
New COVID 19 product line for the OpenTable platform

Background
In March 2020, America found itself in the midst of a global pandemic. To date, over 567,000
Americans have lost their lives due to COVID 19, and the virus continues to ravage the world.
Businesses have been devastated, and U.S. restaurants in particular have been decimated by
the plague, with 110,000 in the United States having closed temporarily or permanently, and
nearly 2.5 million jobs lost, according to a report by the National Restaurant Association. But
there is hope: three vaccines have been approved by the FDA and are being administered at
the rate of 3.5 million every day in the U.S. With these vaccines comes a return to a new
normalcy, and restaurants are beginning to see a rise in business, and are finally allowing
patrons to return to their dining rooms. Technology is enabling restaurants and diners to dine-in
safely, and to manage the logistics involved. OpenTable has been at the forefront of using our
platform to enable this return to profitability and routine. What follows are three new additions to
our product line that will help with the recovery from the last 16+ months of the pandemic.

OpenTable Sitters
Since March 2020, parents all over the country have been taking care of their children at home,
in addition to working from home. Whether it’s overseeing Zoom classes or taking babies and
toddlers to the park, the logistics involved with keeping the kiddos engaged and entertained,
combined with managing work meetings and project deadlines, are complex to say the least. As
the country begins to see the light at the end of the tunnel, OpenTable wants to celebrate the
parents that held it all together during this impossible time period. We’re announcing a new
partnership with Sittercity that will allow parents to make restaurant reservations and book baby
sitters all within the OpenTable app. Parents can be assured that only the highest quality sitters
will be watching their children. Sittercity uses Crosschq, the pioneers of Human Intelligence
Hiring™, to bring digital reference checks to the Sittercity marketplace, and therefore, to the
OpenTable user base. It’s time to reward the hardworking parents out there with a night off!

OpenTable Job Match
As the country continues to make strides in fighting the COVID 19 pandemic, we are seeing
more restaurants begin to take dine-in reservations again. According to our State of the Industry
website, the number of venues on the OpenTable platform that are accepting reservations is
nearing 75%. With the increase in dining room openings comes the need for hiring waitstaff and
other essential workers. OpenTable Job Match allows restaurants to post job opportunities right
in the app, and allows job seekers to apply directly from the app. Leveraging an API integration
with lever.co, restaurant owners can manage their applicant pool directly from the GuestCenter
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dashboard. OpenTable will become the centralized location for searching for jobs in the
restaurant industry. For those looking for work in the industry, this will be a powerful way to see
what's available. We are currently working on the need to present this functionality in a way that
doesn't interfere with the primary user use case of placing reservations.

OpenTable Passport
According to the CDC’s COVID Data Tracker, 84,263,408 Americans have been fully vaccinated
as of April 18, 2021. A February 2021 survey from OpenTable and the James Beard Foundation
found that 54% of respondents plan to dine out at a restaurant with table service at least once a
week in 2021. Fostering a greater sense of COVID safety for diners will result in even more
Americans feeling comfortable dining in. The way in which this feeling of safety can be achieved
is by creating a dining experience that mirrors the current CDC gathering guidelines for people
that are fully vaccinated: they can visit inside a home or private setting without a mask with
other fully vaccinated people of any age. Restaurants can ensure that diners who are fully
vaccinated eat together in a sectioned off space by gathering user-provided vaccination
information from those who wish to only dine-in with other diners that are fully vaccinated.
Venues can further increase the comfort level of diners by adding additional safeguards such as
a separate entrance to the dedicated dining space for fully vaccinated individuals, and increased
HVAC functionality to ensure a dramatic reduction in air particulates. We want to call out that we
are working with our legal and ethics teams around the following concerns: stigma for those that
are not vaccinated, political blowback, and privacy implications. Despite any potential negative
reactions in some market segments, the overall benefits are expected to outweigh the risks.

Assumptions
The WHO has launched a Smart Vaccination Certificate that has been recognized by the United
States for air, ground, and sea travel. Individuals who are certified are provided a WHO COVID
Certificate Number (CCN) similar to the Known Traveler Number (KTN) that is used for air travel
by the TSA Pre program. The CCN is stored in a database that is accessible via the WHO CCN
API. API requests and responses will confirm whether or not a diner’s CCN is in fact valid.

Pain point to solve
While the number of people interested in dining inside restaurants increases, it still remains low
overall. Diners are fearful of dining inside a restaurant due to the possibility of being infected
with the COVID 19 virus by others who are not as careful and guarded as they are.

Reasons to believe in the success of this product
A paper published in June 2019 issue of the Journal of the Academy of Marketing Science
reported that adding nutrition information helps to increase online food sales. People want to be
assured that they are buying safe products, and are taking part in safe activities. With this trust
comes relief, and an openness to spend money on items and experiences that were previously
thought to be unsafe. Creating a safe dining environment will let discerning patrons dine-in
comfortably, knowing that they are taking every precaution to stay COVID-free, and enjoy a

https://covid.cdc.gov/covid-data-tracker/#vaccinations
https://www.jamesbeard.org/blog/opentable-feb2021-survey
https://www.cdc.gov/coronavirus/2019-ncov/vaccines/fully-vaccinated.html
https://cdn.who.int/media/docs/default-source/documents/interim-guidance-svc_20210319_final.pdf
https://www.researchgate.net/publication/333796188_How_nutrition_information_influences_online_food_sales


meal at the same time. This peace of mind will result in a dramatic increase in reservations and
revenue for our restaurant partners.

Testable hypothesis and the criteria for success or failure
Having a dedicated dining space strictly for vaccinated people will increase the number of
dine-in reservations. The average number of organic daily reservations will be determined prior
to the launch of OpenTable Passport using the data that’s compiled by OpenTable for our State
of the Industry website. Allowing for a beta period of three months, a statistically significant
increase in reservations will be a key indicator of the success or failure of OpenTable Passport.
Additionally, the number of users that add their CCN will factor into whether or not this is a
viable and successful program.

User experience

Submitting your CCN can be
done on the Account Settings
screen

Restaurants participating in
the OpenTable Passport

program will have the
icon by their names

Users with a CCN will make a
reservation using the
“Passport reservation” option

NOTE: We are working to create the optimal passport icon and will user test what people think it
means. We will also A/B test the side-by-side reservation selection method versus other
treatments such as a dropdown menu.

https://www.opentable.com/state-of-industry


API Design

Request: Valid CCN?
Response: Yes/No


