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H O W - T O  :  H A N D L I N G  A  L A T E  D E L I V E R Y



drew's notes

At  t imes ,  for  reasons  out  of  our  control ,  and  despite

our  most  di l igent  ef forts ,  del iver ies  may  run  late  for

our  cl ients .  There  i s  a  proper  way  to  handle  th is

s i tuat ion  to  minimize  the  impact  and  st ress  th is

may  cause  for  our  cl ients .  When  you  bel ieve  you  may

be  late  for  a  del ivery ,  please  fo l low  th is  s imple  step -

by -step  procedure  below :  

OUR  COMPANY  V I S I ON  I S  TO  TO  DE L I V ER  MEMORAB LE  

FOOD  AND  S ERV I C E  FOR  ANYONE ,  I N  ANY  P LACE .  



H O W - T O

Step 1 - DO NOT RUSH OR SPEED.
Safety  and  responsibi l i ty  on  the  road  are  your  top  pr ior i t ies  above  al l  else .  

Speeding ,  or  breaking  other  ru les  of  the  road  in  order  to  arr ive  at  a  

del ivery  faster  are  not  v iable  opt ions  at  any  t ime . .    

Step 2 -Take a moment to analyze the situation. 

Do  not  stress !  I f  you  bel ieve  you  may  be  late  due  to  any  reason ,  take  a  br ief  

moment  to  analyze  the  s i tuat ion  and  est imate  your  ETA  to  the  cl ient  to  

the  best  of  your  abi l i ty .  I f  you  feel  poor  t raf f ic  condit ions  may  cause  you  to  

arr ive  10  minutes  late ,  est imate  15 -20  minutes  to  ensure  you  are  giv ing  

yoursel f  a  buffer  for  any  addit ional  i ssues .  

Step 3 - Pull over to a safe place and phone the client. 

Communicat ion  i s  the  s ingle  most  important  tool  to  minimize  cl ient  impact  

and  stress .  I t  i s  very  important  to  do  th is  step  before  you  are  actual ly  late ,  

as  th is  bui lds  t rust  for  the  cl ient .  Our  cl ients  are  human  beings  and  are  very  

understanding ,  as  long  as  we  maintain  act ive  and  honest  communicat ion .  

Uti l ize  the  event  pr int  and  locate  the  cl ient  contact  number .  Feel  f ree  to  

use  the  scr ipt  on  the  next  page  when  speaking  with  the  cl ient .  

Step 4 - Calculate the fastest route to the client, and drive 
safely to their location. 

When  pul l ing  in ,  phone  the  cl ient  as  soon  as  you  have  safe ly  pul led  in  to  thei r  

loading  bay  or  parking  area .  

“Hi  (cl ient  name ) ,  

I ’ve  arr ived  in  the  loading  bay  and  I ’m  br inging  everything  up  to  you  now .  I ’ l l  

have  th is  al l  set  up  for  you  as  soon  as  I  poss ibly  can ! ”  

Step 5 
Thank  the  cl ient  for  thei r  understanding ,  in form  the  Logist ics  Coordinator  of  

the  occurrence  and  repeat  the  steps  i f  you  wil l  be  late  for  any  subsequent  

del iver ies .    



script 1
when speaking  wi th  the  c l i ent

“He l l o ,  may  I  p l e a s e  speak  wi th  (C l i en t  name ) ? ”  

Th i s  i s  _ _ _ _ _ _  f r om  Drew ’ s  Ca t e r i ng  &  Even t s .  I  wan t ed  t o  l e t  

y ou  know  t h a t  I  am  en  r ou t e  wi th  y ou r  o rde r ,  howeve r  due  t o  

(hone s t  r e a s on  why  we  a r e  r unn i ng  beh i nd )  I  e s t ima t e  I  wi l l  

be  t h e r e  app ro x ima t e l y  ( t ime  e s t ima t a t i on  +  bu f f e r )  l a t e .  

The r e  i s  a  good  chance  I  cou l d  be  t h e r e  s oone r ,  bu t  wan t ed  

t o  g i v e  y ou  a  head s  up  t h a t  e ve r y t h i ng  i s  on  t h e  way ,  and  I  

wi l l  be  t h e r e  a s  s oon  a s  I  po s s i b l y  can .  We  apo l og i z e  f o r  an y  

i n con ven i ence  and  I ’ l l  ca l l  y ou  a s  s oon  a s  I ’ v e  a r r i v ed .  

Thank  y ou  and  s e e  y ou  s oon ! ”  
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Remember - communication is 
key!

T H I S  P R O C E D U R E  W I L L  E L I M I N A T E  S T R E S S  I N  

B O T H  O U R S E L V E S  A N D  O U R  C L I E N T S  9 5 % +  O F  

T H E  T I M E .


