The guidbook for

food

delivery
Everything you need to know to switch to the business
model that can save your sales
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The growth of delivery services and its impact on the
economy
It is well known that micro and small companies have been and are still being impacted by the Covid-19 pandemic.
The segment is one of the most important in the country. Small businesses now account for 52% of formal jobs, and
99% of the businesses opened throughout Brazil. In figures, this accounts for almost 30% of the Brazilian GDP *.
Social isolation meant that many Brazilians who were used to to eating out started to cook at home or order food via
delivery apps. As a result, many bars, restaurants and diners had to change their way of selling, and enter the digital
world once and for all to be able to continue to offer their products. With this in mind, we have prepared a guidebook
for micro and small business owners who want to understand the steps on how to set up a food delivery service. It
starts with understanding how consumers see this industry at the moment and goes all the way to choosing the ideal
packaging for your business.
This material is completely free of charge and is intended to support decision making that includes reinventing your
business, not only in times of crisis, but also at any other time.

*Source: Sebrae (Brazilian Micro and Small Business Support Service)
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How consumers see Delivery & Take
Out
Even with the relaxing of social isolation measures and the gradual reopening of
businesses, studies say that the pandemic will continue to change consumer
perceptions about products and services, and that includes eating out at diners,
restaurants, and other food businesses.
The forecast for the end of 2020 is that people will continue to work from home
or alternate between working on-site and from home. Data shows that 86% of the
people consider ordering food to be delivered when working from home.
Learn more to understand consumer behavior and their selection criteria when
ordering food delivery.
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What do customers prioritize when choosing a delivery
service?
Packaging accounts for more than half
of the purchase decision.

Customers have
already stopped
buying because of
the packaging.

What makes them confident in their choice of a restaurant?
Trust is the main factor when choosing a restaurant in a
delivery service, even more important than promotions. Next
are:
Clear neatness and
cleanliness

Fair price

Issues reported by most consumers:

•
•
•

Lack of seal
Packaging leaks
Messy food

Tasty food

Being close to
home

They prefer delivery even with
businesses reopening their
doors.
Almost half of the respondents said that even with the businesses opening, they
prefer to order delivery for meals with family or friends.

Where to
start?

Where to start?
The ideal menu for delivery
It’s not unusual for the demand for comfort food to increase during times like a pandemic, as it provides a feeling of security
with all the emotions found in the flavors and cooking.
This opens space not only for delivery classics such as pizza, hamburgers, and typical Brazilian dishes (rice, beans and steak,
stroganoff, pasta), but it also opens doors for the rising consumption of cakes, pies, pastries, ice cream, coffees, among others.
Another trend is that peple are seeking a healthier lifestyle. According to a survey conducted by Euromonitor International
2019, Brazil ranks fourth worldwide in sales of healthy food and beverages. Meaning that options such as salads and vegetarian
meals can complement your delivery offerings.
Therefore, it is important to start by defining a specific menu for your delivery service. Of course, nothing prevents you from
using the same menu offered on the premises, however, you must pay close attention to customer experience when they
receive their food through a delivery service.

Where to start?
The ideal menu for delivery
For example, very liquid foods require a leak-proof packaging, those that
need to be consumed at a specific temperature also need materials that in
addition to maintaining the correct temperature, do not change the taste of
the food. These precautions guarantee your product will be delivered in
perfect condition and are key to the customer's intentions when placing
future orders.
This information is also relevant to understand that customer choices are not
homogeneous. This reiterates the importance of each business being aware
of what their customers expect from a product or service, in order to take
more assertive actions and have a positive impact on sales.

Where to start?
Train and divide the team correctly
If you are also serving food on the premises, it is important to separate the
teams in the kitchen. If possible, divide them into a delivery team and a
restaurant team, even if they do prepare the same dishes. This considerably
reduces the possibility of misunderstandings such as switching orders, delays
in delivery, and other issues.
Constant training will guarantee a job well done. By investing in being
properly prepared, you are not only contributing to the professional growth
of your team, but you are also avoiding possible problems in the processes.

Where to start?
Be smart when choosing the delivery region
As you can see, location is a deciding factor. Giving preference to regions
close to your business can be a way to be more competitive, both because of
quality, by keeping food at the right temperature and guaranteeing its safe
delivery, as well as for price.
When delivering to nearby regions, you have the chance to retain your
customers, as delivering to places closer to you tend to have lower fees. This
helps greatly in the purchase decision process.

How to choose the
right packaging.

How to choose the right packaging.
One of the top wishes of consumers is to have a restaurant experience with
delivery food. People want the convenience of eating at home with the
benefits of eating out.
That's how delivery becomes a key point, as your customer's experience is
basically in a bag. They won’t have the ambiance of your restaurant, such as
the decor, the acoustic music, or the plating of a dish that helps in creating a
positive perception. It's time to bet on smart packaging with the right
presentation. After all, it’s no use offering exceptional food if it arrives cold,
messy or in a leaking packaging. Using the right packaging can reflect your
care with the products you offer.

