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Guidelines for Online Food Delivery Platforms in the Emirate
of Dubai
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1. Purpose, Scope and References

1.1. Purpose: These Guidelines are issued by the Dubai
Corporation for Consumer Protection Designations on and Fair
Trade (DCCPFT) pursuant to its mandate under Dubai Law No.
(5) of 2023 (in particular Articles 5, 6, 8, and 9) and pursuant to
its functions to encourage fair trade practices, and curb anti-
competitive conduct, DCCPFT is pleased to issue the attached

Guidelines for Online Food Delivery Platforms in the Emirate of

Dubai.

These Guidelines are intended to be read in conjunction with the
applicable federal and local legislation in force, including Federal
Decree-Law No. (36) for the Year 2023 Regulating Competition
and Federal-Decree Law No. (45) for the Year 2021 on the

Protection of Personal Data.
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1.2. For the purposes of these Guidelines, capitalised terms shall
have the meanings assigned to them in these Guidelines, unless

the context requires otherwise:
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a. “Abuse of Dominant Position” refers to any act or conduct
performed by an Undertaking that holds a Dominant Position in
the Relevant Market, with the object or effect of distorting,
lessening, restricting or preventing Competition as described in

the Federal Competition Law.
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b. “Business User” means any natural or legal person who, in the
course of their trade, business, or profession, offers goods or
services through, or in collaboration with, a Platform. This
includes but is not limited to, Food Establishments, multi-brand
operators, third party logistics providers (3PLs), Delivery

Personnel operating as independent contractors, middleware
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service providers, and any other entity providing technical,
operational, or ancillary services that support the listing,
processing, fulfilment, or delivery of food and beverage or related

orders to Consumers via the Platform.
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c. “Competition” has the meaning given to it under the Federal

Competition Law.
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d. “Consumer” or “Customer” means any natural or legal person
that places an order for food or beverage or related products
through a Platform, whether for delivery or pickup, for personal

or business purposes.
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e. “Cooling-off Period” means a transitional period, as further
described in Clause 3.2(e), available to a Platform-Listed
Establishment that chooses to terminate an exclusivity or limited
listing arrangement with a Platform, during which the commercial
terms in effect under that arrangement (including applicable
commission rates and standard customer-facing features) remain
in place while the Platform-Listed Establishment is free to

contract with other Platforms.
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f. “Customer Data” refers to any non-personal data or
information relating to a customer who engages with a Platform
or Food Establishment. This includes, but is not limited to,
aggregated transaction trends (such as order history, payment
methods, and delivery preferences), anonymised behavioural data
(such as general browsing activity and purchase patterns), and
any other data collected or generated in the course of a
customer’s interaction with the Platform or Food Establishment.

Customer Data does not include Personal Data.
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g. “Cloud Kitchens” refers to a commercial food preparation
facility that operates exclusively for fulfilling online delivery or
takeout orders, without a physical dine-in restaurant space. ‘Cloud
Kitchens’ may host multiple virtual restaurant brands within a

single facility and may be operated by Food Establishments or
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Platforms through delivery, where a significant portion of orders
(if not all) are facilitated through Platforms. Cloud Kitchens are
also known as ghost kitchens and delivery-only restaurants. These
kitchens are not open to the public and do not have a physical

storefront.
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h. “Delivery Personnel” refers to any individual engaged, either
directly or indirectly, by a Platform or a service provider to carry
out the physical delivery of food and beverage orders from the
Platform-Listed Establishment to the final Consumer. This
includes individuals operating under employment contracts,
freelance or independent contractor arrangements, or as part of
third-party logistics provider services, regardless of the mode of
transportation used (e.g., motorcycle, bicycle, vehicle, or on foot),
provided that such mode of transportation is authorised and in
with regulations and licensing

compliance applicable

requirements.
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i.“Dominant Position” refers to a position as defined under the

Federal Competition Law.
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j. “Federal Competition Law” means Federal Decree-Law No.
(36) of 2023 on Competition, together with any regulations, rules,
decisions, guidelines, or other legislative instruments issued

thereunder, as amended or replaced from time to time.
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k. “Fiscal Year” means a fiscal year as defined under the Federal

Competition Law.
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l. “Food Establishment” means any business engaged in the
preparation, production, processing, packaging, sale, or service of
food and beverages in the Emirate of Dubai for Consumer
consumption. This includes food provided for dine-in, takeaway,
or delivery, whether sold or offered free of charge, and regardless
of whether consumption occurs on or off the premises. Food

Establishments include, but are not limited to, restaurants, cafes,
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bakeries, catering services, food trucks, pushcarts, stands, vehicles
and any other facility offering food and beverages to the public.
For the avoidance of doubt, this definition also includes Cloud
Kitchens. Food Establishments may operate independently or in
partnership with Platforms for order processing and delivery

services.
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m. “Gratuity” means any amount that is (i) voluntarily paid by a
Consumer, whether through Platforms or directly, either at the
time of placing an order or after completion of delivery; (i)
provided in addition to the purchase price and other mandatory
charges, including but not limited to taxes, service fees, and
delivery fees; and (iii) labeled or otherwise referred to as a
‘gratuity’, ‘tip’, or other similar term that would reasonably
suggest the amount is intended for, and will be received by, the

