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Incident R'Spor?se is focused on 1) making safety 'su'p;‘)ort more accessible, SlafeW Pdocs Matthijs van Bloois (EMEA) Jose Sandi Juliana Barreto : ch'\a’ Leja|
em:)_athetlc, tag(ljore% anq tra:n sparent and 2) opt_lmlzmg agent processes & : Alex Madsen i Alfonso Gonzales (LatAm) Dave Weber i Natalia Galvez : : en Handley
tooling to provide a best-in-class customer experience : Matt Baker (US&C) Akanksha Singh :

Accessible: ~60% of drivers, riders, & couriers do not find it easy to get in touch with Uber’s
support agentswhen a safety incident occurs (Uber Safety Deep Dive Report, Sept 2022); Only
~40% of contacts resolved by a Safety agent are submitted through a Safety support channel (e g. Inspire Trust Awareness: % of users who know where to report a Safety issue

Inspire Trust Accessibility: % of safety incidents created from a Safety support channel

Safety help node, Critical Safety Line, On-trip support/ ADT)

e Empathetic & Tailored: Only ~40% of customers reported that Uber’s support agents make them Inspire Trust Customer experience: CSAT (Urgent & Non-Urgent), 1* CSAT (Urgent)

feel like Uber cares about resolving their issue (Uber Safety Deep Dive Report, Sept 2022) Inspire Trust Safety Sentiment: % of users who believe Uber cares about resolving their issue
e Fair Actioning: ~35% of customers believe that Uber takes appropriate actions when someone is

reported against (Uber Safety Deep Dive Report, Sept 2022); In EMEA, between 13%-40% of Urgent Inspire Trust Fair Actioning: Waitlist accuracy; Reactivation time

contacts were ultimately de-escalated to Non-Urgent or Non-Safety, unnecessarily impacting users - -

who were initially waitlisted Inspire Trust Efficiency: AHT?
Priority #1 Priority #2 Priority #3 Key Projects Timeline | Accountable

. CommOps/
Make it easier for customers Enable agents to providean Regain customer Develop safety reporting channel strategy H1 Product
toreport a Safety issue empathetic § tailored confidence that Uber cares
customer experience about resolving their issue .

e Develop a safety reporting pe 2 In-app Help Center architecture proposal H2 CommOps

channel strategy which o Reduce number of touch e Strengthen media

encompases both on-trip points during urgent (Dashcam, audio Improve media safety standards & support processes H1/H2 0s/ CommOps

& post-trip reporting safety support recordings) standards &

S i interactions processes | L ) .
¢ Build intuitive Help Center ) ) o Pilot Principles Based Support in each region TBD CommOps
O Esuesciles GRan e Equip agents with better ® Improve waitlist accuracy
g tools to handle poor CX St Freym 74

ElEE e S PEIEES - ® Reduce reactivation time Optimize urgent incident reporting process H1 CommOps

for all in-app reporting cases (eg. co.nfhc.tlng to minimize impact to P & P Ep P

channels and safety tools re.po.rts, [auiiplelisstes “good” actors - .

(Ridecheck, SOS) within one contact) Waitlist accuracy improvements H1 CommOps

e Develop high-level CX
principles for handling Reactivation time reduction H1 CommOps

safety incidents
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Flow of session

[5 mins] Introductions - whos who
[5 mins] Scope of Incident Response - @chanel
[20 mins] Context & Insights from CommOps Review - @chanel
[1 hour] ALL!
a. [15 mins] Priority Level Alignment
b. [ 20 mins] KPI Alignment
c. [20 mins] Key Projects
5. [5 mins] Wrap and next steps - Karina

HwnN e
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Scope of Incident Response

e Making safety support more accessible, empathetic, tailored, and
transparent and

® Optimizing processes + tooling to ensure risky actors are taken off the
platform quickly and accurately

Uber | 4
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Incident Response 101
A highly simplified approach of the process
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Some Learnings
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Safety Sentiment
Incident Response
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Uber Safety Deep Dive Report | Incident Response

Build trust that Uber will be there to make things right
if issues occur

WHY IT MATTERS

Over half of riders and drivers and more than 2 in 5 couriers self-report having experienced
safety issues using Uber, but fewer than half know where to go to get support, feel Uber cares,
or believe Uber will take appropriate action if incidents are reported.

