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Let’s Get
' Started

Welcome aboard, merchant-partner!

We're excited to have you on board as a
GrabMerchant. This handbook will serve as a guide
to all things about Grab, and we're here to help
you kick-start your journey!

We can’t wait to work with you!




Download the
GrabMerchant App

To start your journey with Grab, download the GrabMerchant
app. Please use an Android device (smartphone, tablet, etc.)
then follow the steps below:

@ Stept
Open the Google Play Store app

() Step 2
Gr@"@) Search for 'GrabMerchant'.
Merchant

) Step 3

Click on 'Install'.

® Step 4

Once successfully installed, the
GrabMerchant app will appear
on your device’s home page.

Step 5
Open the GrabMerchant app and log in

Please note that the GrabMerchant app is available for Android
devices only.

6 | GRABMERCHANT HANDBOOK



Setting Up the Device

To set up your GrabMerchant console, follow these steps:

Groo

Grab Device

Step 1

Press the power button

on the right side of the device
to turn it on.

Step 2
Connect to Wi-Fi or
mobile data.

Step 3
Set up the built-in printer.

Step 4
Charge the battery.

android

Own Device

Step 1
Press the power button to
turn the device on.

Step 2
Connect to Wi-Fi or

mobile data.

Step 3
Charge the battery.

GRABMERCHANT HANDBOOK | 7



Steps to Logging in to
the GrabMerchant App

To log in to the GrabMerchant app, follow these steps:

Groo

Grab Device Own Device

Step 1
Tap on the ‘GrabMerchant’ app to open it.

Step 2
After opening the app, tap on the ‘Log in’ button.

If you have forgotten your login information,
please contact us through:

‘O grb.to/cantlogin
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Logging In
Using the Grab Device

To log in to the GrabMerchant app,

Groo Grod

< Help < Help
Login Set password
. Set a different password from your other accounts.
store owner
Entar password
,,,,,,,, GrabMex2021 °
3293 °
Make sure your password contain a least
o
@ 1rumer
Entr password again
GrabMex2021| °
Log In
or
@ Log In with Phone
Set New Password

Grab Device

Step 3
Type in your store’s username and the given temporary
password from the email we sent.

Step 4
Tap on the ‘Log in’ button on the home screen

Step 5
Tap on the ‘Set New Password’ button once you have typed in
your new permanent login information.
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Logging In
Using Your Own Device

To log in to the GrabMerchant app, follow these steps:

GrabMerchant X Philippines v

b

Own Device

Step 1
Tap on the ‘GrabMerchant’ app to open it.

Step 2
After opening the app, tap on the ‘Log in’ button.

If you have forgotten your login information,
please contact us through:

‘O grb.to/cantlogin
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Logging In
Using Your Own Device

< Help
Login Set password
GrabMex2021 o

293 ©

000:

GrabMex2021|

Own Device

Step 3
Type in your store’s username and the given temporary
password from the email we sent.

Step 4
Tap on the ‘Log in’ button on the home screen

Step 5

Tap on the ‘Set New Password’ button once you have typed in
your new permanent login information.
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Login Credentials -
Email Sample

Here’s a sample of the email you'll receive about your login
credentials. Please read all relevant information carefully. These
will be important in completing your GrabMerchant onboarding.

GrabMerchant

You've been invited to GrabMerchant!

Hello AOSupport_Test,

Grab has invited some of your colleagues to use GrabMerchant.

With a GrabMerchant account, they'll be able to access GrabFood on App or Portal.

To get started, they can log in to their accounts using the respective details:

Temporary Password

Store Role & Access
(Expires on 31 Jan)

Username

Please make sure your users log in within 5 days.

If they don't, their password will exnire and vou'll need to request a new one. We'll send a new
temporary password to ftt.c

Log in to GrabMerchant
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Be Updated, Partners!

Tap and get
notified!

Grao

You’re sure to get the most out of your GrabMerchant experience
by keeping up with our VERIFIED communication channels. Be
the first to know whenever we have new products, campaigns
and more!

Get ALL the benefits of being a GrabMerchant:

. Exclusive merchant campaigns and promos that
* . . .
a you can join to grow your business

Latest updates about the products and features of the
¢ GrabMerchant App and the GrabMerchant Portal

o Special offers from Grab and
other partner brands
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Easily Manage and Choose Your

Preferred Channels

Complete the setup process with just a few taps on
the GrabMerchant app. Follow the steps below to get

started!