Delivery Personnel in addition to their base wage.
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n. “Online Food Delivery Platforms” or “Platforms” means any
digital platform, application, or online service (including but not
limited to, operators of any website, mobile application, or other
digital or internet-based service) that acts as an intermediary
between Food Establishments and Consumers, by aggregating
menus from multiple Food Establishments, enabling Consumers
to browse, order, and arrange delivery or pickup of food and
beverage products. Such Platforms may also provide Customer
support or facilitate communications through various channels,
including but not limited to, in-app messaging, email, and phone
numbers. Platforms may operate independently or in partnership

with third-party logistics providers.
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O. “Personal Data” refers to any data or information relating to
a customer that identifies or can be used to identify a natural
person, directly or indirectly by linking the data, through the use
of personal identifiers such as name, voice, image, identification
number, electronic identifier, geographical location, or by one or

more physical, physiological, economic, cultural or social

characteristics. Customer Personal Data includes Sensitive
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Personal Data and Biometric Data as defined under Federal

Decree-Law No. (45) of 2021 on the Protection of Personal Data.
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p. “Platform-Listed Establishment” means a Food Establishment

listed on a Platform offering food and beverage services.
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g. “Platform Subscription Model” refers to a business model in
which a customer pays a recurring fee (for example, monthly or
annually) to access Platform services or benefits, including

discounted or waived delivery fees.
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r. “Restrictive Agreement” means a restrictive agreement as

described under the Federal Competition Law.
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s. “Relevant Market” means a market as defined under the

Federal Competition Law.
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t. “Third-Party Telephone Number” means any telephone
number assigned, provided, or facilitated by or on behalf of an
Online Food Delivery Platform that connects to a Food
Establishment or any other Business User, through which
Consumers may place orders via the Platform, rather than

contacting the Food Establishment or Business User directly.
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u. “Undertaking” has the meaning given to it under the Federal

Competition Law.
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1.3. These Guidelines shall apply to all Online Food Delivery
Platforms that provide services, whether directly or indirectly
through third-party service providers, to Food Establishments

and other Business Users operating within the Emirate of Dubai.
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1.4. Food Establishments that are not listed on, and do not
participate in or engage with, any Online Food Delivery Platform
in connection with the listing, sale, or delivery of food and
beverages to Customers, are exempt from the provisions of these

Guidelines.
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1.5. These Guidelines shall also apply to the activities of any
Online Food Delivery Platform that lists or links to a Third-Party
Telephone Number, where a fee is charged for its use in
connection with the sale, delivery, or pick-up of orders, whether
such fee is imposed on the Food Establishment (or other Business

Users as applicable) or the caller.
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2. Transparency in Terms, Fees and Platform Practices
2.1. Clear and Accessible Terms and Conditions: Platforms
should provide Business Users with clear, plain-language
uniformly applicable terms and conditions. These terms should be:
a. Easily accessible at all stages of the commercial relationship,
including the pre-contractual phase.

b. Communicated with a minimum 30-day notice prior to any
changes, unless legal or urgent exceptional circumstances apply;
and

c. Accompanied by a clear termination right for Business Users if
they do not agree to the changes.

Any termination of the contractual relationship by the Platform

should be preceded by a 30-day written notice, including the

grounds for termination.
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2.2, Contractual Fairness and Key Disclosures: All contracts
between Platforms and Platform-Listed Establishments should
include the following information:

a. Clear information about how the Platform-Listed
Establishment can end the contract,

b. An explanation of how the contract affects the Platform-
Listed Establishment’s ownership and control of their brand,
content, data and other intellectual property,

C A monthly report of all channels or partners the Platform
uses to sell or promote the Platform-Listed Establishment’s food
and beverage items,

d. Details about how the Platform-Listed Establishment

can access their Customer Data in a readily usable and

transferable form after the contract ends or expires,

fraz Hasd Ol ey sl Sloladfly &13ledl bo il dlac 2.2
daioll 3 doaall Olivalls doexSYl Olaiall Ho dosell s5isll
4l Olaglzall

il elgily daiall § Aol sliiall Ald &isS Jo> dnsly Sloglsa |
d5oySIYl daiall § doeall 3liiall &Sle e siall 556 &aS pad 0
dSLall dilzioll )53 SUldly eaillus palsinag &ladll paiedle &lsls
iy Sall

e Laiall pgosini ouill elSyidl of Oloidll graz e (Sxad 0ES ¢
zeosil of duaiall § dlavesall Blinially dolal Oilgsdaally ddlisl slgal)
e/

bl J] Jsaosll oo duaioll § danamall BLiiall 05 &S Js> Jauoliss
clonl of sasll clgsl sz dliy dalainiol Jaun JS& & loma elolziall
i>So

G 600555559

(@ info@dubaidet.ae

@ dubaidet.ae




— d—0gS>
GOVERNMENT OF DUBAI

Du=hl

iJLy.u"g slaidil)
Economy and Tourism

e. A clear explanation of how the Platform decides which
listings are shown to Customers, including the importance of each
factor (such as performance, customer feedback, order history,
and marketing spend). If a listing is promoted because of paid
marketing, this must be clearly shown so Customers are not
misled about its quality or popularity.

f. Any special treatment (such as better visibility, different
prices, or commission rates) given to the Platform’s own services

or affiliates must be clearly stated.
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2.3. Order Cancellation Liability Framework: Platforms
should clearly outline and apportion liability in cancellation and

return scenarios for Platform-Listed Establishments as follows:

a. Customer-initiated cancellation: Per the Platform’s
applicable cancellation policy which must be expressly stated in
the Platform terms and conditions available to the Customer.

b. Platform/system failure: Platform bears cost.

C. Delay in pickup or delivery by Delivery Personnel:

i Platform terms and conditions should clearly define what
is considered a delay,

iil Customer should not bear any cost arising from such
delay,

ii. Platform-listed Establishment should not be held
financially, operationally, or otherwise responsible, nor penalised,
for such delay unless it is solely responsible for the delivery
without the involvement of the Platform, or the delay is directly
attributable to it (e.g, delayed order preparation or handover to
Delivery Personnel).

