Am | inspiring the trust the customer
requires? Have | made inquiries regarding the language and
tone | use with my customers? Have | validated the fact that
my segment perceives direct language negatively? Is my
audience tired of the topic?

On the other hand, this study found applications that made
several changes in a short time frame in order to address the
emergency, but these were so frequent that interfered with the
user experience.
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Shared responsibilities:
interaction and taking care
of the ecosystem

In times of crisis, these
show the strength or
fragility of the ties
between the applications
and their affiliated
businesses, own shops,
suppliers, shoppers,
delivery people and end
users. At the same time,
this tests their capacity
to react and adaptas a
single ecosystem.

Usaria UXalliance

Apps: mas alla del puente entre producto
y cliente final

The enormous role of applications as platforms working with
affiliated businesses, own stores, suppliers, shoppers, delivery

people and users is evident in the JiglaleldaRel@igele[l[{a"Ae)idol=)
RN AR R R R RS Thus, it is also reflected in

their capacity to react and adapt as a single ecosystem.

It is clear that a pandemic, as a unpredictable predicament
that affects each one of the links of the chain, requires that
assistance is provided for all of them. The fact that some
applications have given more relevance to certain stages
-or at least related to what the end user can see- allows
perceiving the work that is to be done.
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Efforts aimed at the end ‘ Banners, statements, hashtags and the expansion of

consumer are acknowledged frequently asked questions about the situation.
+ Discounts in an affected economy are appreciated, as well

as contactless deliveries.

+ The calmed and warm tone of most of their statements, as
well as the new sections to highlight essential products or
communicate priorities in delivery times.

It is clear that, although there are opportunities for improvement
(which will be later explained), the end consumer has had an
essential relevance in terms of the focus of primary adaptation
decisions in the face of the pandemic. Having said that, in

times of crisis and transformation, it is frequent to see that this
immediacy is focused in just one stakeholder when it is of the
essence not to leave the others unattended.

The comparative exercise of this research makes us pay
close attention to what is poorly communicated or to what
is said just by a few apps on their platforms:

Health and cleaning cares in affiliated businesses or own
warehouses.

+ Economic aids for partners and affiliated businesses.
« The constant care for the shoppers.

+ Hygiene measures in food preparation.
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Responsibility of the apps An informed and solidary user will be in charge of checking

. which applications are implementing ethical strategies for their
regarding shoppers and direct workers or those who work on their behalf, and this will be

delivery people , important factor to influence the purchase decision.

An application that previously did not worry about looking after
or supporting affiliated businesses, shoppers and delivery people
faces a greater challenge to show users what it is doing now.
News in mass media and social networks complaints abound
nowadays.

In the case of shoppers and delivery people, it is surprising that
the support for ‘front line' workers, for most applications is limited
to the provision -and usage suggestion- of protective equipment
such as face masks, antibacterial gel and gloves.

The fact that only five, out of 47 applications, mentioned
financial aids in case of getting infected with COVID-19, and just
one, Postmates (U.S.), claimed that for the whole adaptation
process of the app, they were taking into account feedback and
comments from delivery people.
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How to make sure hundreds of delivery people
wear their face masks properly if they don’t feel
they are being looked after?

How to guarantee a prudent distance when
making a delivery if the pressure to deliver
the next order forces them to do things
discouraged and carelessly?

How to build a sense of belonging and
responsibility in a delivery person whose
working conditions are not responsible enough?
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There is a notorious difference between apps in which delivery
people are direct employees (as the case of supermarkets) and
those in which delivery people are considered ‘associates’.

This can be seen when there are clarifications regarding health
instances, and when the tip suggestion, in some cases, is
omitted. In any case, the tip turns relevant as it becomes a way
to pass end consumers the responsibility of dignifying salaries
for delivery people and shoppers.

In an ideal scenario, to the extent that the necessary
precautions are taken to make sure supermarkets, restaurants
and stores are not contagion hotspots, individuals who shop or
pick up an order are looked after as well.

