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Online Food Delivery Platform Guidelines in the Emirate of

Dubai- Sector Q&A
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A. Purpose, Scope, and Applicability
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Q1: What are these Guidelines, and what is their objective?

A: These Online Food Delivery Platform Guidelines are issued by the
Dubai Corporation for Consumer Protection and Fair Trade
(DCCPFT) under Dubai Law No. (5) of 2023. Their objective is to
promote fair trade practices, improve transparency between
platforms, restaurants, delivery workers, and consumers, and
support a balanced, competitive digital food delivery marketplace in

Dubai.
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Q2: Which laws are these Guidelines connected to?

A: The Guidelines complement existing UAE legislation, including
the Federal Competition Law (Federal Decree-Law No. 36 of 2023),
the Consumer Protection Law (Federal Decree-Law No. 15 of 2020),
and the Personal Data Protection Law (Federal Decree-Law No. 45

of 2021), among other applicable federal and local laws.
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Q3: Which businesses do these Guidelines apply to?

A: They apply to all online food delivery platforms operating in
Dubai, along with the food establishments and other business users

(such as third-party logistics providers) that engage with them.
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Q4: Are there any businesses exempt from these Guidelines?

A: Yes. Food establishments that operate completely outside the
online food delivery platform ecosystem — meaning they are not

listed on and have no involvement with any platform — are exempt.
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Q5: Do these Guidelines apply to phone orders?

A: Yes, if the phone number is listed or facilitated by a platform and

a fee is charged in connection with the order, delivery, or pickup.
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B. Transparency in Terms, Fees and Platform Practices

Terms and Contracts
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Q1: What's the difference between “Terms” and “Contracts”

here?

A: “Terms” are the general conditions that apply to all business
users on a platform. “Contracts” are individual agreements with a
specific food establishment. Even if no contract exists, the disclosure

requirements in Section 2.2 must still appear in the Terms.
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Q2: How much notice must a platform provide before changing
its terms?
A: At least 30 days’ written notice, except in urgent legal or

exceptional cases.
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Q3: Can a contract be ended if a platform introduces new terms,

and the new terms are not accepted?

A: Yes. Business users must have a clear right to terminate if they

do not agree with revised terms.
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Q4: How much notice must the platform give before ending a

contract?
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A: At least 30 days’ written notice, with the reasons for termination

clearly stated.
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Key Contractual Disclosures
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Q1: What information must my contract with the platform
include?
A: It must cover:
e Termination rights.
e  The effect of the contract on ownership/control of brand,
content, and intellectual property.
e A monthly report on sales channels or partners used by
the platform.
e  Access to customer data after contract expiry.
e  Factors determining listing rankings and the weight of
each.
e Any preferential treatment given to the platform’s own

services or affiliates.
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Order Cancellation and Liability
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Q1: Who bears the cost if a customer cancels an order?

A: This depends on the platform’s published cancellation policy. The
policy must be clearly disclosed to both customers and food

establishments, and should specify:

e When a customer can cancel without charge (e.g,
within a set time after placing the order, or before food
preparation begins).

e When (e.g, after

cancellation charges

apply
preparation starts, or when delivery is already in
progress).

e  Who bears the cost of such cancellations, based on the

stage of the order and the terms agreed.
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Q2: Who is responsible if the platform or system fails?
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A: The platform covers the cost.

Q3: What if delivery is delayed?

A: Customers should not bear the cost. Restaurants are responsible
only if they manage delivery themselves or if the delay is clearly

attributable to them (e.g, late preparation).
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Q4: Who is liable for food damaged during delivery?
A: If delivery is managed by the platform (including through third-

party logistics providers), the restaurant is not liable.
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Q5: Who bears the cost of incorrect orders or packaging errors?

A: The food establishment is responsible if the fault lies with them.
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Q6: How should reimbursements be handled?

A: They must be mutually agreed and documented in writing.
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Fees and Commission Transparency
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Q1: What commission details must platforms disclose?

