o ezcater

ezCater Training
Webinar

Grab a snack and sit tight - we'll be
starting shortly




Welcome to ezCater! >

Solutions to help you grow and manage
your catering business from customer

acquisition through professional, reliable
delivery
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Q&A Chat

Please post your questions in the Q&A portion
of the zoom - NOT the chat
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Meet the Team

Erich Paquette

Sr. Solutions Enablement Trainer
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1. Customers & orders

2. Reliability & Operational Metrics

3. ezCater order lifecycle

4. Delivery solutions

5. Order support & account management



Fueling food for the workplace

e



http://www.youtube.com/watch?v=erJdO2TI1wM

Connecting you to high value customers

The go-to option Expand your reach

of our customers say ezCater is

their go-to option when ordering of customers personally ordered from

food for work.* a restaurant after first trying it
through an employer-provided meal.

Partnering with top companies across industries

ezCater continues to expand our relationships with major companies — and bring those orders to you.

Fedex A\ weois ()  CBRE
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How is ezCater different?

Order timing

° Placed in advance

Food for the workplace

e Food for scheduled meetings,
events, employee lunch, etc.

e Weekday orders

e 97% of orders are delivered
° 70% of orders fulfilled before 12 PM

e  Business catering is high stakes

High value customers 24/7 support
e $420 A0V, 25 avg. headcount e  5-star, award-winning customer
service
e  39% of customers order at least
once a week (2024) e 24/7 and 365 days a year

e Halo effect: expand your reach e  Phone, chat or email support

and build your brand awareness
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Reliability
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How ezCater defines reliability:

A reliable order is on time, in full and exactly as
expected by the customer

Our customers plan their events with the expectation that the food will arrive and
be ready to eat at the time they requested. When things go wrong it can cause
frustration and even cost people jobs, clients, their reputation, and money.

Please review our Operational Metrics to understand how to be a high performing
catering partner on the ezCater Marketplace and attract repeat customers.

|
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https://catering.ezcater.io/en/articles/13974759-operational-metrics

Operational Metrics

Metric Goal Calculation

Rejection rate* <0.5% Rejected Orders / total orders

Cancellation rate* 0% Cancelled orders / total orders

,O asulluls dell,very > 95% % of orders delivered within the delivery window
(in-house delivery) -

Order accuracy >99% % of orders without customer reported issues

Ready for Dispatch* > 95% % of orders ready at scheduled pickup time

q c % of orders where a driver is assigned and status updates are
*% o,
Delivery tracking > 99% recorded

o o . . . .
On-time acceptance 100% % of orders accepted within trr\:’ ::I:ss)t 15 minutes (during operating

Star rating > 4.8 stars Average order rating from customer reviews

* = Falling below operational standards could lead to your store being paused | ** = Orders that are untracked or partially tracked will incur a fee of $2.25 11



Reliability Rockstar

The Reliability Rockstar program celebrates and highlights the most reliable and
high-performing caterers

Noon Mediterranean
Fresh Salad &Rice Bowl | 0.8mi | $$$
[ $50Min $30 &up Delivery Fee  100% On Time

LALCEEIEEE S Last order: about 2 hours ago

Congratulations, you are a Reliability Rockstar!

ezCater marketplace customers will see this badge next to your restaurant. Keep it up!

Reliability

Phinix Mediterranean Kitchen

Rockstar!

Mediterranean Grill | 8mi | $$$
L $50Min $35 Delivery Fee  100% On Time

RAGEEIIEEE S Last order: about 18 hours ago
X

How the Reliability Rockstar program works

Deliteful Events
Delicious Creations | 9mi | $$$

$25Min $20 Delivery Fee  99% On Time

How you're trending

, ) ) = . ¢V. SN Lot order: about 2 hours ago
To make sure customers know who's most reliable right now, we badge Rockstars based on the most recent 90 days. X RV ARDS

5 Orders ® LD Deliveries ®

What you'll get:
25 0% 0% 100% 100% 100% e Increased visibility in search

results
Order volume Rejected Canceled Order Accuracy On-time Delivery Tracking . ope
Goal: Goal:0.5% Gosl: 0% Goal: 99% Goal: 98.5% Goal 75% e Reliability Rockstar badge (as
All orders Rejections Cancellations See details All deliveries See details Shown above)

e Appear in search filter for
Reliability Rockstars

Reliability Rockstar is evaluated on a rolling 90-day basis



Order lifecycle



Whatis the

Partner Portal?