& communications

1. Tap on ‘Account’ and

choose ‘Communications’.
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Marketing ~
I would like to be contacted for customised products or services

(based on my profile from time to time) and be engaged for

marketing purposes via:

Push Notification ‘
Email ‘
SMs @
Grab surveys &
Receive invitations to participate in Grab research.

Push Notification - -
Email ‘
sMs C )

2. Click on the drop-down
arrow to view different
channel options.

3. Switch the toggles on to
receive notifications through
your preferred channels.



View Your
Different Stores

*2,350000 e
il

Easily switch between your stores

You can now quickly and easily switch
between all your stores. Set your default
store for quick access.

Set Default Store

Once you open
your account, you
can set the
default store for
your account.

Metro Supermarket - Market! Market! (Grab
O r283K

O [Ovislestoday  Totalsales yesterday

»28.3K P5TK

22 orders

2 B ©® a

Orders Catalogue Promotions Employees

N g F

Insights Feedback Academy

What's new
#, O & ga
oo
Home Payment Inbox Account

Click the module
on top that
displays the
name of the

store.

& Select your store

Search for store name Q
Select city v © Accepting orders
Cebu

Metro Supermarket - Ayala Center
Cebu (GrabMart)

Ayala Center Cebu, 176 Archbishop Reyes
Avenue, Cebu City, Cebu, Cebu City, 6000

O Metro Supermarket - Banilad
(GrabMart)

AS Fortuna Street, Corner Hernan Cortez
Street, Banilad, Mandaue City, Cebu, Mandaue,
6014

O Metro Supermarket - Colon (GrabMart)

Colon Juan Luna Street, Santo Nino, Cebu City,
Cebu City, 6000

O Metro Supermarket - Lapu Lapu
(GrabMart)

A new page will
open where you
can view details
about each one
of your stores.
You'll also be
able to see
which stores are
active/inactive.
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Home Screen
Management:
Owner’s View

Merchant Wallet Balance

Total Sales

= 52!
The Breakfast
£RrP10.000.000 > <
Today's highlights 112
Total sales today "
PO <« =
'—) Quality score - /100 pts
0 orde
[ ] .
& = LS
Orders Menu Store Marketing
=
[} N & =4
Employees Insights Feedback Academy
i 2
Express Loans
Explore
"
¢ 9
| — £l crob @
& =Y 1 Merchant g
il
f B & oo
oo
Home Payment Inbox Account
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App Features

Featured Content



Home Screen:
App Features

Orders

Menu

fe

Store

-

Marketing

2

Employees

N

Insights

Ej

Feedback

=4

Academy

i

Express

View and manage incoming GrabFood orders.

Manage and edit your GrabFood menu.

Can view the Merchant’s store information.

Incentivise customers to complete their order by
offering attractive discounts.

Manage securely your team’s access to
different features and business data.

Get actionable insights into your business performance
and customer behaviour.

You can check here the feedbacks coming from your
customers who ordered thru the App.

Get access to educational content on how to use
GrabMerchant and run a business successfully.

Book and manage extra deliveries on this app.
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Home Screen:
Orders Tab ( 2)

Orders

To start receiving orders

Q O @26% 1421

< Orders

Preparing  Ready  Upcoming

&

No New Orders for Now

New orders will be auto accepted. Review
the orders as soon as you can!

Tap on the store
status button to
change the status
from ‘Paused’ to
‘Normal’.

History

Q O Eo27% 1422

Set store status
® Normal °

@ Busy
Need more time to prepare

@ Paused
Temporarily stop incoming orders

NORMAL MODE

You have things under
control. You are able to
handle orders on time,

e.g. when it’s off peak hours
or when it's a normal days

BUSY MODE

Things are a little hectic.
You need a bit more time to
prepare orders, e.g. lunch
or dinner hours, or when it's
peak season.

PAUSED MODE

Too many orders coming in.
You can’t accommodate
new orders presently, e.g.
when there’s a special
occasion or there’s an

ongoing promo you need to

attend to.
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Q O W99% 21:43

History

< Orders

Preparing Ready Upcoming

Open tomorrow, 01 Oct at 09:00

CLOSED MODE
The store is not
currently open, e.g.
when it’s closed
because it’s
off-business hours.