D. Platform-Listed Establishment delay in preparation:
Platform-Listed Establishment bears cost.

e. Incorrect packaging/order error: Platform-Listed
Establishment bears cost.

f. Reimbursements (in any form or manner) should be
mutually agreed and disclosed in writing between Platforms and

Platform-Listed Establishments.
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g. Temperature-Controlled Delivery: For food items that
require cold chain logistics, Platforms should ensure that
appropriate temperature-controlled delivery options are available
and clearly communicated to Platform-Listed Establishments.
The Platform-Listed Establishment shall not be liable for failure
to provide such delivery where required.

h. Liability for In-Transit Damage: Where delivery is facilitated
through a Platform-controlled or Platform-allocated delivery
system (including via third-party logistics providers), the
Platform-Listed Establishment shall not bear any related liability.
i. Return Verification and Misuse Safeguards: Platforms should
implement reasonable verification procedures before approving
returns or complaints. Repeated or clearly fraudulent claims
should be flagged and investigated. Where no verification is
performed, automatic refunds or return deductions should not be
imposed on the Platform-Listed Establishments without recourse

or evidence.
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2.4, Fees and Commission Transparency to Platform-
Listed Establishments

At a minimum, the following information must be provided:

a. Commission Structure Disclosure: Platforms should
provide Platform-Listed Establishments  with clear
documentation on:

i Commission rates structures, ie., Platforms must
disclose the general commission rate structures (including any
tiered rates, discounts, or variations) to all Platform-Listed
Establishments, while also providing each individual Platform-
Listed Establishment with the specific commission rates and
terms that apply to it.

ii. Method of commission calculation.

jii. Marketing/promotional fee structures.

iv. Any technology or service charges imposed by the
Platforms. This includes a breakdown of delivery-related charges,
showing the portion borne by the Customer and/or the Platform-
Listed Establishment, and the method used to calculate or

allocate such charges.
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b. Commission Calculation Methodology: The method
used to calculate commission should be transparently disclosed
and based on the net value of the order, excluding any non-
commissionable charges such as promotional order discounts,
cash handling fees, payment processing charges, Platform service
or subscription fees and taxes or regulatory fees that are not
retained by the Platform-Listed Establishment.

C. Itemised Monthly Statements: Platforms should
provide Platform-Listed Establishments with a monthly financial
statement, which should include:

i. Total sales gross revenue generated through the
Platforms.

iil. Total commissions deducted.

iii. Breakdown of any additional fees (e.g., promotional fees,
featured listing fees, special event surcharges).

iv. Final payout to the Platform-Listed Establishment after
all deductions. The financial statement should also include a clear
breakdown of pending refunds, chargebacks, and payment
adjustments, along with their expected settlement timelines.
Delays in reconciliation beyond standard billing cycles may be

considered unreasonable unless otherwise justified.
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d. Clarity on Advertisement and Promotion Costs:
i. If Platform-Listed Establishments opt for paid promotions,

Platforms should:

a. Clearly outline to the Platform-Listed Establishment, the
pricing models for sponsored listings or boosted visibility. Any
marketing or promotional fees should be optional unless agreed
to in advance. Default or mandatory marketing charges (e.g., per-
order marketing fees or annual promotional fees) are not
permitted without the explicit, documented consent of the
Platform-Listed Establishment.

b. Provide insights on ad reach and visibility performance.
Promotional content initiated by Platform-Listed Establishments,

should be published in a timely and non-discriminatory manner.
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Delays in activation that materially impact the effectiveness of
time-sensitive promotions may be considered a breach of fair
access obligations unless objectively justified.

C. Allow Platform-Listed Establishments to opt out
without hidden penalties. No Platform should make participation
in marketing programs a pre-condition for basic platform access,
listing, or visibility.

d. Platforms should provide equal opportunity and fair
exposure to all categories of Platform-Listed Establishments and
should not deprioritise them in promotional visibility without
objective justification. Visibility decisions should balance objective
performance indicators and promotional spend to ensure a fair
playing field across Platform-Listed Establishments, including

those unable to commit large marketing budgets.
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iil Platforms should not apply advertising fees retroactively
or through bundled charges unless those charges and
promotional terms were clearly agreed to in advance.
fii. Platforms should disclose the duration, expected
outcomes, and any algorithmic conditions tied to the promotion
(for example, time-based boosts, minimum order thresholds for
activation).

iv. Platforms should provide advertisers and publisher
(including Platform-Listed Establishments and third-party media
collaborators) with monthly reporting on advertising service
usage, including:

a. Ad performance metrics: reach, impressions,
engagement rates, and conversion indicators;

b. Breakdown of advertising spend.
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e. Arbitrary and Special Pricing Arrangements:

i. Platforms should not charge higher commissions or fees
arbitrarily solely based on Platform-Listed Establishment size,
location, or exclusivity.

iil. Criteria or policies for special pricing arrangements must
be disclosed to Platform-Listed Establishments and may also be

subject to regulatory review.
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f. Subscription Model Cost Transparency
(Transparency in Subscription Pricing Model)

i. Where the Platform operates a Platform Subscription
Model (where Customers pay recurring fees for benefits such as
free or discounted delivery), the Platform should not pass the cost
of such benefits to Platform-Listed Establishments through non-
transparent, misleading, or indirect methods such as additional
delivery fees, inflated commissions, or bundled service charges.