This is your homebase
for all things ezCater.
Manage your orders,
users and account all in
one place

Login to your portal:
o partnerportal.ezcater.com

e ezCater for Restaurants app
s iOS app
= Android app

O ezcater

Manage & deliver,
all in one place

Looking to order instead?
Download our ordering app

o ezcater

Daily operations

& ezCater orders
Upcoming
Completed
Rejected
Canceled

LB Delivery

Business insights

& Operational metrics

¢$* Reliability Rockstar

¢ Performance

079 Reviews

Engage customers

== Marketing

Manage account

B Financials

B Menus

Erich Paquette

erich.paquette@ezcater.com

<L

Upcoming orders

Action needed
# 361-VFA #9TT-GP7 # 7ZR-H6K
Needs Confirmation Modified New
Thu, April 2 Fri, April 3 Fri, April 3
at 10:00 AM at 8:00 AM at 9:00 AM
Deliver 9:45-10:00 AM Deliver 7:45-8:00 AM Deliver 8:45-9:00 AM

J&J Enterprises

999 18th

Denver, CO 80202

$390.91

Order #

2VW-G4P

V7J-YZzZ

Tri State Lumber Co.

St 999 18th St

Denver, CO 80202

$421.44

See orders from

All Scheduled v

Date & Time

Thu, Dec. 12,2019, 11:45 A...
Deliver 11:30-11:45 AM

Fri, Dec. 13, 2019, 8:45 AM
Deliver 8:30-8:45 AM

Doctor's Office

999 18th St

Denver, CO 80202

$390.91

Review modification

Search by order number

#2SC-A6B
Status Customer Setupre...
Therapak
Recon... No resp...
Bowie R...
Needs... No resp...

Sources

Marketplace

Address Store

28915T...
Buford, G.

Rusty R...

897 Sco...

Rusty R...

Dacula, G.

# 42

New
Fri, A
at10
Delive
State

9991
Denv

$390

Marke

v All

Source Del

Marketp... De

Marketp... De


https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
http://partnerportal.ezcater.com
https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
https://play.google.com/store/apps/details?id=com.ezcater.ezmanage&hl=en_US
https://play.google.com/store/apps/details?id=com.ezcater.ezmanage&hl=en_US

Order notifications

Text & Email Push Notifications (app)

O ezcater

Submitted: ezCater Order # 6J6-AHX

Thu 06/27/24 at 12:45 PM -- Delivery -- 0.7 miles -- Dacula

Click here to view your order. Be sure to 'Accept' or 'Reject’ within 15 minutes.

View Order # 6J6-
AHX
Link not working?

Copy and paste this URL into your browser:
https://www.stagi e order/0d9c5dec?cu=30dcdb

Questions about this order?
We're here to help. Call us at 1-855-488-0594 and use this confirmation code: 67976886.

To easily accept and manage orders on the go, download the ezManage app.

Thank you for being an ezCater partner,
- The ezCater Team

Take catering orders on your website.

ezOrdering helps you reach brand new customers and better serve current ones, with an
online ordering page unique to your catering menu and brand.

‘You get more orders (at a lower commission), more time, and handy marketing tools. Setup is
free and easy. Learn more.

Orders notifications will send as soon as the customer places their order. Please accept the order within
15-minutes to receive a boost in the search rankings, and avoid our automated phone calls.



Accept the Order (web-browser)

Order Details

Action Needed ¢ Backto Orders .
Order # TWQ—332 Marketplace @ Rej

# TWQ'332 > Download PDF

New
Order on Friday, April 10, 2026 at 9:00 AM Request a change
Frl' Aprll 10 New Delivery
at 900 AM Headcount Store Customer requested Delivery window @
delivery time ®
. 3 0. 25 people Rusty Russells 8:45-9:00 AM
Deliver 8:45-9:00 AM BBQ, #1234 9:00 AM
999 18th St, Denver,
H CO, 80202
Law Office

Confirmation code ® -
onfirmation code You can specify the change or ask for

999 1 8th St SR more information. The customer gets a

message they can respond to directly.
Denver, CO 80202

Deliver to Assign in-house driver | Request Dispatch
: Create request

Law Office Setup required @
999 18th St, Denver, CO, 80202 (< 1mi)  Yes

Upon Delivery Ask For Phone Delivery Instructions
A Jane Sample 617-936-7237 Park at front entrance and
ccept check in with front desk.
y Bring order to board room
for setup