Different Types
of Orders

®© 06 6 6 o6 ©

{ Orders

Preparing Ready

Normal -

Upcoming History

GF-123
5 items for Nancy
10 mins until driver arrives

5:15 PM

GF -123T
5 items for Nancy
10 mins until driver arrives

GF - 123F
5 items for Nancy
10 mins until driver arrives

5:15 PM

GF - 123M
5 items for Nancy
10 mins until driver arrives

5:15 PM

7 Tables

GF - 123D
3 items for Nancy

- Tables

GF - 123MD
3 items for Nancy
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1. Delivery Orders
° This is the basic type of delivery order.

2. Self Pick-up order
° This order type allows a customer to order through the
app and to pick up the order from the store. The short
order number ends with ‘T".

3. Scheduled Order
° This order type allows a customer to schedule orders
in advance. The short order number ends with ‘F’.

4. Mix and Match Delivery Order
° This order type allows a customer to order from
multiple stores while paying just one delivery fee for all
orders. The short order number ends with ‘M’.

5. Scan to Order/Dine-in Order
° This order type allows a customer to order through the
app via QR code when opting for a dine-in setup. The
short order number ends with ‘D’.

6. Mix and Match Dine-in Order
° This order type allows a customer to order through the
app via QR code when opting for a dine-in setup. The
customer can order from multiple stores with just one
QR code. The short order number ends with ‘MD’.
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Parts of an Order Ticket

Short order number

l

GF-123F Scheduled

Estimated
Nu.mber Of — | “items for Nancy — time until
items . o ) driver-partner
15 mins until driver arrives A
arrives
Driver
Rider’s ~3 Driver-partner
A Alex Wang D P
name —* &) °© % < contact number
Booking ID — | Booking ID ADR-0907351-3-1927 [\
Driver-partner’s
Order Summary current location
Customer's —| Nancy &) |<«— Customer’s
name contact number
/ 1x Italian Chopped Salad 80.00 \
1x Iced Latte 60.00
Customer’s
order < Choice of milk > Item price
Soy Milk 10.00
Size
\ Large 10.00 /
Subtotal £295.00
Includes Tax (£30.00)
Order Total £295.00 |<«—— Total order
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Packaging Procedure

When preparing an order for transport, follow these
procedures to avoid potential issues:

Signature
and Seal
GF#12345
Receipt and
short order
number
° After check out, please properly pack the order.

This helps avoid cross contamination and
spillage of any food or beverage items.

° Seal the packaging with tape, twine, or staple,
then sign over the seal with your signature. This

is to minimize the possibility of tampering.

° Tape the order slip and/or official receipt and
write the short order number on the packaging.
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Interacting with

Our Driver-Partners

V401230

GraboFood

Orders Normal v
GF-123

Now Upcoming History

Pickup at 14:30 Rizki Medan 5 mins
Placed at 14:15, Tue 27
2 items for Wilson + Scheduled il

2 items for Peter
1x Tom-Yummy 11.90 \g) Felix Hari 7 mins.
1x Quack Me Up 12.00

GF-124

5 items for Wang
Subtotal §$23.90
Includes Tax (S51.00)
Total 5$23.90 GF125

4items for Anh Chris

Note to customer: check order receipt in your
app for the final price. GF-126

Makisan - Cecil Court 1item for Muhamad

a 0O B =

Orders Menu Grabpay nbox More

Driver arrival time Shows ETA, means
is emphasized on that cashiers can
the receipt. triage orders

based on when the
driver arrives.

Dos

1. Greet them politely and ask 1
for the short order number of
the items to be collected

once they arrive at the store. 2.
2. Show them their respective

waiting area-while you

prepare the orders. 3.
3. Announce the short order

number with the
driver-partner’s first name.
(eg. GF-567 for Sir Toni,
GM-789 for Ma’am Tin)

V4N 1230

Orders Normal v

Now Upcoming History
@ Felix Hari Arrived
GF-124
5 items for Wang
GF-125
4 items for Anh Chris
GF-126
1item for Muhamad

Rizki Medan 3 mins.

GF-123

2items for Peter

a ) = =

Orders Menu GrabPay inbox More

Felix taps on “I've
arrived” button. The
orders group is
bumped to the top.

Don’ts

Ignore our
driver-partner.

Use rude or
inappropriate language
or gestures.

Keep them waiting
without giving them an
update regarding the
status of the order(s).
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Tracking Driver-Partner’s

Location

If the order is ready for pickup, you can check the location of

the assigned driver-partner.