Our tip is
Prefer suppliers that offer packagings that make transport easier, such as
having specific compartments, leak-proof lids. Packagings made of sanitary,
sustainable materials, and that guarantee the food’s temperature will be
kept.
Information is also a point to be considered. Provide information about the
transport and delivery process, the correct usage and disposal of the
packaging, and also add the restaurant’s contact information. These simple
details are powerful tools for you to stand out from the competition.
You can also include a small message box or brief handwritten message to
your customer. Consumers are paying close attention to brand responses
now.

It's time to think
about which tool to
use.

It's time to think about which tool to
use.
Communication between the customer and the restaurant needs to be fast
and efficient. Cordiality and empathy are indisputable rules when it comes to
customer experience. Here are some customer preferences regarding the
channel that they normally use to place orders. Data shows that 62% of
consumers place their food orders on delivery apps, followed closely by 56%
of those who find it reliable to place orders directly to the restaurant, either
through message apps, the Internet, or phone call.

It's time to think about which tool to use.
Delivery apps or in-house delivery service: What is the best choice?
Some of consumers’ main concerns include awareness regarding the delivery drivers’ work conditions. This is an
important issue, since businesses were affected by the crisis, and delivery drivers are part of service providers that are
trying to adjust to the growing demands and new needs. When hiring a delivery service, some responsibilities need to
be considered and there are choices that can be beneficial for both business owners and employees.
There are benefits in both types of hiring, whether under the CLT (Consolidation of Labour Laws) system or as an
outsourced service. When choosing a delivery driver there are points of attention that go beyond the agreed upon fee
for deliveries. Remember that the service provided is essential and that it has risks. When you have an in-house service,
the chances of you being able to hire someone from your region and having more control over the quality of services
are greater. It’s also easier to evaluate the person`s experience by interview and recommendations, since they will be
part of your team of employees.
If you choose outsourced services, prioritize companies that offer fair conditions for both parties. With this option, the
advantage is that deliveries can cover larger areas, and it leaves you more time to focus on running your business
operations.

Exploring your
product's digital
communication.

Exploring your product's digital
communication.
Photography is also a differentiating factor.
In food apps, social media, or websites, enticing images can make people
hungry. So, how about making the most of the photos and description of
each product? Engage your customer with the idea of tasting one of the
dishes offered, add attributes that make them really want to order that
dish.
The rule here is not to be afraid to bet on new things. To help create the
concept, think about what would most attract the attention of a person
who has several dishes to choose from. What should you do so they will
choose yours? Naming dishes works very well and is a great example. Pay
special attention to the descriptions, focusing on the list and quality of the
ingredients used in the dish.

The key to
customer loyalty

The key to customer loyalty
This may seem like those questions that everyone would like to know the answer to, but the fact is that the experience
you already have with your customers is an excellent thermometer to understand who your audience is and how to get
them to know and buy the products from your restaurant.
To help with this learning process, here are some tips given by actual customers about their expectations and
experiences they would like to have in more places where they order food.

Do not sacrifice product
quality.

Simple and cost-effective
dishes are very assertive.

The hospitality and sense of
security must continue when
everything is back up and
running.

Packaging that does not
generate a lot of waste and
can be recycled.

Tasty food made with
natural ingredients.

Valuing the work of delivery
drivers, contributing to a fairer
service exchange.

The key to customer loyalty
Basically, what you can get out of this is the understanding that the loyalty
process has different stages. It can be the service rendered at the time an
order is placed, or the delivery packaging, or even small actions like a
rewards program for customers who order frequently. Sending a gift or
even a note already makes a difference. Innovate with the resources you
already have. If at the end of the day your restaurant has food that has not
been sold and is in good condition for consumption, why not send these
products as a something extra in orders? In addition to avoiding waste, it
makes an excellent impression.
Last but not least, take customer feedback into account. Social media and
other apps have given customers a powerful voice. Screen the comments,
answer the compliments and also the criticisms, always in a friendly and
respectful way. Show that your business is open to suggestions and try to
use constructive criticism for improvements.

The guidebook
for packaging
for delivery

The guidebook for packaging for delivery
You already know that packaging is an important tool for your business to be successful.
In order for this choice to be assertive, it is necessary to have a supplier close to you that
makes this process feasible, whether by offering industry trends, making on-line
purchases easy, or sharing knowledge so that your business can thrive and you stay ahead
of the competition.

Benefits of Delivery &
Take Out packaging
available at Klabin
ForYou

• Made of cardboard and microcorrugated cardboard.
• Helps keep the right food
temperature

• 100% recyclable
• Aseptic, does not
transfer flavor or
changes the taste of
the food.

• Meets Anvisa’s new regulations (RDC-88)
• Resilient and leak-proof

Click here and learn about our full Delivery & Take Out line sold at Klabin ForYou.

Our job is to believe

