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Welcome to ezCater! 

Solutions to help you grow and manage 
your catering business from customer 
acquisition through professional, 
reliable delivery. 
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Growth Solutions
Marketplace ezOrdering

Our online platform designed 
specifically for business catering that 

connects you with high-value 
corporate customers for meetings, 

events, and employee meals.

A branded ordering experience on 
your website for your customers to 

place catering orders using a 
white-label version of our software.  
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ezCater Marketplace  

Powerful marketing channel helping you 
tap into a large and growing market  

Large incremental orders (Avg. $420) 
from customers that order frequently

  70% of orders delivered before 12 PM 
local time Scan or click here to 

learn more!

https://ezcater.wistia.com/medias/nlo0uush70
https://ezcater.wistia.com/medias/nlo0uush70
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ezOrdering
Seamless catering ordering for customers 
directly through your website for a 
reduced commission

Create promotions to offer customers 
discounts when ordering through your 
site

  

Fully supported by our 5-star award 
winning customer service team

Access to customer information for 
marketing and promotional purposes 

Scan or click here to 
learn more!

https://ezcater.wistia.com/medias/ys2sxtghvk
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ezManage 
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What is 
ezManage?
ezManage is 
homebase for all 
things ezCater. 
Manage your orders, 
user accounts and 
settings all in one 
place

Login to ezManage
● ezmanage.ezcater.com
● iOs app

https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
http://ezmanage.ezcater.com
https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
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Navigating ezManage
ezCater Orders
● View, manage and accept new orders
● Review completed orders 
● Keep tabs on cancellations and rejections
● Create order reports (completed/rejected tab) 

Delivery 
● Check delivery status on current orders
● Assign/change drivers on orders 
● Create new delivery drivers 
● Set preference for previously used ezDispatch 

partners
● Create reports for driver performance and tip 

allocation



Confidential material © 2025 10

Navigating ezManage

Business Insights 
● View your store’s performance against our 

Operational Metrics 
● Check your current eligibility for Reliability 

Rockstar 
● See what ezCater customers are saying about 

their orders from you

Engage Customers
● Opt-in to marketing programs to increase 

your business’ visibility
● Create promotions for customers that order 

directly through your website using 
ezOrdering 

https://catering.ezcater.com/en/help/operational-metrics
https://catering.ezcater.com/en/help/what-is-the-reliability-rockstar-program
https://catering.ezcater.com/en/help/what-is-the-reliability-rockstar-program
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Navigating ezManage

Manage account 
● View processed payments to your restaurants
● Submit menu updates and pricing changes 
● Update your settings and parameters to help 

you stay reliable
● Provide ezManage access to your team 

members 

Support resources 
● Touch base with our 5-star Customer Service 

team anytime you need order assistance:
○ Phone, chat or email 

● Access training videos on everything you need 
to know about ezManage and more
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Navigating the iOS app 
The To Do section allows you to view all 
your actionable tasks and accept orders 
with the click of a button.

the Orders tab allows you to view your 
entire catering operation. Use the drop 
down menu to sort through your orders.

The Store settings tab allows you to view 
and edit all your stores settings and 
parameters, update marketing programs, 
and view your reviews.

The Account tab allows you to view your 
account settings, update your notifications 
and view your payments.

Open your iphone Control Panel and click 
on ezManage to edit your notification and 
banner preferences. We recommend turning 
on sounds, and setting your banner style to 
persistent to ensure you never miss an 
order.  

1

2

3

5

4

1 2 3 4

5
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Reliability & 
Best Practices
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Why Reliability?  

How ezCater defines reliability:
We define a reliable order as one that is delivered on time, in full, and 
exactly as expected by our customer. 

What it means to our customers: 
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. 

https://catering.ezcater.com/en/help/operational-metrics
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Operational 
Metrics



Confidential material © 2024 16* = Falling below operational standards could lead to your store being paused  

Goal Calculation

Rejection Rate* < 0.5% Rejected Orders / total orders 

Cancellation 
Rate* 0% Cancelled orders / total orders 

On-Time Delivery* 
(self-delivery) > 95% % of orders delivered within the delivery window 

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

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

Delivery Tracking > 99% % of orders where a driver is assigned and status updates are 
recorded

On-Time 
Acceptance 100% % of orders accepted within the first 15 minutes (during 

operating hours)

Star Rating > 4.8 stars Average order rating from customer reviews

Operational Metrics
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Operational Metrics Tab
In ezManage 

See where you’re 
doing well and 

anywhere you need 
to improve to help 

you get more orders

BONUS! Access our 
Partner Learning Lab in 
this section

https://ezcater-hub-2.workramp.io/pages/partner-learning-lab-home
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Operational Accountability 
Metrics that matter for satisfaction and success

ezCater’s Operational Accountability program 
ensures our partners meet performance 
standards -  delivering a consistently 
exceptional experience for our customers on 
every order.