iil Platforms should not apply hidden charges to
subscription-linked orders or make participation in subscription-
related promotions conditional on exclusive or preferential terms.
fii. Any pricing model that results in Platform-Listed
Establishments bearing the cost of services marketed as “free” or
“discounted” to Customers may be considered to constitute unfair
commercial treatment unless the Platform can demonstrate clear
cost-sharing agreements expressly agreed to and transparently

itemised.
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2.5. Fees and Commission Transparency to Consumers

a. Iltemised Breakdown: Platforms should provide
Consumers a detailed, itemised breakdown of all charges before
checkout, including:

i Food items cost (as set by the Platform-Listed
Establishment)

iil Delivery fee (clearly stating if it varies by location etc.)
jii. Service/convenience fees (if applicable, with justification

for the charge)

iv. Taxes (such as VAT)
b. No Hidden Charges: Additional fees that were not
disclosed at checkout cannot be added post-payment.

Additionally, any service fees, surcharges, or pricing changes
without prior notice to Consumers may be regarded as
inconsistent with these Guidelines. The Platform should provide
the delivery charge before checkout to allow Consumers to make
informed decisions. If any part of the delivery charge is not applied
to the delivery cost, this should be transparently disclosed to

Consumers.
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C Promotional Discounts Clarity:
i Cashback offers or discounts requiring future orders

should have clear terms and expiry details.

2.6. Transparency in Gratuity Payments

a. Gratuity Payments: Any Gratuity provided by the
Customer should be transferred in full (100%) to the Delivery
Personnel. Platforms should avoid deducting, withholding, or
reallocating any portion of the Gratuity.

b. No Hidden Deductions:

i Any deductions (e.g,, penalties for late deliveries) should
be clearly communicated.

ii. Unauthorised deductions

may be regarded as

inconsistent with these Guidelines.
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2.7. Algorithmic Transparency and Truthful Content Labelling

to Consumers

a. Mandatory Disclosure for Any Commercial Influence on
Ranking:

i Platforms must not misrepresent the factors
determining the visibility or prioritisation of listings, search
results, category placements, or curated feeds. It is insufficient to
state that rankings are determined solely by consumer
preferences, previous orders, or search activity if commercial
considerations, such as, paid promotions, increased commission
rates, or other marketing or preferential arrangements, also
materially influence placement.

iil. Platforms must disclose if a commercial relationship
affects a Platform-Listed Establishment’s position in search
results, category lists, or curated feeds.

iii. Listings that receive paid promotion, marketing benefits,
or other commercial advantages that affect their ranking or
visibility must be clearly marked with labels such as “Sponsored,”
“Promoted,” or “Advertisement.” These labels must be easy to
read, clearly visible, and placed directly next to the relevant listing,

so Consumers understand the nature of the placement.
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iv. Where paid placements appear alongside organic results,
Platforms must display a clear statement to inform Consumers.
Acceptable statements include, but are not limited to, “Results
may include sponsored content” or “Some listings are promoted
partners.” This requirement applies even if individual paid listings

are separately labelled.

Platforms must provide a clear and easily accessible explanation
of the factors that influence ranking and visibility. The explanation
must accurately describe all relevant factors, including organic
signals (such as consumer preferences, past purchases, search
history, ratings, and delivery times) as well as any commercial
arrangements, including paid promotions, marketing agreements,

or preferential terms that affect placement.
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b. Explanation Regarding Ranking Algorithms:

i. Platforms must provide a clear, easily accessible, and
comprehensive “How Our Ranking Works” statement or
equivalent. This statement, accessible directly from relevant
sections (e.g, via an ‘info’ icon, a pop-up, or a prominently linked
page), must accurately detail all material factors influencing
search results, categories, and recommendations. This includes,
but is not limited to:

a. Organic Factors: User data (e.g., location, order history, dietary
preferences, search queries), popularity (e.g., order volume, user
ratings, reviews), operational efficiency (e.g., average delivery
time, acceptance rate, order completion rate), or geographic
proximity.

b. Commercial Factors: Payments for higher placement,
participation in specific promotional programs, higher
commission rates, preferential marketing agreements, or other

commercial incentives provided by restaurants or partners.
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c. “Exclusive” Designations:
i. The term “Exclusive” (or terms having a similar meaning) must
only be used if it is factually accurate and not misleading. Where

such “exclusive” designation is the result of a commercial
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arrangement, such as the Platform offering direct payment for

exclusive listing rights, reduced commissions, or other
preferential treatment to the Platform-Listed Establishment, this
must be clearly and prominently disclosed to the Consumer in a
way that is easily understandable and not ambiguous. This
transparency is required wherever the designation may affect the

Consumer’s understanding of the offering.
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ii. If the term “Exclusive” (or terms having a similar
meaning) suggests that Platform-Listed Establishment’s food or
beverages are only available on the Platform, this claim must be
verifiable and genuinely reflect that the Food Establishment is not
listed or selling on any other delivery platform for the duration of

the stated exclusivity.
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iii. If “Exclusive” (or terms having a similar meaning) refers
to a special deal, discount, or promotion only available through the
Platform (but the Platform-Listed Establishment is available
elsewhere), this must be clearly explained to avoid misleading
Consumers. Such a designation should explicitly state that the
exclusivity pertains solely to the specific deal, discount, or
promotion, and not to the general availability of the Platform-

Listed Establishment or its other offerings.
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28. General Transparency Requirements to Consumers

a. Clear Language: Platforms must use plain, clear, and
easily understood language in all disclosures.

b. Visibility and Placement: Disclosures must be
prominently displayed where Consumers will easily notice them,
ideally at the point of choice or interaction.