< Order Details 000

GF-123
8items for Ryan

10 mins until driver arrives

Driver

&:)) Alex Wang @ @
Booking ID ADR-0907351-3-1927
Order Summary

Ryan @

Note from customer

Please add extra chilli sauce

< Track Driver on Map

Harmony In
Diversity Gallery

Fat Prince Kafée-
Bar-Kebab

5mins
Maxwell Chambe. .

m f:;’}j F4
QQ‘ 1}10 Dail\&@ut
RAIL CAFE

Blue Lotus -
Chinese Grill

Q Hakumai EW15

& AXA Tow
Novosol Pte §

Step 1: Tap on ‘Orders’ to see the order details.

Step 2: Tap on the specific order that’s ready for pickup.

Step 3: Tap on the location pin icon to track where the

driver-partner is.

Step 4: Tap on the call icon to get in touch with the

driver-partner.
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Store Pickup

Bring the order to the designated waiting area and
wait for the driver-partner.

< Order Details 000

GF-123

5items for Nancy

5 mins until driver arrives

Driver

aé Alex Wang ©@
Booking ID ADR-0907351-3-1927

Order Summary

Nancy Q

Please add extra chilli sauce

Step 1: When handling multiple orders, have at least one
staff member to oversee the handover of the orders.

Step 2: Ask the driver-partners to show their order details
then hand over the matching orders accordingly. Inform each
driver-partner, whether the order contains any frozen or cold
items.

Step 3: The driver-partner will inspect the package. If it fails
inspection, please fix the packaging.

Step 4: Assist driver-partners as needed when packing
ordered items into the bags.
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Handover Tips

For best experience, make sure that your store is easy to
locate for driver-partners.

1. Establish a parking area for driver-partners, one that is close
to the pickup location.

2. Set up signs to make it easier for driver-partner to locate
your store.

3. Please have the items ready by the time the drivers arrive.
4. It’s best practice to have a logbook where all driver-partners
can acknowledge that they were handed over the items in

good condition.

5. Lastly, proper communication with our driver-partners
should be maintained at all times.
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Payment Management

Transactions & Settlements

Payment El

Transactions Settlements

Thu, 30 Sep
From GrabExpress, Inc. +315.00
3:22PM
PAYMENT
From GrabExpress, Inc. +486.00
Fl' ns3pem
PAYMENT
From GrabExpress, Inc. +391.50
Il nisam
PAYMENT
From GrabExpress, Inc. +504.00
Fl' 10.06AM
PAYMENT
Tue, 28 Sep
From GrahFxnrecs Inc 1102 EN
A B = oo
oo
Home Payment Inbox Account

It will reflect here all the
success transactions for
every order.

Payment El

Transactions Settlements

Current Balance ()
£0.00

Wed, 29 Sep

Transfer to bank -193.50
125 AM

TRANSFER TO BANK

Tue, 28 Sep

Transfer to bank -1,989.00 -
12:46 AM

TRANSFER TO BANK

Mon, 27 Sep
Transfer to bank -670.50 -
115 AM
TRANSFER TO BANK

A = M &

Home Payment Inbox Account

You can check here all the
success payments that
Grab already transferred to
your Bank Account.
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Free Learning Tools
Provided by Grab

On GrabAcademy, you can access a variety of educational
materials on how to smoothly run your business. It also
offers different courses on how to manage your orders,

store profile, and so on.

< GrabAcademy

English ¥  Profile w
My Courses  Course Library

My Progress

i Courses 0 Courses
21 completed completed today

Learning Paths (4)

I%+

ol

‘ Productivty securty
PH GF Merchant PH All Merchants
Onboarding... Safety & Quality...
2% Complat: 11% Complete

&

1

PH All Merchants:

PH Food Safety
Marketing & Sto... Webinars

33% Complete 0% Complete

(Operations, Insights, and Finar

@ All about the GrabMerchant

Dvéal

< GrabAcademy

English w  Profile v

& Back to My Courses

PH GF Merchant Onboarding Training

6 Courses | 14 Lessons 67% Complete

v PH Order Management

Manage Orders
Understand

your financial
reports a
100% Complete

& Resolve common order
issues

= =
==
_— L

Exe]

50% Complete

v PH Store Profile

Set your Store Hours
Changing

your store
hours

[aas] . 100% Complete

v PH Team Management

Manage — Set up your team

employees .‘ i

with user ‘\

roles ﬂ :

100% Complate

Remember: You can’t proceed to the next lesson if you haven’t

finished your current one.
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Inbox Messages
and Updates

Stay up to date with latest updates from Grab. Your inbox
is where you’ll find messages sent by our team.