The reviewed applications expose how easy instructions can
make a difference: Thuis bezorgd (Netherlands) asked the
stores to provide hand sanitizer for them and Instacart (U.S.)
asked some aoffiliated stores to make sure shoppers avoid long
lines or to only allow them to enter.

Usaria UXalliance Challenges 219



Responsibility of the
apps to affiliated
businesses or suppliers

Stores, restaurants and suppliers have been the most affected
by the economic plunge caused by the social confinement
generated by COVID-19. Their stability has heavily relied on
the operation of online delivery platforms, to whom they pay
for using their services.

Although these are actors of the ecosystem that may not
expect to be treated with the same relevance of an end user
since they are part of the workforce, they should be looked
after equally as part of a business strategy -and not least
important during this circumstances- as well as an act of
responsibility and empathy.

Looking after these restaurants or stores must be thought
from the economic point of view, but not be limited to it.
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Some important examples:

« The elimination of the commission fee as done by Uber Eats
(Poland).

« The sales of coupons from local stores offered by Gojek
(Indonesia).

+ The support provided by Doordash (U.S.) to businesses in
terms of communication and marketing strategies.

+ The actions of 1St (South Korea) with suppliers that had the
chance to sell elements from cancelled events due to the
pandemic, displaying them as featured items.

Strengthening trust, making them feel they are on the
same journey, may ensure a better response when it is
necessary to jointly work in order to face a crisis.

In the case of applications like Swiggy and Zomato (India),
that announced specific actions (recommended for any other
app) asking restaurants to follow some safety stondords,m

proper interaction and communication facilitate the follow-up
and accompaniment processes.
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End users:
responsibility in times
of pandemic

Governments do their part asking citizens to comply with the
confinement in order to prevent the high spreading of the virus
in a short period of time. Ordering food or getting supplies
through a delivery, give individuals a perception of safety
considering that there will be contact -if any- just with one
person, making them feel they are doing their part.

Reality is -and the dilemma they would face- that they are
most likely transferring this responsibility to another person
who has to do their job out there, someone who will be in
charge of interacting with cashiers and other workers of the
chain. The comfort of some, ends up being a risk for others; a
risk that is taken when facing any kind of requirement.
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Through the survey complementary to this study (and whose
results are exposed in above sections) it was evidenced

that 23.2% of the survey respondents that use delivery apps
are buying prepared meals for breakfast, lunch and dinner,
22% buy fast food; the latter is a little higher than grocery
purchases that may be considered "essential”. To a lesser
extent, desserts and alcoholic beverages are found, for those
who are allowed.

What should applications be Reinforcing the above, to the extent that safety throughout
in this scenario? the chain is ensured -and properly communicated- these

dilemmas are lessened for end consumers. Likewise,

considering aspects linked to Eaglelelda)¥Re[sle RVI-T¢-H olelaI|o}I11aY;
allow [o]¥igelgle-Ragleldl¥eidlelaly and care for the other to be kept.

Some examples seen in this study, help to think about the
options the applications have:

+ Promotion of local restaurants behind closed doors with low-
income risks.

+ Coupon sales for their subsequent use also from local stores.

Usaria UXalliance Challenges 223



+ Suggestion of bigger purchases in order to share with
neighbors.

+ Limited purchases intended for one person ensuring there
is no food waste and that products in stores are enough for
everybody.

In general, communicating the measures jointly taken can
make the difference in terms of trust, credibility and reputation
of the apps. It confirms the fact that values preached by
companies are developed into actions and that they don't stay
just as a corporate text.

Beyond the circumstances, actions regarding responsibility,
empathy, communication and the acknowledgement of the
needs of people from the ecosystem (not only end consumers)
should be rutinary tasks. It is possible to confirm that the
impact would hardly ever be negative if such commitment

to take care of others is the starting point. Transformations
should take into account that behind every protocol, there is
something greater: cultural, social, health, economic, political
strategies and -above all- people impacted by them.
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