HOW TO DOIT

o Make it easier to find support —less than half of Riders, Drivers and Couriers believe it’s easy to
get in contact with Uber support

e  Provide more effective real-time support, which we could address by leaning into Live Support
through ADT in the US and rolling out in other markets

o Lead with empathy and more of a human tone when handling support issues; for earners

specifically, they’re also looking for more benefit of the doubt from Uber, as many feel that Uber
often defaults to taking the riders’ side

P-00479.00008
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“Faced with inappropriate behavior of
the driver, | made a complaint in
customer service and received only an
automated response, which did not
make me feel confident that the
problem would be solved or that action
would be taken to prevent it repeating
in the future.” BR Rider

“Multiple times Uber has not supported
me when they have clear dashcam with
audio evidence of egregious rider
behavior.” uUs Driver

“Customer service should be instant
and humanized. Not a system answer.”

US Courier




Uber Safety Deep Dive Report | Rider Spotlight
While Riders often experience safety issues, few trust that we’ll be there for them

to make things right, suggesting we have work to do in order to build trust in our ‘ ‘
processes for managing incidents

| was sexually harassed and
Fewer than half of riders know where to go to get support, feel that Uber support agents truly assaulted by several drivers and

care, or believe Uber will take action Uber simply apologized. | was

never made aware if the drivers
received disciplinary action, |

Rider Perceptions of Uber Safety Supporton ... wasn’t refunded. Uber did

( % ‘Agree’ and Strongly agree’ Among All Uber Riders) nOthing.
US Rider
Is available to help me during an emergency 40%
Availability Faced with inappropriate

It is easy to get in touch with Uber’s support agents when a safety

- 39% behavior of the driver, | made a
incident occurs

complaint in customer service
and received only an automated
40% response, which did not make me
feel confident that the problem
would be solved or that action

Uber’s support agents make me feel like they care about resolving my

Empathy issue

| am satisfied with the actions Uber’s support agents take to address my

9 .
issue i would be taken to prevent it
Resolution and M »
. repeating in the future.
Action
Uber takes appropriate actions when someone is reported against 36% BR Rider

Q20.. When it comes to safety issues, how much do you agree with the following about s support?
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Uber Safety Deep Dive Report | Driver Spotlight

While a majority of Drivers globally experience safety issues, many don’t trust
Uber to have their back when things go wrong, and believe Uber unfairly tends ‘ ‘
to side with Riders

Uber supports the rider more
As with Riders, fewer than half of Drivers know where to go to get support, feel that than the driver so reporting
Uber support agents truly care, or believe Uber will take action in response to issues incidents would be a waste of

time.

AU Driver

Driver Perceptions of Uber Safety Support on ...

After | lost my trust in Uber and
realised they don’t care about

( % ‘Agree’ and Strongly agree’ Among All Uber Drivers)

drivers, | stopped reporting

incidents because it is a waste of
Availability time.
It is easy to get in touch with Uber’s support agents when a safety

Is available to help me during an emergency 42%

419 .

incident occurs = UK Driver
Uber’s support agents make me feel like they care about resolving m . .

Empathy <sue pport ag v g my 37% Multiple times Uber has not

supported me when they have
| am satisfied with the actions Uber’s support agents take to address my 35% clear dashcam with audio
. issue ’ evidence of egregious rider

Resolution and .