Accept the Order (app)

#XCM-VTR
* New

Monday, 4/06/2026 @ 12:00 PM

Store: Lucy's Catering
Delivery to Boston (6.55 mi)

$4349

Accept

You have a new order. Please review and accept

5G¢ 1l @

]

View Order

5G¢ il @

Order Details

#XCM-VTR

Status oN

Confirm

93452972

Order Type Delivery
Date Monday, Apr 6, 2026

12:00 PM

@  1M45AM-12:00PM

® Yes

Headcount 25

Urbane Collective

41 Water St
Boston, MA 02109

41 Water St
Suite 500
Boston, MA 02122

Source Marketplace

Order Details

#XCM-VTR
Status

Confirmation Code
Order Type
Date

Customer Requested
Time

Delivery Window (@
Setup required @)

Headcount

Location

Address

Store

o NEW
93452972
Delivery

Monday, Apr 6, 2026

12:00 PM

11:45 AM - 12:00 PM

Yes

25
Urbane Collective

41 Water St
Boston, MA 02109

41 Water St
Suite 500
Boston, MA 02122

Request patch

Click here to download

#_  Download on the

App Store

GETITON

® Google Play

Read this article for a
walkthrough on accepting
orders in the app



https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
https://catering.ezcater.io/en/articles/13944867-viewing-managing-orders
https://play.google.com/store/apps/details?id=com.ezcater.ezmanage&hl=en_US

Auto-Accept orders

How it works:

Have all orders under a chosen threshold to be
automatically accepted. Orders over the set
value will need to be manually accepted

How to set:

1.

2.
3.
4

Toggle setting on under Daily Capacity
Limit setting

Choose your Auto-Acceptance Limit

Set a Capacity Limit

Turn on Automatic Temporary Closures to
be set when you reach your capacity

Turn on auto-accept? X

It looks like you don't have temp closures turned on. We highly
recommend you do this if you'll be auto-accepting orders. Set your
capacity limits to prevent getting more orders than you can handle.

Enter the order value at which you still want to manually review orders.
Orders below this amount will be automatically accepted.

Auto-acceptance limit

| s 1000 ]

Read our Help Center article to learn more!


http://help.ezcater.io/en/articles/14037612-account-updates#h_b91fb7e3ef

Re-confirmation

Due to the nature of our orders (large, high value, placed in advance) we
re-confirm orders the day before to ensure no order is missed or forgotten # 361-VFA

Needs Confirmation

Thu, April 2
Re-confirmation notes: at 10:00 AM
) e . Deliver 9:45-10:00 AM
® Email/text notifications sent 24 hours before G
® Re-confirmation task appears 24 hours before delivery J&J Enterprises
time

999 18th St

e Click “"Reconfirm” on the task card or when viewing the Denver. CO 80202

order details page
e If orders are not reconfirmed, our automated phone $390.91

calls will reach out starting 4 hours before delivery




Delivery

ﬁ Confidential material © 2026
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Customers want delivery tracking

96%

Would like to have delivery Feel more confident when placing an Feel less stress when
tracking updates for all of their order knowing they’ll get delivery delivery tracking updates
catering orders tracking updates are available

|
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http://ezcater.com/insights

New Delivery Tracking Standards

ezCater customers demand visibility into their deliveries.
To better serve our customers, any orders not fully
tracked will incur a fee of $2.25* (shown below) View/dispute issue

/Issues reported with this order

Delivery Issue

sum°tal $32200 ¢ The order was not tracked during delivery

- D- .
Delivery Fee s2000 | NEGEEEEETN
Delivery Tracking Fee -$2.25 Any orders with untracked, partially tracked

or outsourced delivery (third-party drivers)

will show an order issue

Read this article for more information

ﬁ 22



http://help.ezcater.io/en/articles/14037505-self-delivery-basics#h_54c9387da4

Driver Management

Tools for your drivers to manage deliveries and provide tracking information

356

o ezcater

Order #QZG-55A

ater order PICKUP

Rusty Russells B.B.Q.
999 18th S, Denver, CO 80202

firm in the

Pickup Instructions
Park in rear of building at loading dock and callthe store
when you arrive

s on the

Hide pickup instructions

DROP-OFF 1min/ 025 miles
Wednesday Apr 1, 5:00 PM
(Delivery window: 4:45 PM - 5:00 PM)