C. Consistency Across Channels: Disclosure requirements
apply consistently across all Platform versions (web, mobile apps,
tablets) and operating systems (e.g., i0OS, Android), as well as
marketing channels.

d. No Omission of Material Information: Platforms must

not hide or omit any information that could reasonably affect a
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Consumer’s choice, particularly if it relates to commercial

arrangements influencing ranking or presentation.

3.Anti-Competitive and Prohibited Restrictive Agreements
31 General Prohibition on Restrictive Agreements:

a. Food Establishments have the right to list, operate, and
promote their services on multiple Platforms without facing any
form of penalties, restrictions, or commercial disadvantages from
any Platform. This includes protection from both direct
contractual clauses and indirect deterrents such as increased fees,
low visibility, delayed payments, or discriminatory treatment.

b. Platforms must not require, impose, or enforce any
restrictive arrangements under coercion, penalty, or undue
restriction that are unfair, anti-competitive or create barriers to
entry or expansion for other Platforms. Examples of these are
below:

l. Penalising a Food Establishment for listing on multiple
Platforms.

ii. Imposing financial, operational or algorithmic penalties for
being on multiple Platforms, such as reduced visibility, higher fees,
delayed payments, or loss of promotional benefits.

iii. Offering preferential pricing (e.g., discounts or reduced
commissions) or benefits conditioned on exclusive listing, without
an objective and verifiable justification based on efficiencies that
are genuinely passed on to Consumers, where such offering is
designed or results in limiting a Food Establishment’s genuine
choice to list on multiple Platforms or serves to exclude or

disadvantage other Platforms.
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iv. Allowing listing on only a limited number of Platforms
and tying preferential treatment to such a restriction, including
arrangements that appear to offer choice but are designed to limit

participation.
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V. Implementing exclusivity policies that create barriers for,

or disadvantage start-ups or small and medium sized Platforms.
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vi. Using structures or algorithms to penalise Food
Establishments for not being exclusive or for being on more than
a certain number of Platforms.

vii. Manipulating consumer choices through biased rankings
or interface design that favours exclusive partners without
transparency. Such conduct is prohibited as its subject, purpose,

or impact is to distort, lessen, prevent, or restrict Competition.

c The practices described in paragraph (b) above may also
constitute an Abuse of Dominant Position under the Federal

Competition Law.
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3.2 Permissible Exclusive Arrangements

a. A Platform may enter into an exclusive or limited listing
arrangement with a Food Establishment only if all of the following
conditions are met:

i. The arrangement is entered into genuinely and truly
voluntarily by the Food Establishment, without any form of
coercion, duress, or the threat of penalty, or disadvantage for
choosing not to participate.

iil. The Food Establishment receives demonstrable and fair
compensation for agreeing to exclusivity, such as enhanced
marketing support, genuinely reduced commission fees that
reflect actual cost savings or added value derived from the
exclusive arrangement, or guaranteed order volumes. Such
compensation must be auditable and directly linked to concrete
efficiencies generated by the exclusivity (e.g, streamlined
operations, reduced onboarding costs, enhanced marketing
benefits for the Food Establishment) and must not unduly restrict
the Food Establishment’s freedom to choose other Platforms or

create anti-competitive barriers.
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b. Additional Restrictions: Such exclusive arrangements
must not prevent Food Establishments from working with start-

ups or small and medium-sized Platforms.
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i Platform-Listed Establishments must be able to end an
exclusivity or limited listing arrangement on reasonable terms.
Where such an arrangement, whether by initial term, renewal, or
extension, has been in place for twelve (12) months or longer in
total duration, a notice period of up to three (3) months for
termination may be considered reasonable.

iil. Termination of an exclusivity or limited listing
arrangement must not result in financial, algorithmic, or
operational penalties for a Platform-Listed Establishment, other
than those directly linked to fair and reasonable pre-agreed cost
recovery. This means, for example, that the Food Establishment
will not face elevated fees that are above the Platform’s non-
exclusive baseline rates, worse rankings, or withdrawal of

standard services for opting out.
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d. Fairness in Dealing: Any exclusivity or limited listing
arrangement that is found to be incentivised, coerced, or designed
to suppress Competition or unduly restrict a Food
Establishment’s genuine choice of Platforms may be considered

unfair or anti-competitive.
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e. Cooling-Off Period for Exclusivity or Limited Listing
Termination:
i In the interest of promoting fair competition,

transparency, and balanced commercial relationships, Platforms
shall enable a Cooling-Off Period for all contracts with exclusivity
or limited listing clauses (for both existing and new contracts).
Where the exclusive or limited listing term is twelve (12) months
or longer in total duration, a Cooling-Off Period of six (6) months
may be considered reasonable.

iil A Platform-Listed Establishment could choose to
terminate an exclusive or limited listing arrangement and enter
into a Cooling-Off Period. During the Cooling-Off Period:

a. The commission rate paid by the Platform-Listed
Establishment would remain at the same level as under the

exclusive or limited listing arrangement.
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b. The Platform would not be expected to provide
additional or non-standard services (e.g,, discretionary marketing
spends or campaigns).