We maintain operational accountability 
through specific standards for cancellations, 
rejections, on-time performance and food 
readiness.  Locations that fall below these 
standards will be paused on our Marketplace 

*Metrics are measured on a 90-day rolling basis*
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Metrics for Accountability

● Rejections and Cancellations are 
the two biggest pain points our 
customers can face 

● Rejection = an order turned away 
instead of being accepted 

● Cancellation = an order first 
accepted and then cancelled prior 
to the delivery/pickup time

● Customer cancellations do not 
affect this metric
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● Applies to orders where ezDispatch 
handles delivery

● Have food ready at specified pickup 
time 

● Utilize Food Ready for Pickup tool to 
ensure accuracy 

● Applies to you if you deliver yourself 
(and takeout orders)

● ezDispatch orders do not affect this 
metric 

● Orders are considered on-time if 
delivered within the delivery window 

Metrics for Accountability 

https://catering.ezcater.com/en/help/food-ready-for-pickup
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Reliability Rockstar
The Reliability Rockstar program celebrates and highlights the most reliable and high-performing caterers

What you’ll get:
● Increased visibility in search 

results
● Reliability Rockstar badge 

(as shown above) 
● Appear in search filter for 

Reliability Rockstars 
ALERT! Read here about changes coming to 
the Reliability Rockstar program 

https://catering.ezcater.com/en/help/coming-soon
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Accepting 
Orders
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Order notifications
Text & Email iOS Push Notifications

Orders will be sent to ezManage as soon as the customer places their catering order. Please accept the 
order within 15-minutes to receive a boost in the search rankings, and avoid our automated phone calls.
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Accept the Order (web-browser)
Action Needed Order Details
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Accept the Order (iOS app)

Click here to download

Check out this article for a 
walkthrough on accepting 

orders in the app

https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
https://catering.ezcater.com/en/help/how-do-i-accept-orders-on-the-ios-app
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Order Details View

1
2

3 4

1. Accept the Order

2. Print or download 
the Order 

3. Assign a Driver or 
Request 
ezDispatch

4. Send a message 
to the customer 
for questions or 
modifications

Take Action
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Order Re-confirmation
ezCater orders are typically placed in advance, sometimes 
weeks or even months ahead of time.  That’s why we 
double check to make sure that everything is good to go 
for the next day.  

Action Needed

Re-confirmation notes:
● Re-confirmation tasks will appear 24 hours before 

delivery time.  
● Click “Reconfirm” on the task card (shown right) or 

when viewing the order details page
● If orders are not reconfirmed, our automated phone 

calls will reach out starting 4 hours before delivery
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Delivery 
Solutions
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Available Solutions
Your options for managing delivery on your ezCater orders 

Delivery Management Delivery IntegrationezDispatch

Manage deliveries with 
your own drivers by 

providing them tools to 
view order/delivery 

information and send 
updates to customers

Use our trusted delivery 
partners to handle 

delivery for you.  Three 
options available to 

help you optimize your 
operations

Integrate your existing 
delivery management 
system to ezCater with 
our Public Delivery API
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Customers want delivery tracking

Would like to have delivery 
tracking updates for all of 

their catering orders

Feel more confident when placing 
an order knowing they’ll get 

delivery tracking updates

Feel less stress when 
delivery tracking 

updates are available

SURVEY  DATA

95% 96% 91%

http://ezcater.com/insights
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65%
Prioritize on-time 
arrival or arrival 
within 15 minutes 
before the event time

ORDERERS HIGHLY PRIORITIZE RELIABILITY 
& TRANSPARENCY FOR DELIVERY

SURVEY  DATA

http://ezcater.com/insights
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Delivery 
Management
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Delivery Management 

● Mobile app (iOS & Android) or web 
browser access to manage deliveries 

● Track when order has left store and 
when delivery has been completed

● Order and delivery details including 
one-touch navigation and on-site 
contact information

● Ability to call customer from a 
masked phone number 

● Option to provide photo of delivery 
setup (app only) 

Tools for your drivers Tools for you

● Self-service training and 
onboarding portal to easily train 
your drivers

● Ability to manage your in-house 
drivers and assign them to deliver 
your ezCater orders

● Track driver performance with 
timestamps, driver feedback and 
photos.