4 Inbox @
Updates (7)
&4
M‘,""” Eqitor is here , > From GrabFood Updates
This is going to change your life... § -
3 Aug 2019 X %
Menu editor is here!!
Introducing Promotions program N S Alguld
Now grow your business even more on Grab...
3 Aug 2019
o You choose how you want to accept... 5
Subheader text
Huazoe This is HTML content created
through Hedgwig
o Choose your own New Order Alert sound N
Subheader text
3 Aug 2019
Revised policy on Acceptance rate N
Subheader text
3 Aug 2019
am. ChAancavaiir Aawn N dor Alart cAninAd
@ @ Q ooe Explore Menu Editor
oo
Home Payment Inbox Account
° The ‘inbox’ icon on the bottom navigation panel

shows the number of unread messages

° Tap on the envelope icon on the top right corner
of the screen notifications as read.

° To read a particular message in full, tap on its
preview and it will open in a new page.
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Updating Your App

To update your Grab Merchant App,

GrabFood Merchant Has
Improved!

A new version of GrabFood Merchant is now
available. Update to see the latest changes!

° If you see a pop-up message, tap on ‘Update’ when you
are prompted.

° Alternatively, tap on the More Icon (=) at the bottom right

corner to restart your Grab Merchant app by logging out
and logging back in.
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About your Account:
Store Information

To properly manage all information about your store/restaurant

& Your store profile Edit
Your store profile ST —————
% _ View and edit your store >
information
+
0]
Your store links
\*y  Share your Grab store link LUIgI Test - Greenhills
GrabFood
Your private information
(9 Business hours >
(© Personal profile Delivery Hours
Every day 09:00 - 13:00
f Bankaccount
Contact
[3] Password
+63 9178711911
luigi 1ail.com
Manage your account
@ Contact Grab @ o3
123 Greenhills, San Juan City, San Juan,
[Z1  Heln centre 1502
[ B = oo
oo
Home Payment Inbox Account
° Tap your store at the top
° Once you’ve opened the store tab, you will see the

following information of your store: the Business hours,
Contact and Address details.

Keep your email address updated on this field as we’re

sending out announcements based on what you enroll
here.
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GrabMerchant Portal

Introduction

Overview
Functionalities
How to access
Access Types

About your account

Log in - Username / Email Address and
Password

Log in - Mobile Number and OTP

OTP Error

Set up employee roles




Overview

What is GrabMerchant Portal?

The GrabMerchant Portal is your all-in-one, self serve platform to
manage and grow your business.

In this initial launch, it will allow you to see the financial reporting
and business insights across your business in Grab. Over the
coming months, new features such as menu editing and contacting
support via GrabMerchant Portal will also be released.

GraoMerchant

Login to get started

Your username or email

Password

Forgot your password?

Forgot your username?

- | TN
Mine S made easiei’ ®, Log In with Mobile Number

All the tools to run'and grow your business, in one place.
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Functionalities

In this initial release, the GrabMerchant Portal allows you to:

Manage Your Team’s Access
° Give team members access to the portal.

Gather Insights about Your Business’s Performance

. See an overview of your business’s performance, such as
total sales and average transaction data.

° Get an idea of your business’s peak hours as well as its
popular menu items and combos.

° Know the effectiveness of your business’s ads campaigns.

View Transaction and Transfer Data

° View and download transaction data for all stores or for a
single store.

° View the transfer status of your payouts from Grab.

° Download copies of your Merchant Settlement Reports

(MSR) and official receipts.

Welcome!

Netsdes oday © [l Nomberof vomsactons tocay ]
30599 »

Business insights Bsep-15ep
aseon dtaakenon 195cp

© | customerraiings 0 Merchantrelaed cancelaion ate 0| | eyums
110465 500 800%

Prodss
Nuber o tansactons @ !
15 smintss

4

P6057

g Topselingten Top customerfeect
Wilkins Pure Purified Water 24X500MI © Fastdelivery
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How to Access the
GrabMerchant Portal

The GrabMerchant Portal is accessed through https://merchant.grab.com

The Grab team will help you gain initial access to the
GrabMerchant Portal.

The Grab team will send the temporary password to the email address
you used to sign up.

. Your email serves as your username (i.e.
restaurant@gmail.com).
. You will have to nominate a new password upon logging in.
o Please create this new password within three
days of receiving the email.
° The account that will be created for you is the Owner

account. See the Employee Roles section for more
information about Owner accounts.

*If you do not receive the email, please check your spam folder.

® 08 ® 0 @« Bm D

GrabMerchant

You've been invited to GrabMerchant!