Action behavior.
Uber takes appropriate actions when someone is reported against 35% US Driver

Q20. Whenitcomes to safetyissues, how much do you agree with the following about s support?
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Uber Safety Deep Dive Report | Courier Spotlight

While many Couriers experience safety issues, they feel we need to improve the
way we support them when things go wrong ‘ ‘

Similar to Riders and Drivers, fewer than half of Couriers know where to go to get Customer service should be
support, feel that Uber support agents truly care, or believe Uber will take action instant and humanized. Not a

syste m answer.
TW Courier

Courier Perceptions of Uber Safety Support on ... “| would feel safer if | knew | was

able to reach a human customer
service representative quick in

( % ‘Agree’ and Strongly agree’ Among All Uber Couriers)

”
Is available to help me during an emergency 45% case of an emergency.
US Courier
Availability
It is easy to get in touch with Uber’s support agents when a safety 43%
incident occurs ’
o 1
h Uber’s support agents make me feel like they care about resolving my 44% Uber don't represent us or back
Empathy issue ° us up because we are self
contractors. They support the
| am satisfied with the actions Uber’s support agents take to address my 43% customer. [...] but delivery
. () N el
Resolution and issue services take no responsibility
Action and still put rules on couriers that
Uber takes appropriate actions when someone is reported against 39% make us unsafe.”

US Courier

Q20. Whenitcomes to safetyissues, how much do you agree with the following about s support?
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CSAT
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CommOps Insights| CSAT

Global Urgent Safety CSAT is 4.05 (out of 5) with duplicate contact, physical altercations,
and sexual assault contacts driving over 50% of the volume.

Urgent CSAT

Most Common CTs
(>50% Contact Volume combined)

Aggregate APAC n LATAM

4.05 3.90 3.94 4.01 4.34 Sexual Assault

Duplicate Contact

Physical Altercation
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CommOps Insights| CSAT

Reported Against CSAT makes up 24% of contact volume globally and is a large detractor of

overall CSAT.

Incident Party Segments CSAT Highest CSAT CTs Lowest CSAT CTs

~ 1k Inapprop. Post-Trip Contact
4.23 contacts/mo Potential Safety Concern
59% of total vol Law Enforcement
Reactivated
(waitlisted and reactivated)
Warned >00 Verbal Altercation
(no waitlist) 387 contacts/mo Ith / Self
24% of total vol Health / Self-Harm

Deactivated

(including indef waitlists)

*CSAT poll volume; We are only able to capture 85% of all CSAT responses in the incident party segments due to data limitatio ns.

P-00479.00014

Health / Self-Harm
Duplicate Contact
Theft or Robbery

Duplicate Contact
Sexual Assault
Sexual Misconduct



CommOps Insights| CSAT

Safety: What can we do to build trust for each incident party?

Incident Party Segments How we can improve CSAT

Reactivated

(waitlisted and reactivated)

Warned

(no waitlist)

Deactivated

(including indef waitlists)
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Reporter Experience
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CommOps Insights| Reporter customer experience (US&C)

In-App Help can be confusing to navigate and assumes customers understand what a
“Safety issue” is

&)
Riders are directed to Discovery Bot after selecting a trip or selecting the ~ Find Lost Item
“Help with a trip” option in the menu /ﬁ We can help you get in
touch with your driver
N . .
% hoose a trip AN Topics
N=vd
4/10/22, 1127 AM $2144 = Helpwithatrip 3 Report Safety Issue
* ok kok Kk 9 Let us know if you have a
1 \ = account and Payment Options » safety related issue
‘ Westchester |
\ Noeth Riverside e \
é\“ At \ = More 5
..‘s o Provide Driver Feedback
T B AR » I= AGuide toUber 3 @ For issues that aren’t
| YHO e safety related
4010722, 3:46 AM MX$30356 = Uber Rewards »
* ok ok ok ok
!=  Signing Up 5 Get Trip Help
SanPodio ; @ Need help for something
e/l e 3 f!-po I= Accessibility y “== glse? Find it here
* Posnne a»a.\
) ko P 4 ‘U Xorbabe = Uber Money »
&= Safety incident Reporting
479722, 253 PM MX$9234 = i VP Line
A ) = Passinformation > -
ok ok kK
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CommOps Insights| Reporter customer experience (US&C)