● Create reports for tip allocation
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Assign a Driver 

In delivery 
section of order 

details

Upon accepting 
the order

Deliveries Tab
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Assign a Driver 
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Driver scans QR code to self-assign

Driver enters their info to 
self-assign

Driver follows provided link

Assign a Driver - Printout 
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Once assigned to an order, the 
driver receives a text alert

Driver follows the 
link to manage the 

order

1

2

Assign a Driver 
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Then driver will have access to 
one-touch navigation, the ability to 
call customer from a masked phone 

number and contact us for assistance

Driver can view the delivery 
address and order details and 

select “I’m on my way” when they 
begin delivery

After selecting “Delivery is done” 
drivers can provide feedback on this 

screen

1 2 3

Driver Workflow
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Download the app on apple 
app store or google play 

store

Driver has access to 
order details, one touch 

navigation, delivery 
contact name and 
phone number and 

delivery instructions

Real-time delivery 
updates are sent to the 
customer - once driver 
starts the delivery and 

when they complete 
the delivery

Drivers can provide 
setup photos once the 

order has been 
delivered successfully

ezManage - Delivery App



Confidential material © 2024 40

Delivery Driver Notifications
● Driver is assigned to an order

 

● 8:00 AM day-of scheduled deliveries 

● Reminder to start delivery 10 min prior to customer 

event time

● Reminder to update delivery 5 min after customer 

event time
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Tracking Deliveries
Deliveries Tab in ezManage 
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Manage Drivers

1

2

1. Add new drivers 
to your fleet

2. Edit existing 
drivers 

Drivers Tab
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Driver Reporting

1. Choose report 
parameters
 

2. View report 

3. Export data to 
spreadsheet

Reporting Tab
1

2 3
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ezDispatch 
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ezDispatch Delivery
What is ezDispatch? How does it work?

● 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:  
○ Elmas Enterprises, Dlivrd, 

Deliver That, Zifty, Falcon 
Express, and more

● 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 delivery and all customer 
communications 

● Gratuities are passed directly to delivery 
partner

● Check out our ezDispatch Best Practices! 

https://catering.ezcater.com/en/help/ezdispatch-best-practices
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ezDispatch: 
Delivery you can trust

Delivery partners you can trust

● ezDispatch works with the best partners to 
provide exceptional customer service from 
pickup to drop off. 

● Our delivery partners provide time-stamped 
delivery updates for both you and the customers.

Once the delivery is handed off to the driver, 
ezCater manages the entire delivery process, 
including issue resolution.

We’ve got you covered

Through feedback, we’ve tightened up our model to prevent 
early deliveries, excessive buffer times, and late deliveries. 

Reliable, on-time deliveries

All driver-related fulfillment issues are communicated back 
to our delivery partners and trends are tracked to 
continuously improve their ezDispatch performance. 

Support & communication

Weekly adjustments to partner volume are made based on 
metro-specific performance to ensure orders are picked up 
and delivered with the highest reliability. 

Routing choice & accountability
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ezDispatch Options

On-Demand ConfigurableAutomatic

Request a driver when 
you can’t deliver 

yourself on any orders 
under 20 miles away.  

Available up to 90 
minutes before delivery

Have a driver 
automatically assigned 
to every ezCater order 

so you can focus on 
what you do best - 

making amazing food

Have a driver assigned 
automatically for any 
orders under a certain 

lead time to remove the 
stress of last minute 

orders 

Leveraging our third-party partners for delivery 
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ezDispatch On-Demand
How it works:

Request a driver up to 90 minutes before 
the delivery time for any orders up to 20 
miles away 

Pricing & Payment

Delivery partner will be assigned and 
order will be updated with pickup time

Prepare and package the order by the 
specified pickup time

Mark the order “Ready for Pickup”

Confirm the 6-digit order number with 
the driver and hand it off for delivery 

● Customer pays you your established delivery 
fee 

● We charge you the ezDispatch fee
○ Order subtotal up to $300:  $30 flat fee
○ Order subtotal > $300:  10% of subtotal

 
● You are responsible for any difference 

between customer’s delivery fee and 
ezDispatch fee

● Customer tips pass-through to delivery 
partner  

● No signup or monthly fee to request 
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Automatic ezDispatch
How it works:

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

Mark the order “Ready for Pickup”

Confirm the 6-digit order number with 
the driver and hand it off for delivery 
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Automatic ezDispatch Pricing
Example Marketplace order