A: Platforms must disclose:

e General and specific commission rate structures.

e The methodology for commission calculation.

e Marketing and promotional fee structures.

e Any technology or service charges, including delivery-

related fees and how they are split.
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Q2: How must commissions be calculated?

A: Commissions must be calculated on the net order value, excluding:

e Discounts applied to the order.

e Non-commissionable charges (such as payment processing
fees, subscription fees), and

e Value Added Taxes (VAT) or other statutory fees that are
payable to government authorities and therefore not retained

by the food establishment.
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Q3. What financial statements must the platform provide?
A: Monthly itemised statements showing sales revenue, commission

deducted, additional fees, final payouts, and pending adjustments.
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Q4. Can platforms impose mandatory marketing fees?

A: No. Marketing fees must be optional and agreed in advance.
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Consumer-Facing Transparency
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Q1: What must customers see before paying?
A: An itemised breakdown of food cost, delivery fee, service fees, and

taxes.
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Q2: Can platforms add hidden charges after checkout?

A: No. All charges must be disclosed upfront at checkout.
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Q3: Who receives gratuities (tips)?
A: Delivery personnel must receive 100% of gratuities paid by

customers.
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Anti-Competitive & Restrictive Practices
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Q1: Can a platform penalise food establishments for being on
multiple platforms?
A: No. Penalties, restrictions, or disadvantages for multi-homing

are prohibited.
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Q2: Can better rates be offered in exchange for exclusivity?
A: Yes, but only if exclusivity is voluntary, fairly compensated (e.g.,
reduced commissions, guaranteed orders), and not anti-

competitive.
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Q3: What is a “Cooling-Off Period”?
A: When a food establishment keeps the same commission rate for

a transitional period while being free to join other platforms.
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Q4: Who can trigger the Cooling-Off Period?
A. The food establishment.
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Q5: When can the Cooling-Off Period be triggered?

A: The Cooling-Off Period can be triggered once an exclusive or
limited listing arrangement has reached a total duration of 12
months or more. If the agreement has been renewed or extended
through back-to-back terms, all consecutive terms under
substantially the same arrangement are added together when

determining the 12-month threshold.
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Q6: Are there any considerations for platforms during the

Cooling-Off Period?

A. Yes. The Cooling-Off Period is designed to give restaurants a
smoother transition when leaving an exclusivity arrangement.
During this time, platforms are expected to:

e Maintain the same commission rate that was in place under the

exclusivity or limited listing arrangement;
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e Continue standard customer-facing features (like discounts and
loyalty schemes), so long as these do not create new or extra
costs for the platform;

e Allow the food establishments to list and work with other
platforms without penalty;

e Not be expected to provide any extra or special services (such
as one-off marketing campaigns) beyond what was already

included.
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Q7: What happens after the Cooling-Off Period ends?

A. The food establishment can choose whether to:
e End the contract with the platform,

e Stay on the same exclusivity or limited listing terms, or
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Q1: What is predatory pricing?

A: Selling below cost with the aim or likely effect of driving out
competitors, blocking new entrants, or forcing competitors to follow
unsustainable prices. This is not allowed unless the business can

show it had legitimate reasons, such as:

e Launch promotions or introductory offers for new products,
e  Seasonal discounts or limited-time campaigns,

e  Clearing perishable or outdated stock,

e Meeting a competitor’s price to stay competitive,

e  Genuine cost savings that allow lower pricing.

Examples of predatory behaviour include:

e Sustained below-cost pricing by a business holding Dominant

Position to weaken or eliminate smaller competitors;
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e  Offering significant discounts or incentives that are conditional
on exclusivity, limiting a food establishment’s ability to work
with other platforms;

e Running broad campaigns where menu items are offered at
steep discounts across many restaurants or categories, without
legitimate justifications (for example, a seasonal promotion
may be a legitimate justification, but using such discounts
repeatedly to lock in customers and exclude competitors would
not);

e Providing large, platform-funded incentives (such as vouchers,
free delivery, or steep percentage discounts) on a sustained
basis without legitimate justifications (e.g, a limited seasonal

promotion)
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Q2: Can promotional discounts qualify as predatory pricing?
A: No, provided they are justified (e.g., seasonal sales, introductory

offers, clearing perishable stock, or cost efficiencies).
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Customer Data Rights and Protection
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Q1: Can platforms or business users use customer’s personal
data for marketing?