Hello AOSupport_Test,

Grab has invited some of your colleagues to use GrabMerchant.

With a GrabMerchant account, they'll be able to access GrabFood on App or Portal.

To get started, they can log in to their accounts using the respective details:

Temporary Password

Store Role & Access
(Expires on 31 Jan)

Username

t b PH GF Luigi Test Cashier - App only

Please make sure your users log in within 5 days.
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Access Types: Overview
of Employee Roles

Merchants can assign employee roles to their team members. This helps
merchants manage each member’s access to sensitive information and
make it easy for their staff to use the Portal.

There are two types of employee roles in the GrabMerchant Portal:
Owner and Store Manager. Store Managers can see data for all stores
across the Legal Entity.

Currently, both roles have similar levels of access. However, additional
roles may be added in the future.

*In the GrabMerchant App, a Manager role can also be created. However, the role
created in-app is Store-level Manager only. Store-level managers will not yet have
access to the portal in this release.

Manage users
Add new team member

GrabMerchant

Insights
Choose their role
Finance Their role will determine their level of access
Manager Owner
Able to view data and manage users Able to view data and manage users

Profile

Enter their details

&
)
B Employees
®
o

Help center Full name
Username Use email
Your mobile number Optional
-
+65 v

Temporary password would be sent to
correspondence@company.com

s “
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About Your Account:
Logging In via
Username/Email Address
and Password

GraoMerchant

Login to get started

Your username or email

)

Forgot your password?

Forgot your username?

pr— _ pl—

’ %l )
winev S made easie:rh Q, Log In with Mobile Number

All the tools to run'and grow your business, in one place.

Input your username or email address and your password for the
account you wish to log in to.

For other employees that will be setup, they can also choose to
log in with their mobile number and OTP instead.
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Logging in via Mobile
Number and OTP

Input your mobile number.

<
Login to get started

Mobile number

PH *&2

Nexd

Enter the OTP sent to the mobile number.

< Loginto getstarted

Enter the 4-digit code sent to
+62 2840932809

2341

Didn't receive it?

Request New Code

Use Password Instead
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Logging in via Mobile
Number and OTP

You will be prompted to try again if unsuccessful.
If unsuccessful:
3 requests for the OTP or 3 failures =1 hour logout
Another 3 failures = 2 hours
Another 3 failures = 4 hours
Another 3 failures = 8 hours
And so forth...

Login to get started

Enter the 4-digit code sent to
+62 2840932809

2341

Submit
Didn't receive it?

Use Password Instead
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How to
Get Support

Help Centre
° Grab Support
° Live Chat




Help Centre

Grab Help Center is a public self-serve guide where our Grab
merchants can search for answers related to their payment,
account, and booking concerns. Help Centre also offers
channels such as call, chat, and email where customers can
reach out to Grab Support.

Just visit https://help.grab.com/merchant/en-ph to view our
different landing pages for each type of GrabMerchant Partner.

Grab Help Centre  Merchant v

o Philipines (Englsh) v Q @

We're always here to help you!

Useful guides for merchants

o Get solutions that suits you best!
./ LOg into get personahsed recommendations instantly.

How do I become a
GrabFood Merchant

I can't login to the app

How do I become a
GrabMart Merchant

How to edit my
store/menu catalogue
myself

How canlbea
GrabExpress Merchant
Partner

How to pause or
unpause my
restaurant/store

How doIsignupasa
GrabPay Merchant

Request to update
restaurant operating
hours

Find more help

Browse by service Common problems

B GrabPay Merchants 3 GrabFood Preferred Merchants GrabFood Concierge Merchants

Introduction to GrabPay Merchants Guide to GrabFood Becoming a GrabFood Partnef

Joinus Account Management Restaurant Management

Order Management Menu Management

Guide to GrabPay

Account Matters Restaurant Management Promotion
Viewall Viewall Viewall
ﬂ GrabMart Merchants ~. GrabExpress Merchant b
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https://help.grab.com/merchant/en-ph/360001717951-GrabFood-Preferred-Merchants
https://help.grab.com/merchant/en-ph/360001717951-GrabFood-Preferred-Merchants
https://help.grab.com/merchant/en-ph/360001717951-GrabFood-Preferred-Merchants
https://help.grab.com/merchant/en-ph/360002624572-GrabFood-Concierge-Merchants
https://help.grab.com/merchant/en-ph/360002624572-GrabFood-Concierge-Merchants
https://help.grab.com/merchant/en-ph/360003265891-GrabMart-Merchants
https://help.grab.com/merchant/en-ph/360003265891-GrabMart-Merchants
https://help.grab.com/merchant/en-ph

Help Centre Articles

FAQ/Self-Serve

° These articles contain detailed guides for merchants
on how to address their Grab questions or concerns.