+$25.00

-$3.75

-$30.00

+$25.00

-$3.75

-$40.00

$300.00 $400.00
+$30.00

-$30.00

$200.00    Food Subtotal

-$4.50

Effective cost paid for 
ezDispatch

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

Delivery Commission                 
(15% for Marketplace)

           Delivery Fee
   (Paid by your customer)

The ezDispatch cost is always 10% of food subtotal (minimum $30)

-$4.50

         ezDispatch Fee
   (Paid by you to ezCater)

Delivery Fee
Fee paid by the customer, to the 
restaurant 

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

Definitions:

** All customer tips are passed directly to the delivery partner **
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Configurable ezDispatch

You can now configure automatic 
ezDispatch for any orders under a specific 
lead time.  

Example configuration: Any orders placed 
less than 8 hours in advance will use 
ezDispatch for delivery.   

Reach out to Partner Success to set up 
your configurable setting:  
partnersuccess@ezcater.com

mailto:partnersuccess@ezcater.com
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Food Ready for Pickup Tool

Mark ezDispatch orders “ready for 
pickup” and advise how many 
packaged items the driver can 
expect  

What is it? Why Use it? 
● Increase transparency & reduce disputes
● Faster hand-offs, fewer delays
● Better financial & operational control

How to Use it

1
2 Scan QR Code in popup or on order printout 

3 Complete the mobile workflow 
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Tracking ezDispatch Deliveries 
View real-time GPS tracking of 

your driver on ezDispatch orders:

● On order details page or in Deliveries 

tab.

● Starting 15 minutes before pickup 

time, through fulfillment to the 

customer

Click the link to access live 
tracking 

Caterer
Sample Caterer
123 Sample Way
Sampleton, XX 12345

Sample Business
456 Sample Road
Sampleton, XX 12345 
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Delivery 
Integration
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Delivery Public API 

What is it?
● Use our Public API to connect your Delivery 

Management System (DMS) with ezCater 

● Bi-directional syncing:  receive order data and 
share delivery tracking/status updates with 
ezCater 

● Give ezCater customers real-time updates 
regarding their delivery orders 

● Keep ezCater support in the loop so they can 
best assist you and customers 
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How to Integrate

1

2

3

4

5

6

Create a technical user

Generate your API token

Connect to Public API

Configure event subscriptions

Sync delivery events and tracking

Test and go live Read this article for a full walkthrough 

https://catering.ezcater.com/en/help/integrating-with-the-delivery-public-api
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Account 
Management
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Financials 
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Selling Fees & Payment  

  

Example Order

 (subtotal + delivery fee)

2.99% (subtotal + delivery + tax)

Food and beverage total

Customer facing delivery fee set by location

Sales tax paid by customer

Sales tax remitted in certain states

Payment Transaction Fee

Commission:  
● 15% Marketplace | 7% ezOrdering

Payment Transaction Fee:  
● 2.99% 

Payments sent weekly on 
Tuesdays via ACH direct deposit

Billing cycle:  Monday-Sunday

Click to learn more 
about tax remittance

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

● View previously processed 
payments

● Each location receives a separate 
payment

● Click into each payment for a full 
breakdown and a list of orders from 
the billing cycle 

Financials Tab
Payment Breakdown

Open payment details 

Hover over for 
calculation
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Creating Order Reports 

Create Payment Order 
Report when viewing a 
payment in Financials 

tab

Create Order Reports 
via 

Completed/Rejected 
tabs

Watch this video to see how to view payments in your ezManage!  

Click here to 
download a 

sample report

https://fast.wistia.net/embed/channel/wv4mfouuk0?wchannelid=wv4mfouuk0&wmediaid=jo0956hbi8
https://1703639.fs1.hubspotusercontent-na1.net/hubfs/1703639/Solutions%20enablement/Example%20Payment%20Report%20(3).xlsx
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Account 
Updates 
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Menu Updates 
Menus Tab

● Submit menu updates and pricing 
changes using the available form

● View your live menu  
● Submit photo updates for your menu 

items 

Menu Support
● Email our menus team: 

menus@ezcater.com 
● Check out our Menu Onboarding 

Guide 

Please be sure to include your store information, request details 
(including serving sizes & prices), and a link or PDF of your 

menu

mailto:menus@ezcater.com
https://catering.ezcater.com/en/help/ezcater-menu-onboarding-guide
https://catering.ezcater.com/en/help/ezcater-menu-onboarding-guide
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Settings Updates 
Store Settings