Reliable Brothers, Inc.
999 18th St, Denver, CO 80202

Upon Delivery Ask For  Setup Required
Jane Sample Yes

Delivery Instructions.
Please call upon arfival and we will meet you at loading
dock #1

he ezCater order

onfirm in the

Hide drop-off instructions

Driver follows the link to a
mobile web-browser or to the
ezCater for restaurants app

Download on th GETITON
[ S App Sto ® Google Play

Assign an in-house delivery
driver to send driver access
to delivery tracking tools

56 il 4

With the app, drivers can provide
live GPS tracking and setup photos

Delivery Details

Not Started

Order: #3X6-9M3

- Delivery Photo & Feedback

@ Delivery by 8:00 AM (MDT)
Delivery window 7:45 AM (MDT) - 8:00 AM (MDT)

How did this delivery go?
Rusty Russells B.B.Q. Where was the food delivered?
999 18th St
Denver, CO 80202
(303) 555-5555

Notes about this delivery.

00

Pickup instructions

Trusted Technologies

999 18th St
Denver, CO 80202
Call customer

00

Contact: Jane Sample
Setup required: Yes

Dropoff instructions:

Start delivery

Drivers can:

The driver marks the order as Access order/delivery details

“in-progress” and then
“completed”

tracking (app only)

Call the customer from a masked number
Provide a photo of the delivery setup (app

only)

Send delivery updates to customer or live GPS


https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
https://play.google.com/store/apps/details?id=com.ezcater.ezmanage&hl=en_US

Tracking Deliveries

Order No.
#3X6-9M3

Store

Rusty Russells B.B.Q. 999 18th St

Location

Trusted Technologies
999 18th St

Denver, CO 80202

Customer Contact
Jane Sample
(617) 936-7237

Delivery — Deliveries in Partner

Portal

Customer requested delivery time ®

2:30 PM MDT SEats

Delivery window ® Delivery completed

2:15 PM MDT - 2:30 PM MDT

Picked up from restaurant
Setup required

Delivery Photo & Feedback

How did this delivery go?
Where was the food delivered?

Notes about this delivery.

Completed 2:15 PM MDT
Yes

Arrived at drop-off location
Driver ' n Progress
Erich Paquette i
(555) 555-5555 0 Food delivered

Completed 2:15 PM MDT
Total Tip .

View Photo & Feedback
$398.00 $79.60 e

Hide completed delivery information
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Self-Delivery Best Practices

Double-check the orders against the printout to ensure that
everything is packaged correctly

Aim for the beginning of the delivery window to account for
traffic, parking and navigating to the delivery location

Call the on-site contact or ezCater if you are running late or if in
need of any assistance

Connect with the on-site contact when you arrive to confirm that
everything has been delivered accurately

Provide delivery feedback and a photo of delivery setup as proof
of a job well done (photo w/ app only)

1 J Confidential material © 2026




Dispatch Delivery

What is Dispatch?

Nationwide network of reliable
delivery partners able to handle
delivery for you

Deliver orders up to 20 miles away
(most metros)

Automatically provides delivery
tracking to customers

Our partners include:
o Elmas Enterprises, Dlivrd, Zifty,
Falcon Express, Senpex and
more

‘5 Confidential material © 2026

How does it work?

Delivery partner is assigned to an
order

We tell you who the partner is and
what time they’ll be on-site for
pickup

Hand over the order to the driver in
full and on-time

We handle all delivery driver and
customer communications

Customer tips bypass restaurant and
go to delivery partner



Dispatch On-Demand

How it Works: Pricing & Payment

Request a driver up to 90 minutes before

delivery for any orders < 20 miles away Customer pays you your established delivery

fee

Delivery partner will be assigned and order We charge you the Dispatch fee
will be updated with pickup time o  Order subtotal up to $300: $30 flat fee

o  Order subtotal > $300: 10% of subtotal

You prepare and package the order by the You are responsible for any difference
specified pickup time between customer’s delivery fee and

Dispatch fee

Confirm the full order with the driver and

X X Customer tips pass-through to delivery
ensure they have everything before leaving

partner

Track the delivery in your Partner Portal No signup or monthly fee to request

- Confidential material © 2026




Automatic Dispatch

Customer places an order and we
automatically match a delivery partner

When you receive the order you'll see which partner is
assigned and the scheduled pickup time

Prepare and package the order by the
specified pickup time

Confirm the full order with the driver and
ensure they have everything before leaving

‘ Track the delivery in your Partner Portal

G Confidential material © 2026
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Automatic Dispatch Pricing

Definitions:

Delivery Fee
Fee paid by the customer, to the restaurant

Dispatch Fee
10% of the food subtotal, with a minimum of
$30.