° These articles do not feature any options for
contacting Grab Support.

Example: How do | change notification sound for
orders?

Entry Points

° These articles not only contain guides and answers
that address customer concerns but also several
options for contacting Grab Support.

° There are three types of entry point articles:

o Call - These are the articles with call
buttons.Often, these are accident and
safety related articles
Example: | was in an accident

o Form - These are the articles that come
with forms you can fill out. It will be sent
directly to Grab Support.

Example: GrabFood Merchant
Reimbursement

o Chat - These are the articles with ‘chat
now’ buttons. All our chat features are
only available in the Grab app.
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https://help.grab.com/merchant/en-ph/7432402914841-How-do-I-change-notification-sound-for-orders
https://help.grab.com/merchant/en-ph/7432402914841-How-do-I-change-notification-sound-for-orders
https://help.grab.com/merchant/en-ph/360040397252-Report-a-serious-incident
https://help.grab.com/merchant/en-ph/900006612563-GrabFood-Merchant-Reimbursement
https://help.grab.com/merchant/en-ph/900006612563-GrabFood-Merchant-Reimbursement

Grab Support Assistance

In case the self-serve option isn’t available for processing the
changes and/or updates you may have for your restaurant/store,
we have dedicated Grab Support professionals available to help.

< Be assisted via Email:
We have support agents available who can assist you in
processing your requests and resolving your concerns via email.
A majority of our entry point articles are being through this
channel.

Sample articles via Email for GrabFood Preferred Merchants:
° GrabFood Merchant Reimbursement

° Request to update cover photo

Sample articles via Email for GrabFood Concierge Merchants:
° The statement is incorrect

° | need help with my store promotion

Sample articles via Email for GrabMart Merchants:

° Reqguest to add new branch or outlet
° Request to change email recipient for refund report
< Be assisted via Live Chat:

We have live chat support agents available to assist you daily
from 9AM to 6PM except for the live chat article Take note that
our chat features are only available within the Grab app.
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https://help.grab.com/merchant/en-ph/900006612563-GrabFood-Merchant-Reimbursement
https://help.grab.com/merchant/en-ph/360027910411-Request-to-update-cover-photo
https://help.grab.com/merchant/en-ph/360039511472-The-statement-is-incorrect
https://help.grab.com/merchant/en-ph/4406203213849-I-need-help-with-my-store-promotion
https://help.grab.com/merchant/en-ph/4404653804441-Request-to-add-new-branch-or-outlet
https://help.grab.com/merchant/en-ph/4407542602649-Request-to-change-email-recipient-for-refund-report

Basic
Troubleshooting
Guide for

Your Device 4




Bas

OD®0CH6

¢ Troubleshooting

Step 1
Charge your device’s battery for one to two hours.

Step 2
Try to reboot or restart your Grab device by long
pressing its power button.

Step 3
Check your internet connection, download and upload
speeds via http://speedtest.net.

Step 4
Check and install any available updates for the
GrabMerchant app via the Google Play Store.

Step 5
Contact us via live chat if the problem still persists at
https:// grb.to/pmlivechat.

TIPS FOR HOW TO AVOID DAMAGING YOUR DEVICE

1. Keep your Grab Merchant app updated. If it is not updated,
you will not be able to log in. When updating the app make
sure your internet connection is stable to avoid unfinished
updates.

2. Atthe end of each shift, turn off the device to prevent the
battery from fully draining overnight. Charge your device
once its battery level goes down to 20%.

3. Always keep your device in a safe area. Avoid placing it near
any liquids or on high surface.
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How to update the app

Grao
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Play Store

Step 1
Open Playstore

Step 2
Tap more button( =)

Step 3
Tap “My Apps & Games”

Step 4
Check if there’s an update for the
Grabfood Merchant App

App Store

Step 1
Open App Store

Step 2
Then check if there’s an update for
the Grabfood Merchant App



Proper way to log in

Step 1
Gr@b Open your “Grab Merchant App”.
Step 2

Tap “Log in” button

Step 3
Type in your "User Name” and

<L°gin - “Temporary Password” from the
email.If you haven’t receive your log
@ tognith Google in credentials please check your
@ Login with Phone SPAM/JUNK inbox.
= The email subject is “Welcome to
S Grab Merchant”
Step 4
Eerpetsn Tap “Login” once you have typed in

your correct login information.
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Set New Password

V4Nl 1230
<

Set password

Set a password that's unique. Avoid those used for
multiple accounts.

eccccccoe ©
Password must have at least

° 8 characters o 1uppercase letter

° 1number ° 1lowercase letter

Set New Password

Step 1
Tap on ‘Set New Password’ once you’ve typed in
your correct login information.