In-App Help can be confusing to navigate and assumes customers understand what a
“Safety issue” is

Selecting “Report Safety Issue” brings you to a list of safety help articles, but SIRL is the final optionin

the list that you must scroll down to locate

H I —  wm
= Trip Details e p
N . B iy driver was not wearing a face mask
& | had a safety issue
3 Find Lost Itam
ﬂ W can help you get in B Iwas discriminated sgainst by my B vy driver drove dangerousty
touch with your driver driver
I vt involed in an accident
B My driver was not wearing a face mask 8
Raport Salety e
0 Let us know if you havea B wydeivers license plate was different
safety related ssue B My driver drove dangerousty
=] My driwer didn't match the profile in my
B 1wasinvoived in an accident app
Provicde Driver Feedback
E) For issues that aren’t
driver's vehicle was different
safety related B mydrivers license plate was different 8 w
=] My driver didn't match the profile in my B My driver's vehicle was unsafe
app
Get Trip Halp
=?£, Need help for something =] Repart a sabety incident involving &
S else? Find it here B My drivers vehicle was ditferent driver
Incident Reperting Li
B My driver's vehicle was unsafe IE Safety Incident .
== Salety Incident Reporting
._' Lineg
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CommOps Insights| Reporter customer experience (US&C)

In-App Help can be confusing to navigate and assumes customers understand what a

“Safety issue” is

Riders can also select the direct link to the SIRL help article, which is an FAQ-style article with a link to

O e

1

initiate a phone call

Trip Details

Fimd Lost em
W can help you get in
towch with your driver

Rupart Safety Issue
Let us know if you have a
safety related lsue

Prowide Deiver Feedback
For lssues that aren't
safety related

Got Trip Help
teed help for something
elze? Find it here

Safety Incident Reporting
Liirsg

_"l ) Help

+ Priceity fuppert

Safety Incident Reporting Line

If you require immediate palice of medical
attention, of if you believe your driver i
under the infleence, please call 911 Onee all
parties ane oul of harm's way and the
necessany Autharities have been contacted,
please click on the link below to speak with
an Ubet rephesentatie

Contact Uber's Safely incident Aeporiing
Line

Please note that this Ene is strictly for users
whio require safety-related assistance.

Can we help with anything else?

Yes

No
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CommOps Insights| Reporter customer experience (US&C)

The current Reporter experience via inbound phone requires multiple touch points with

safety support

CURRENT PROCESS

e When auser calls Uber to report an urgent safety incident, they have
the potential to speak with 4 different agents before the case is
resolved

e This not only results in varying levels of quality support, but it also
creates a path for a survivor to share their story multiple times

OBSERVATIONS
® In53.17% (67/126) of Sexual Assault/ Sexual Misconduct contacts, it

was observed that all the call attempts from the investigation team
were unsuccessful as the reporters were not answering the call

P-00479.00020

Distribution of contacts based on agents

100% -

75% —

50% -

25% o

0%

being able to reach the reporter

B ves
B no

T

Contribution




Reported Against Experience
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CommOps Insights | Reported Against customer experience (EMEA)

On average, we tend to be more cautious with our waitlisting policy, resulting in lower waitlist
accuracy and more time off the platform for our good users

Support Actions Driver Statement after Reactivation

e  Rider reports Driver for running over her

1.Report foot
" will accept the consequences of any action that | take which
2 Statement of _ ' ' harms the reputation of the company that | work with . However
Experience ®  Support calls Rider 6times in 3 days if false accusations happening and putting me off work and
making me feel distressed then there must be a compensation
to that. Otherwise every time someone accuses me of
3.Investigation e  Driver has been WL for 36h something that | didn’t commit then my account gets blocked
e  No confirmation of Rider injury and | get put off work it will harm me mentally financially which

will end really bad for me ."