Click to edit your 
setting

Request updates via account update form 

Account 

● Email our Partner Success 
team:  
partnersuccess@ezcater.com

Additional Support 

● Reset password
● Update contact info
● Set notification preference

Users & Permissions 
● Create/deactivate users
● Set permissions/privileges
● Set notification preference  

https://ezcaterforms.formstack.com/forms/ezmanage_account_updates
mailto:partnersuccess@ezcater.com
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Settings Updates (iOS)

1

2

3
1

2

3
Click Store tab to open Settings 

Select an icon to edit menu, 
view reviews, update Preferred 
Partner/ezRewards, and more

Scroll down on Settings menu to 
update store hours, 
temporary/holiday closures 
and lead time
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Recommended Settings
Users & Notifications: 
● Provide ezManage access to anyone 

responsible for managing orders.  
● Ensure that notifications are turned 

on for text/email for each user 

Lead Time:  
● 12-24 hours
● Choose day before cutoff time 

instead of # of hours from delivery 
to avoid late night orders for next 
day.   

Store Hours: 
● Opening delivery time no later than 

11 AM

Capacity Limit:  
● Set a limit for how many orders you 

can handle in a day
● Recommended:  3 orders per day

Delivery Fee: 
● ezCater average delivery fee is 10% 

of subtotal 
● Match ezDispatch fee to cover your 

costs when requesting help with 
delivery

Order Minimum: 
● $50-$75 (no minimum for takeout) 

Delivery Radius: 
● Recommended:  10-15 miles 
● Specific to store and metro 

Temporary/Holiday Closures: 
● Set a closure when you’re not available 

to avoid rejections/cancellations 
● Set yourself open/closed for annual 

holidays
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Marketing 
Tools
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Preferred Partner Program

● Must have > 4.0 star rating to qualify 

● Bid 2-20% of order subtotal to boost your 
ranking in the marketplace

● Higher ranking = more visibility = more orders 

● Use the estimator tool to see where your 
location lands in the search for specific 
delivery addresses 

● Goal should be visibility on first page of 
search results (first 36 results) 

Estimator Tool
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ezRewards
Loyalty points that customers earn when placing orders and submitting reviews.  
These points can be redeemed for $ towards future orders or can be cashed out 
for Amazon® gift cards. 

● All catering partners are eligible to enroll in the program

● Additional spend per order of 2-5% (based on subtotal) will provide a 2-5x 
multiplier on ezRewards for the customer, making it a great incentive to 
order from you!

● Get a banner on your search results showing the bonus ezRewards you’re 
offering

● Show up when customers use the ezRewards filter in the Marketplace

ezCater Order Credit

Amazon Gift Cards

How Customers 
Redeem



Confidential material © 2024 70

Support & 
Resources
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Self-Service Order Requests
Connect with customers to ask questions or request modifications 

1 2 3

1. Create a Request by clicking the button on the Order Details page
2. Select a topic from the drop down menu to message the customer
3. Fill out the form and preview your message before sending 

How to submit: 
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24/7 Support 
Our Customer Service team is available every minute of the day via 
phone, chat and email  

24/7 Support in ezManage

Click here to access our Help 
Center

https://catering.ezcater.com/en/help
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Additional Resources 
Resources 

Contact 

Signup for a free Training Webinar
Download our Catering Insights Report
Catering Partner Help Center
Training Video Library
Partner Learning Lab (ezManage access required) 
Sign in to ezManage 
Download ezManage iOS app

Order Support:  (800) 488-1803 or support@ezcater.com
Account/Payments:  partnersuccess@ezcater.com
Menus:  menus@ezcater.com
Photos:  photos@ezcater.com
ezDispatch:  delivery@ezcater.com
API support:  api_support@ezcater.com 

https://ezcater.zoom.us/webinar/register/WN_sDG9xE3kTKyaPzZcQ225ng#/registration
https://www.ezcater.com/company/lp/catering-insights-report/
https://catering.ezcater.com/en/help
https://fast.wistia.net/embed/channel/wv4mfouuk0
https://ezcater-hub-2.workramp.io/pages/partner-learning-lab-home
http://ezmanage.ezcater.com
https://apps.apple.com/us/app/ezmanage-catering-management/id1439463312
mailto:support@ezcater.com
mailto:partnersuccess@ezcater.com
mailto:menus@ezcater.com
mailto:photos@ezcater.com
mailto:delivery@ezcater.com
mailto:api_support@ezcater.com
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Thank you!
If you have any questions please reach out to partnersuccess@ezcater.com 

mailto:partnersuccess@ezcater.com