A: Only with the customer’s explicit, freely given, and informed opt-
in consent. Consent must be documented, specific, and revocable at

any time.
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Q2: What disclosures must platforms make about customer
data?
A: A clear privacy policy must be published, stating:

e  What categories of personal data are collected.

e  Why the data is collected and how it is used.

e  Whether and with whom the data is shared.

e  Customer rights to access, correct, delete, port, or object

to processing.
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Q3: Can customers opt out of marketing communications?
A: Yes. Customers must be able to easily opt out of marketing

messages and object to non-essential use of their data.
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Q4: Can customer personal data be sold or transferred?
A: No, unless the customer has given explicit and informed
consent. Selling or monetising personal data without consent is

prohibited.
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Q5: What accountability measures are required?
A: Platforms must keep records of customer consent, data-sharing
arrangements, and any transfers to third parties. These records

must be available for audit or compliance checks.
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Food Establishments’ Data Access and Portability
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Q1: What data access rights do food establishments have?

A: Platforms must provide access to data submitted by the
restaurant, plus reasonable customer data such as order history,
sales performance, marketing results, and traffic metrics. Note for
Clarity: This does not include personal data (such as names,

addresses, or phone numbers).
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Q2: Do food establishments have the right to export their data?
A: Yes. Platforms must provide a complete, up-to-date export of
data in a structured, commonly used, machine-readable format to

allow portability across services.
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Q3: Can platforms restrict data access with fees or conditions?

A: No. Technical, contractual, or financial barriers cannot be
imposed to block lawful data access or portability. Access to past
data must not depend on continued platform use or additional

payment.
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Q4. How quickly must data be provided?
A: Where feasible, access should be real-time or updated daily.
Manual provision must not take longer than 7 working days after a

request.
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Q5. Must platforms disclose the scope of available data?
A: Yes. Platforms must clearly state what data is accessible, its

format, timeframes, and update frequency, including any limitations.
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Platform Fairness & Data Use
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Q1. Can platforms favour their own brands or cloud kitchens?
A: No, unless there are objective reasons (e.g. operational

efficiency) and these are clearly disclosed.
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Q2. Can platforms use Non-Public Business User Data to
compete with food establishments?
A: No. Such data cannot be used to create or promote competing

offerings.
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Q3. Can food establishments use their own delivery providers?
A: Yes. Establishments are free to use their own logistics or third-

party delivery providers.
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Q4. Do food establishments have to buy all services from
platforms?
A: No. Food establishments should have flexibility in how they work

with platforms. This means:

e Bundling of services: Platforms must offer their services (such

as delivery, marketing, or online listing) separately. Food
establishments can choose the services they want, without
being forced to take a full package.

e Freedom of Choice: Food establishments are free to use their

own delivery teams or work with third-party providers for
delivery, marketing, or other services. They do not have to rely

only on one platform for everything.
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Q5. Must menu prices be the same across all channels?
A: Yes, base prices must be consistent across platforms and direct
channels. However, temporary promotions and discounts are

allowed.
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Complaints & Enforcement
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Q1. How are disputes with platforms to be resolved?
A: Platforms must provide a transparent dispute resolution process,

including access to independent mediation.
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Q2. How quickly must consumer complaints be addressed?
A: Acknowledgement within 3 working days and resolution within 7

working days.
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Q3. Can breaches of the Guidelines be reported?
A: Yes, complaints can be submitted to Dubai Corporation of

Consumer Protection and Fair Trade.
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