Step 2
Set your permanent password.

Reset Password

Step 1
Type in your username or email address.

Step 2
Tap ‘Forgot Password’.

Step 3
Check your inbox to get your new temporary password.

Make sure to check your spam mail
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Basic Troubleshooting

1. Device Is Stuck on logo

Grao

GraoMerchant

Check if your internet
connection is stable by
opening Google
Chrome and trying to
access any website. If
your internet is working
fine, make sure all of
your apps are updated:

Open ‘Play Store’, go to
Apps and Games,
check ‘Updates’ and
tan on Update All.

Open App Store, make
sure GrabFood
Merchant app is
updated.

Once all apps are
updated, restart device.

2. Device Shows Black Screen

on Startup

Grao

This usually means that
the device has run out of
battery. Please make sure
to charge the device for
one to two hours. After
that try to turn on the
device again. If it’s still
not working, contact our
live chat support
immediately at
https://grb.to/pmlivechat.

3. Device Shows “Attacked!”
Message on Startup

Grabo

©

Attacked: Please contact your service prov

Please immediately
contact our live chat
support at
https://grb.to/pmlivechat
and request a
replacement for this
device.

4. Device Asking for
Password/Pattern to Open

Grab

Passwords are set by
your head office or
whoever created your
Gmail account.
Passwords cannot be
recovered by Grab.
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https://grb.to/pmlivechat

Basic Troubleshooting

5. Printer Troubleshooting
Step 1 Step 2

Select ‘Printer’.
Make sure that the
thermal paper is
properly installed
into the printer.

Tap o the ‘POS
Steward’ app.

Step 3 REMINDER!

Make sure that the printer cover

Select ‘Printer Test” is locked properly

to test if the printer
is working.

Printer State

Tick
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Basic Troubleshooting

6. How to Clear Cache and Clear Data on the Merchant App
Try the following steps if your application isn’t responding and/or you're
having a hard time logging out of your account.

aAQ

Step 1 st B Step 2

Go to your Select ‘Apps’.
device’s ‘Settings’

app. 0 Display

A Sound&notifcation

= Storage&Uss

& satey

B Memoy

o B step s < nppinto Step 4

Mo © Select ‘Grab — On the
Merchant’. GrabMerchant
P S i settings page,
select ‘Storage’.

Data usage
5512 MB used since &

Permissions
ca on,Phore,

Notifcations
Nomal

Open by default
No defouts set

Q o o
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Basic Troubleshooting

Grab Grabo

Step 51 Step 5.2

Select ‘Clear Cache’. Select ‘Clear Data’.
B0
N

Grab Official Website and
Social Channels

Visit Grab’s official website and social media accounts for
important announcements.

Social Media
https://www.facebook.com/GrabPH
https://www.facebook.com/GrabFoodPH

Grab Website
https://www.grab.com/ph

Grab Help Centre
https://help.grab.com/merchant/en-ph
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http://www.facebook.com/GrabPH
http://www.facebook.com/GrabFoodPH
http://www.grab.com/ph/
https://help.grab.com/merchant/en-ph

Join the GrabMerchant
Community

The official Facebook group for GrabMerchants is
finally here!

JOIN THE

Grao

Merchant

Mas masaya ‘pag SAMA-SAMA!

Scan the QR code to join
our growing community of Grab
merchant-partners!

r news from Grab!

(ﬁ\? Be up-to-date with the latest offering and

Learn the tips and tricks of the trade to help
you on your daily operations!

Chat with our Grab representatives!

XY, -
f' \| Let your voice be heard within the community!
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Scan this QR Code for a PDF Copy
of GrabMerchant Handbook
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The goals we’ve set for ourselves aren’t easy to achieve.
But we believe, one day soon, every single person in
Southeast Asia will be able to travel safely, comfortably, and
easily to work, to college, and to tea with a few friends.

With every single day that passes, we’re more certain of it.
Because we have you to help get us there. That’s what
Grab is really about: bringing people together to make life
better for all.

Forward Together

Grao