C. The Platform-Listed Establishment would be free to
contract with other Platforms.

d. Standard customer-facing features that do not impose
new or material costs on the Platform, such as existing discounts,
loyalty schemes, and other standardised price incentives, should
be maintained to ensure continuity for Consumers and to avoid
unduly disadvantaging the Platform-Listed Establishment during

the transition.
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fii. At the end of the Cooling-Off Period, the Platform-

Listed Establishment may choose to:

a. End the contract altogether; or

b. Continue under the original exclusive or limited listing
terms; or

C. Move to the Platform’s standard non-exclusive terms.

f. Anti-Circumvention: Automatic renewal, rolling

contracts, or sequential short-term agreements should not be
used to circumvent or delay the ability of a Platform-Listed
Establishment to exercise either termination rights (under
section 3.21 above) or a Cooling-Off Period (under section 3.2l
above). When assessing whether the twelve (12) month threshold
is met, all consecutive periods of exclusivity or limited listing

under substantially the same arrangement should be aggregated.
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4, Predatory Pricing and Unfair Pricing Practices
4.1, Definition and Scope of Predatory Pricing: Predatory
pricing refers to the practice of setting or maintaining selling
prices at a level that is below marginal cost, average variable cost,
or average total cost in the Relevant Market, with the purpose or
likely effect of:

a. Excluding or impeding the entry or continued presence
of competing sellers of goods or services in the Relevant Market;
b. Creating,

reinforcing, or maintaining a Dominant

Position through artificial price suppression; or
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C Driving competitors or any of their products out of the
Relevant Market or preventing their entry into the Relevant
Market,

unless the Undertaking is able to demonstrate that the pricing is
justified on legitimate economic reasons unrelated to the

elimination, discipline or prevention of competition.
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4.2, Cost and Price Benchmarks, and Assessment: For
purposes of enforcement, the following benchmarks and criteria
should apply:

a. Pricing that is below average variable cost (AVC) or
marginal cost in the Relevant Market may be considered
presumptively predatory, unless the Undertaking is able to
demonstrate that the pricing is justified on legitimate economic
reasons unrelated to the elimination, discipline or prevention of
competition;

b. Prices above Average Variable Cost (AVC) or Marginal
Cost (MC) but below Average Total Cost (ATC) may be
considered predatory if there is clear evidence of an anti-
competitive plan or intention to eliminate or discipline a

competitor, or to prevent market entry.
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4.3. DCCPFT shall assess and prohibit excessively low pricing
after evaluating them as stipulated in Article 4.2 above, and the
extent of their impact on the market and freedom of competition,
for each case separately, based on the following discretionary
criteria:

i. Assess whether the Undertaking engaging in the alleged
excessively low pricing holds a Dominant Position in the
Relevant Market. The mere holding of a Dominant Position is not
prohibited, but its abuse through excessively low pricing is.

ii. Compare the prices offered by the Undertaking with the
costs of producing, converting, marketing, and distributing the
products or providing the services in the Relevant Market.

iii. Examine whether the prices offered, combined with
other objective factors, demonstrate an object or effect of

excluding current or potential competition in the Relevant Market
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or in a significant part thereof, preventing the entry or expansion
of competitors, or disciplining existing competitors.

iv. Consider the extent to which the Undertaking is able to
raise selling prices after a period of time following the exclusion,
disciplining or deterrence of its competitors, provided that
DCCPFT shall determine the appropriate period of time according

to the nature of the market concerned.
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V. Evaluate the duration of the excessively low pricing and
the extent of its application (e.g.,, across all products/services,

specific customers, or geographic areas) and its causal link to the
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justifications for the excessively low pricing provided by the
Undertaking, such as promotional or introductory offers for new
products or services, seasonal offers, clearance of obsolete or
perishable stock, meeting a competitor’s price (defense of
legitimate competition) or genuine cost efficiencies achieved by

the Undertaking.
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4.4, Allowable Practices:

a. Pricing reductions are allowable where the conduct falls
within the permissible scope of Federal Law No. (15) of 2020 on
Consumer Protection and its executive regulations.

b. Where an Undertaking seeks to exempt specific
agreements or practices from the application of the relevant
competition provisions, such as those relating to predatory

pricing, it must follow the formal notification and exemption

process set out in the Federal Competition Law.
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5. Customer Data Rights and Protection
5.1. Lawful Use and Consent: Platforms and Business Users
should not collect, use, process, or share Customer Personal Data
for marketing, promotional, or commercial purposes without the

Customer’s freely given, specific, informed, and unambiguous opt-
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in consent. Consent should be clearly documented and revocable

at any time without consequence to the Customer.
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5.2. Transparency and Disclosure: Platforms and Business
Users should maintain and publish a clear and accessible privacy
policy that details:

a. The categories of Customer Personal Data collected;

b. The purposes for which such Customer Personal Data is

collected and used;

c. Whether and with whom the Customer Personal Data is
shared;
d. The Customer’s rights with respect to their Personal

Data, including access, rectification, deletion, portability, and

objection.
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5.3. Right to Opt-Out and Object: Customers should be
provided with an easy and accessible mechanism to:

a. Opt out of marketing communications at any time;

b. Object to the processing of their Personal Data for non-

essential or commercial purposes.
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5.4, Data Access, Portability, and Retention: Platforms
should ensure that:

a. Platform-Listed Establishments can easily access
transactional Customer Data for lawful business purposes;

b. No technical or contractual barriers are imposed to
restrict Platform-Listed Establishments’ lawful access to such

Customer Data.
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5.5. Unauthorised Commercial Use: Platforms and Business
Users should avoid selling, renting, or otherwise transferring
Customer Personal Data to any third party in exchange for
financial or commercial benefit without the Customer’s explicit
and informed consent. Any unauthorised disclosure or
monetisation of Customer Personal Data may be regarded as

inconsistent with these Guidelines.
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5.6. Accountability and Recordkeeping: Platforms should
maintain records of consent obtained from Customers, data
sharing with Platform-Listed Establishments, and any third-party
transfers, and should make such records available upon request

for audit or compliance review.
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6. Platform-Listed Establishments’ Data Access and
Portability

