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Nowadays, many restaurants can't afford to abstain from delivery. Even before 2020, online food
delivery was a $94 billion market with an annual growth rate of nearly 10% and an estimated
market of $134 billion by 2023, according.to QSR Magazine. The global food delivery mobile app
market is expected to hit $16.6 billion by 2023, with a staggering compound-annual growth rate of

27.9 percent.

However, according to the National Safety Council, in 2018 alone, there were 4.5 million medically

consulted driver injuries in the U.S. that cost $445.6 billion.

Whether you're implementing in-house delivery, utilizing third-party apps, or both, delivery comes
with its fair share of risks, such as issues stemming from auto accidents, uninsured drivers,
erroneous food delivery and more. To help mitigate financial and reputational risks when it comes

to delivery programs, we've put together our top tips for Colorado restaurants:

In-House Delivery — MVRs are your MVPs

For a business with delivery, the risk associated with a single auto accident could be enormous.
One way to manage this risk is by using motor vehicle records (MVRs) to select and retain quality
delivery drivers. With an MVR, the business manager can identify high-risk drivers before they are
involved in an auto accident. It can also help a company improve on safety by targeting past
driver behavior with future training programs. For example, if your drivers have a history of small

related accidents, then a training program can be developed to reduce these incidents.

At a minimum, any company that has delivery drivers should run an MVR at the time of hire and
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annually thereatter to ensure they have good driving records and are properly licensed. since

MVRs are considered a type of background check, it is important to develop a company policy
that has been reviewed by your legal representative. This policy should include anyone using a
company-owned vehicle or a personal vehicle on company time.

A company can spend thousands of dollars in court costs and attorney’s fees if the driver-
screening process is not completed appropriately. While an insurance agent may help you with
some of these steps, the management and retention of quality of drivers is the basic
responsibility of your business.

In addition to prioritizing MVRs, her are other tips for in-house
delivery programs:
o Don't overwhelm the delivery staff with too many orders, as this may result in unsafe driving
practices.
e Deliveries to hotels should only be made to the front desk for the driver's safety.
e Late night deliveries to locations that don't have a valid address, such as a park or parking
lot, are not safe and should be avoided.
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REPUTATION BY OF UNAUTHORIZED
ASKING THESE DELIVERY SERVICES
QUESTIONS

- If a customer is actually a delivery
driver, they may order to-go food
frequently and carry a “hot bag”
to keep food warm

« How does the service screen
potential drivers?

- If someone orders an item you no

« Who is respensible for the STEP 3 I _
tof i t orders?

cosros INcomect onders [ ] longer offer to go, ask how they

» Does the service use tracking know about it — it could be an

technology to document , outdated menu from an
when food changes hands? unauthorized site

- Add a disclaimer to your website
urging customers to only use
authorized delivery services

KNOW THE ANSWERS TO
THESE QUESTIONS BEFORE

AN AUTO ACCIDENT OCCURS
HOW TO MINIMIZE AU
RISK WHEN WORKING it
WITH A THIRD-PARTY oot e isamivunim
DELIVERY SERVICE e e it

against spills

AVOID COLD OR
DAMAGED FOODS

« High-quality to-go
containers help keep foods
at proper temperatures

+ “Tamper-proof” labels
dissuade drivers from

Nowadays, restaurants can't afford
not to offer delivery, but they need to
be careful. Avoid unnecessary risk by
following these tips. Working with a third-party delivery service can pay off as long as you take

SOCIETY steps to mitigate risk. For more tips and to learn how Society Insurance

INSURANCE. identifies the small details that can make a big difference for restaurant

insurance coverage, call 888-5-SOCIETY or email info@societyinsurance.com.

Small details. Big difference.”
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Third-Party Delivery Services - Ask the Right
Questions Before Signing On

According to a recent study in Restaurant Dive, 90% of limited service restaurants are now using

third-party delivery services. Another survey showed that nearly a third of Americans use third-

party delivery services at least twice a week. However, it's important to make sure that you're
aware of the potential risks when it comes to third-party delivery services so you can
appropriately protect your business. Before signing a contract with one of these services, ask the
following questions.

#1 Who's liable if the driver is in a car accident?

When a driver is in an accident while delivering food from your restaurant, who is liable?
Depending on the third-party delivery service, the responsible party can vary. Many services do
not provide liability for drivers, as their contracts specifically state they are only providing the

software that connects the restaurant to the delivery driver. In that case, there may not be any
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INsurance outside the drivers personal auto Insurance. | he driver may have a low personal limit

or might have their coverage denied because food delivery is considered a commercial exposure.
In these situations, the victim may turn to the restaurant to cover the costs of the accident. If
you're contracting with a third-party delivery service, let your insurance agent know. Your agent
can review the contract to determine what types of insurance you may need to protect your
restaurant. Additionally, your restaurant’s auto policy should be reviewed to see whether third-
party delivery service is a covered exposure. If it's not covered, your agent can help you find a
policy that will provide the necessary coverage.

#2 What kind of screening do you perform for potential drivers?

When you're working with a third-party delivery service, you can't control who the service hires as
drivers. Because of this, it's important to learn about the company’s hiring standards to ensure it's
not hiring drivers you wouldn't be comfortable working with. Ask how the service screens its
potential drivers. Does it check motor vehicle records, perform a background check or ask about
previous driving experience? If the service's practices are too relaxed, you may want to consider a
different option to minimize the chance of an incident with a delivery driver.

#3 Who is responsible for order errors?

Generally, customers using third-party delivery services are ordering their food through an online
platform. When an error with the order occurs, how is that handled? Does the service allow
customers to submit complaints, or are customers encouraged to reach out directly to the
restaurant? Find out what kind of resources are available should your restaurant receive
complaints about the delivery service so you're able to quickly address these complaints and
provide as best a customer service experience as possible.

#4 What kind of order tracking does the service offer?

Related to order errors, using a tracking technology can help determine where a poor customer
experience may have gone wrong. A tracking technology that documents when the food order
switched hands from the restaurant to the delivery person to the customer is especially helpful in

situations dealing with foodborne iliness or complaints over food quality. For example, you may

discover that while your restaurant provided quick service, the delivery person took an
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unreasonaply long time to deliver a customer's order, and that's why It arrived cold.

You Can Count on Society to Help Keep Your
Business Safe

Whether you choose to engage a third-party delivery service, handle a delivery program yourself,
or hold off on starting a delivery program, nationwide increases in delivery orders are here to stay.
Society Insurance has a team of risk control experts to help strengthen your loss prevention
efforts and provide sustainable real-world solutions to help make your business safe and
profitable.

Society Insurance is ready to help you navigate the unique challenges facing your restaurant. Ask

your local Society Insurance agent about specific coverage questions, and explore our blog for

more tips and trends to help you make smart safety decisions for your business.

This information is provided as a convenience, and it must not be assumed that it has detected all
unsafe acts or conditions. This information is not professional advice; it is designed to assist you in
recognizing potential safe work problems and not to establish compliance with any law, rule or
regulation.
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