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CCCS Warns Foodpanda Over Misleading “Free Delivery on All Restaurants”
Claims

1. The Competition and Consumer Commission of Singapore (“CCCS”) has
issued a warning to food delivery platform Delivery Hero (Singapore) Pte. Ltd. (more
commonly known by its lead brand “Foodpanda”) for its misleading advertisement in
a recent advertising campaign for its “Pandapro” subscription service (the
“Advertisement”).! The Pandapro Advertisement promoted “Unlimited Free Delivery
on All Restaurants” for the subscription service which ran from 1 July to 30 September
2024 (“the Advertising Period”). This was displayed across multiple platforms
including Foodpanda’s Instagram page, its in-app marketing, billboards and signages
at public areas such as bus stops.

CCCS’s Investigation

2. In August 2024, CCCS commenced an investigation following a complaint on
the Advertisement. The Advertisement promised “unlimited free delivery on all
restaurants” for Pandapro subscribers. Without any qualifiers, it could mislead
consumers into thinking that Pandapro subscribers would enjoy free delivery on all
restaurants available on Foodpanda. In fact, in respect of food delivery fees, Pandapro
subscribers only received a $3 discount for all restaurants, or a discount of up to $6
for selected restaurants.? Contrary to the advertised “free delivery on all restaurants”
CCCS found that over 40% of food delivery transactions made by Pandapro
subscribers on all restaurants over the Advertising Period required a residual delivery
fee to be paid after the discounts were applied.

3. Following the investigation, Foodpanda has acknowledged CCCS’s concern
and agreed to take the following actions:

(a) Provide a full refund of subscription fees to customers who subscribed to
Pandapro during the Advertising Period;

1 Annex A shows images of the advertisement for Pandapro.
2 Annex B shows the actual benefits for subscribing to Pandapro.
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(b) Provide clarification to customers who had subscribed to Pandapro during
the Advertising Period and the public on the terms of the Pandapro
subscription; and

(c) Review its existing and future marketing materials for Pandapro subscription
to ensure compliance with Singapore’s fair trading laws.

4. In closing the case, CCCS has issued a warning to Foodpanda. CCCS will not
hesitate to take stronger enforcement action against Foodpanda if it engages in any
misleading advertisements.

Businesses Should be Careful When Using Absolute Terms like “Free”

5. Businesses must ensure that any representation about the price of a good or
service as being “$0” or “free” is not false or misleading. Any explicit representation
must clearly and unambiguously reflect what is offered to consumers. If not, any
qualifier, exclusion and incidental cost must be stated prominently together with the
“$0” or “free” claim? -- a generic disclaimer such as “terms and conditions apply” is not
usually sufficient.

6. “When a business offers “free” services to entice the consumer to try a service,
it is not unreasonable for an average consumer to understand “free” to mean that
nothing will be charged. It is crucial that businesses ensure that their claims are
accurate. Transparent pricing is crucial for consumers to make informed purchases
and to allow all businesses to compete fairly,” said CCCS’s Chief Executive, Mr. Alvin
Koh.

7. Members of the public who encounter similar cases of unfair trade practices in
relation to advertisements may contact the Advertising Standards Authority of
Singapore (ASAS) to have them reviewed. For more information, please visit
hitps://asas.org.sg/feedback/online-complaint or call 6461 1888.

-End-

8 Paragraph 3.4.2 of CCCS Guidelines on Price Transparency
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About the Competition and Consumer Commission of Singapore (CCCS)

The Competition and Consumer Commission of Singapore (“CCCS”) is a statutory
board of the Ministry of Trade and Industry. CCCS administers and enforces the
Competition Act 2004 which empowers CCCS to investigate and adjudicate anti-
competitive activities, issue directions to stop or prevent anti-competitive activities, and
impose financial penalties. CCCS is also the administering agency of the Consumer
Protection (Fair Trading) Act 2003 which protects consumers against unfair trade
practices in Singapore. Our mission is to make markets work well to create
opportunities and choices for businesses and consumers in Singapore.

For more information, please visit www.cccs.gov.sg.

For media clarifications, please contact:

Ms. Grace Suen

Senior Assistant Director

Competition and Consumer Commission of Singapore
Email: grace suen@cccs.gov.sg

DID: 6325 8216

Ms. Shamsiah Jemain

Senior Executive

Competition and Consumer Commission of Singapore
Email: shamsiah _jemain@cccs.gov.sg

DID: 6325 8206
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Annex A: Advertisements on Pandapro subscription
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Wanna be a pro?
Get your first month at just

Fig. 1: Foodpanda’s Instagram Story Fig. 2: Foodpanda’s bus stop signage advertisement

(Captured on 6 Sep 2024) (Captured on 7 Sep 2024)
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Annex B: Pandapro subscription benefits listed in Foodpanda App
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Exclusive perks, only for pros

Monthly perks

(NEW!) Unlimited $3
off delivery

Enjoy free delivery from $3 off on all
restaurants, such as McDonald's,
Gong Cha & more! Min. spend and
vendor exclusions may apply. Standard
delivery only.

Unlimited free delivery

Enjoy free delivery up to $6 off on
selected restaurants such as
Pastamania, Old Chang Kee, Jinjja
Chicken & more! Min. spend applies.
Standard delivery only.

Additional 10% pick-
up vouchers

Stack 10% off when you self-collect
your order! Valid on all pick-up orders
with no min. spend. Select your
voucher at checkout.

Starting from
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Fig. 3: Landing page for Pandapro subscription in Foodpanda App

(Captured on 26 Sep 2024)
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