6.1. Access to Platform Data: Platforms should provide
Platform-Listed Establishments periodically with access to all
data they have submitted to the Platform and reasonable
Customer Data including data related to order history, marketing

performance, Customer engagement, sales performance, traffic

metrics, and promotional outcomes.
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6.2. Restaurant Data  Portability:  Platform-Listed
Establishments should have the right to reasonably request and
receive, free of charge, a periodic, complete and up-to-date export
of all data generated through their activity on the Platform, in a
structured, commonly used, and machine-readable format,
enabling effective portability and use on other platforms or

services.
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6.3. No Technical or Contractual Restrictions: Subject to
6.1 and 6.2 above, Platforms should not impose contractual,
technical, or financial conditions that hinder the Business User’s
ability to access or port their data. Access to previously generated
data should not be contingent on continued use of the platform

or payment of additional fees.
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6.4. Real-Time or Frequent Availability: Where feasible,
access to data should be provided in real time or through
automated daily updates. Manual data provision should occur
within a reasonable time frame and not exceed 7 working days

from the date of request.
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6.5. Transparency in Scope of Data Access: Platforms
should clearly disclose to Platform-Listed Establishments the
scope and format of the data available to them, including any

limitations on data categories, timeframes, or update frequency.
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7. Platform Fairness and Data Use
7.1. No Favoritism or Bias in Listings: Platforms should not
give preferential treatment or higher priority to their own brands,
products, services, or related businesses over independent Food
Establishments in how they rank, list, recommend, or show search
results. All listings must follow clear, open, and fair rules that Food
Establishments know about beforehand. Manipulating visibility or

customer traffic to gain an unfair advantage may be considered

an unfair or anti-competition practice.
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7.2, Use of Non-Public Business User Data

Platforms should not use non-public data generated or provided
by Business Users (like order details, pricing, customer behavior,
sales trends, or performance) to create, market, or improve their
own competing products or services. Such data should only be
used for purposes explicitly allowed in the agreement and with the

Business User’s informed consent.
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7.3. Easy Access to Tools and No Forced Services

a. Open Access to APIs: Platforms should provide tools
(Application Programming Interfaces (APIs)) for eligible Business
Users, third party logistics providers, and middleware service
providers subject to compliance with any reasonable security
requirements. This access must be based on public, fair, and non-
discriminatory criteria. If a Business User meets the standards,
the Platform should not unreasonably delay or deny access. These
tools should allow for secure connection for logistics, order

processing, inventory management, data analytics and other

essential functions.
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b. What Platforms Should Not Do: Platforms should not:
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i Set unfair or overly high requirements (such as minimum
sales, transaction counts or locations) to access their tools.

iil Require Business Users to use the Platform’s proprietary
services (e.g, login or identification services, web browser
engines, or payment gateways) as a condition of accessing or

using their tools;
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jii. Design their tools in a way that technically restricts or
undermines interoperability with third-party systems, middleware
providers, Order Management Systems (OMS), or Point of Sale

(POS) software, or external services.
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C. Public Information for Tools: Platforms should make all
technical guides, updates, and requirements for connecting with
their tools publicly available, except for information that is truly
proprietary or commercially sensitive. However, such exclusions
should not be used to unfairly block access or create hidden

conditions.
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d.

Platforms should offer standard, well-documented tools at
minimal or no cost. They should use fair and open criteria that do
not create unnecessary technical or business hurdles. Platforms
should support connecting with third-party tools, systems, and
middleware service providers to promote interoperability, reduce

dependency, encourage choice and foster innovation.
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7.4, Easy Integration with other Systems

a. Freedom to Choose Software: Platforms should not
limit or restrict the ability of Food Establishments to select and
use middleware service providers of their choice for the purpose
of integrating with the Platform’s systems, APIs, or operational
infrastructure. Integration should be technically feasible, cost-
effective, and not obstructed by proprietary design or non-
standard interfaces reasonable

subject to any security

requirements.
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b. Clear System Requirements: Platforms should develop
and publish clear, transparent, fair and objective operating system
criteria for how their systems connect with others. These criteria
should be easy to find, not favour any specific technology, and be
fair to all. Platforms may not charge additional fees or integration

charges to Food Establishments that meet the published criteria.
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7.5. Fair Treatment in Cloud Kitchens and Delivery Areas

Platforms should not give special visibility, benefits, or treatment
to their own affiliated Cloud Kitchens over unaffiliated ones. Any
such preferential treatment, including higher ranking, wider
delivery area, or lower commission rates, may be considered unfair
and anti-competitive, unless the Platform can demonstrate based
on objective reasons like market demand or operational efficiency.
Using delivery areas to boost Platform control or marginalise

unaffiliated Food Establishments may be considered a serious

breach of the fair access principles as set out in this section.
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7.6. Multi-Brand Operation Rights for Platform-Listed
Establishments

Platform-Listed Establishments should have the right to operate
multiple virtual brands or Cloud Kitchens on any Platform they
choose. Platforms should not restrict, penalise, or limit a
Platform-Listed Establishment’s ability to list and operate
multiple brand identities, as long as they follow licensing and food

safety regulations.
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7.7. Freedom to Choose Platform Services
Platform-Listed Establishments should be free to choose which

services they use from a Platform, including the option to:

a. Use their own delivery logistics providers or third-party
delivery services (3PLs);

b. Buy individual services (like marketing, listing, or
delivery) separately, without being forced to buy bundled services

just to get access.;
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C Change their service setup without penalties or
restrictions, provided its operationally possible and they give
reasonable notice.