Delivery Commission

Delivery fees are subject to commission
based on the order source (ie. Marketplace is
15%).

Effective Cost

Dispatch fee always = customer delivery fee.
Therefore effective cost = commission rate x
delivery fee.

o

Example Marketplace order

When using Dispatch for all your orders, we match the customer-facing
delivery fee to the cost of Dispatch

Food Subtotal $200.00
Delivery Fee
(Paid by your customer) +$30.00
Dispatch Fee -$30.00
(Paid by you to ezCater)
Delivery Commission -$4.50
(15% for Marketplace)
Effective cost paid for -$4.50
Dispatch

The Dispatch cost is always 10% of food subtotal (minimum $30)
** All customer tips are passed directly to the delivery partner **

29



Tracking Dispatch Delivery ﬁ@ @
SN

Real-time GPS tracking: Y 4

ﬁ Live Delivery Tracking

//
Carmen has delivered your order y 4 4 ,//////"
e Available through your portal y 4 y 4
3 3 . 5 he b o ‘ / y /// //
starting 15 minutes before pickup Defvered v 4 y 4
t i me DELIVERED AT: /"/‘/ / y CSM Hospital
12:43 PM CDT Y 4 y 4
/// // y
e  Track your driver until the delivery is 4
.a armen 4 &
complete ¢ y
RESTAURANT DESTINATION //’// Potbe"y s‘nd“/’/l/ch shop
. . Potbelly Sandwich CSM Hospital y 4
e Access via the order details page or Shop 2301 NLake r & y 4
. . . 22.39 N Prospect Ave Milwaukee, WI 53211 // y /
in the Deliveries tab Miwaukee, WI53202 4 &
) 4 V 4
& y
DROPOFF INSTRUCTIONS: // // / <>
meet at main entrance off of Lake Dr. ,// Terms  Report
a How did delivery tracking work? Let ezCater know. © 2025, ezCater Inc.

haiag e (@) ‘
¢ Bv:  Thisorder has live delivery tracking V/ U
ﬁ Confidential material © 2026 )4 30
-\



Dispatch Best Practices

e Double check the pickup time on the day of the order

e Utilize the order printout as a checklist to ensure accuracy
e Set pick-up instructions in your Settings tab

e Confirm order number with the delivery driver

e Do not provide drivers with any equipment you want
returned

e Call us immediately if you need support: 1-800-488-1803

e Review Best Practices Article in Help Center



https://catering.ezcater.io/en/articles/14037534-dispatch-best-practices

Financials



Selling Fees & Payout

Commission:

e  15% Marketplace | 7% Online Ordering
Payment Transaction Fee:

e 299%

Payments sent weekly on
Tuesdays via ACH direct deposit

Billing cycle: Monday-Sunday

ﬁ Confidential material © 2026

Example Order

Food and beverage total Subtotal $443.74
Customer facing delivery fee set by location Delivery Fee $44.37
Sales tax paid by customer 7.35% Sales Tax $35.88
Sales tax remitted in certain states  ggjes Tax Remitted by ezCater -$35.88
Click to learn more about Tip $88.75
tax remittance
Total $576.86
2.99% (subtotal + delivery + tax) Payment Transaction Fee -$14.41
(subtotal + delivery fee) Commission -$73.22
Caterer Total Due $489.23
33


https://www.ezcater.com/company/tax-remittance/

Partner Portal




Training Recap

Reliability is the key to success

Be responsive

Keep your team informed

Provide delivery tracking on every order
Be punctual

Monitor your metrics and performance

| J Confidential material © 2026
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Contact Info

Live order support:

e (800)488-1803
e support@ezcater.com
e Chat in the Partner Portal

Account/payment support:

e partnersuccess@ezcater.com
Menus & Photos:

° menus@ezcater.com

e photos@ezcater.com

Dispatch:

e delivery@ezcater.com

Partner Operations:

e partner-ops@ezcater.com
Onboarding:

e onboarding@ezcater.com
API support:

e api_support@ezcater.com

Taxes:

e taxteam@ezcater.com
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