Platforms should not use contractual, technical, or economic
constraints that unduly restrict a  Platform-Listed
Establishment’s ability to decide its own delivery strategy or
service setup. Such restrictions may be seen as unfair bundling or

an abuse of dominance under applicable competition laws.
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7.8. Price Parity and Uniform Pricing Requirements

a. Platform-Listed Establishments must ensure that the
base prices of menu items offered on a Platform are no higher
than, and no lower than, the prices for the same items offered on
any other Platform, their own direct sales channels (including
websites and physical outlets), or any other channel through
which the menu items are made available to consumers. This
requirement does not preclude the offering of discounts, loyalty
rewards, or other promotional benefits, provided such benefits
are transparently applied and do not result in a permanent
reduction of the base price.

b. Platforms may not require, enforce, or incentivise any
contractual provisions that restrict a Platform-Listed
Establishment’s ability to offer discounts, loyalty rewards, or
channel-specific promotions on any channel, including their own
direct sales channels, websites and physical outlets.

C The uniform pricing requirement is intended to ensure
fair competition and transparency for consumers, while allowing
flexibility for establishments to engage in promotional activity.
Any attempt to circumvent this requirement through indirect
means, such as hidden fees or surcharges, may be considered a
material breach of these principles.

D. This clause does not prevent Platform-Listed
Establishments from setting their own prices, provided that such
prices are consistent across all online platforms, direct sales
channels, and any other consumer-facing channels, except where
a bona fide discount, loyalty reward, or promotional offer is

applied.
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7.9. Product Onboarding, Listing Timelines, and Non-

Discrimination in Operational Priority

a. Fair and Timely Onboarding: Platforms should offer all
Platform-Listed Establishments a fair, timely, and transparent
onboarding process when adding or updating menus. Platforms
should not deprioritise or delay this process for any Food
Establishment compared to affiliated or Platform-operated
brands.

b. Published Onboarding Procedures: Platforms should
publicly disclose their onboarding process, including:

i Clear documentation requirements for menus and
business listing;

ii. Defined timelines for each stage of review, approval, or
onboarding;

fii. Objective criteria for approval, rejection, or delay, and the
means of communicating such outcomes to applicants;

iv. A process for appeal or resubmission in case of rejection.
C. Service-Level Timelines: Platforms should establish and
adhere to formal Service Level Agreements (SLAs) for
onboarding tasks. These should include:

i Initial review of listing requests within 7 to 10 working
days;

iil. Final decision or feedback on technical or content-
related issues within a reasonable and pre-communicated

timeframe.

d. Prohibition of Self-Preferencing in Listing: Platforms
should not provide faster onboarding, better visibility, or higher
listing to their own brands or affiliated entities (including Cloud
Kitchens) over independent Platform-Listed Establishments.
Unexplained delays for specific types of restaurants could be
considered unfair.

e. Equal Operational Support: All Platform-Listed
Establishments, regardless of category or affiliation, should

receive equitable operational support in listing, integration, and
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promotional access. Preferential access to onboarding resources,
technical support, or expedited reviews granted only to affiliated
or select partners should be avoided unless clearly disclosed and

made available on equal terms to all eligible applicants.
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8. Enforcement, Complaints and Regulatory Oversight

8.1. Dispute Resolution Mechanism
a. Platforms should provide a transparent, accessible, and
time-bound dispute resolution process for Business

Users. This process should:

i Include the option of independent mediation, conducted
through approved or designated mediation bodies. This should
include disputes related to delayed financial reconciliation, refund
settlements, or chargeback processing;

iil. Clearly outline expected timelines for each stage of the
process;

jii. Be made available in the Arabic and English language and

published in the relevant interface/dashboard.
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b. Unresolved disputes that may constitute breaches of PlS.>‘>U TSL@;_»I JSis illg '.@JLuxJ I Jeogidl oy o) Sl wleliil gass .o
regulatory provisions should be subject to referral to the DCCPFT. Al 5 ldly lgiawall Glox) 5 duwdo J] AW daagdaid]
8.2, Consumer Complaints: roeSdgianoll (591845.8.2
a. If a Consumer reports misleading or hidden charges, such

as undisclosed service fees, delivery surcharges, or subscription- | Jis daso ol s powny Jo> (SeSd madiy llgiuall plid JI> .3 i

related costs, the Platform should acknowledge the complaint
within 3 working days and resolve the issue within 7 working days,
including issuing a refund if warranted.

b. Platforms that receive repeated substantiated
complaints for the same issue may be brought to the attention of

the competent authority for further review.
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8.3. Exemptions, Complaints and Applications to DCCPFT:
Any complaints concerning any violations of these Guidelines or
any unfair, deception, or anti-competitive conduct by Platforms,
and any application for exemption, may be submitted to DCCPFT
including without limitation those related to Restrictive
Agreements, Abuse of Dominance and predatory pricing under

the Federal Competition Law.
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8.4, Voluntary Reporting and Cooperation:
a. Platforms are encouraged to cooperate with DCCPFT in
periodic reviews to assess alignment with these guidelines

including but not be limited to:

i Compliance with fee transparency requirements;

ii. Fair and non-discriminatory treatment of key

stakeholders (Consumers, Platform-Listed Establishments, other

Business Users and Delivery Personnel);

jii. Accuracy and adequacy of disclosures related to
advertising, data access, and pricing practices.
b. DCCPFT may request periodic reports, system logs, or

complaint data from Platforms to verify compliance.
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