. Driver receives an education SR and is

4.Conclusion i
reactivated

e  Platform was secure and potential risks were avoided e  Driver had his account suspended for 36h

Source: SAFE-3045814
P-00479.00022



CommOps Insights | Reported Against customer experience (EMEA)

Based on the user’s initial report, and taking into account the Safety categorization policies, support
needs to decide on being cautious and WL or de-escalate

EMEA-Volume of Waitlisted Tickets and Waitlist Accuracy
Mar-Aug, 2022 Data - EMEA: Eats & Rides, contacts that had an WL action

s

LKl MEERA DACH rwu-m Turkiry  Pakistan

B WL Tickets == WL Accuracy

The accuracy not being 100% means support applied the waitlist based on
information available in the first report to avoid any potential safety risks

Data: EMEA March-Aug, 2022 (Source)| *WL-Waitlist | **Safety Categorization is based on the Safety Global Taxonomy Guidelines
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CommOps Insights | Reported Against customer experience (EMEA)

While the majority of reactivations occur within our SLA of 5 days, the long tail has a significant impact
on users leading to a poor customer experience

EMEA Time to Reactivate after an account Waitlisted
Jan-May, 2022 Data - EMEA: Eats & Rides, Urgent Contacts Data Insights

B vENs [ UKl

e MENA- 35h
Median
100
% UKI-42h
|: 75
£
k] 5|:||
g MENA- 4 days
z
25
UKI- 8 days
ol Mm.#ﬂr!
0 50 100 150

Reactivation Time (Hour)

Data: EMEA reactivated contacts after a waitiisting action Jan-May, 2022 (Source)
June onwards was excluded due to the CAl CoE backlog and data impact

P-00479.00024



Priority Area alignment
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Proposed Priority Areas

What would you change here? What’s missing and what should we add?

Project ideas(?)

° Dashcam Ensure folks upload + use
dashcam. How do we ultimately synthesize
/ use this given standard? Can we close the
loop?

° Optimize the full customer journey to
improve CX Need to better understand the
full customer journey (including channel
before tickets are created)? Where do
people get lostin the app/drop off
(including before they get to agents)?

° Transparency Providing more visibility into
our processes and progress through an
investigation

° Conflicting Reports Lack ability to track
data for parties & outbound comms

Metrics Align safety and product metrics to support
prioritization (% of users who got help through app
channel )

Consider modifying Priority Area name/scope to
Incident Response Customer Experience

Crash Experiences (out of scope?)

Priority #1

Make it easier for customers
toreport a Safety issue

® Understand ideal channel mix
(phone, messaging, chat) for
customers reporting a safety
issue

e Build intuitive Help Center -
locate safety nodes where
users expect them to be,
rather than what we assume is
best

e Ensure end to end experience
from other inapp channels
(Ridecheck, SOS)

Priority #2

Enable agentsto provide an
empathetic & tailored
customer experience

e Shift away from step-by-
step SOPs to high-level
principles for handling
safety incidents

o Refresh Trauma-Informed

approach training for safety

agents

e Reduce number of touch

points during urgent safety

support interactions

P-00479.00026

Priority #3

Optimize agent-led
processes for actioning risky
actors (or RAPs)

e |mprove waitlist accuracy

e Reduce reactivation time to
minimize impact to “good”
actors



KPI alighment
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Proposed top line KPIs
What would you change here? What’s missing and what should we add?

Inspire Trust Accessibility: % of safety incidents created from a Safety support channel (joint metric,
including in-app help)
Missing something about awareness

Inspire Trust Customer experience: CSAT (Urgent & Non-Urgent), 1* CSAT (Urgent) Support sentiment
(uber cares about my issue and is going to do something about it when | tell them)

Inspire Trust Fair Actioning: Waitlist accuracy (% Contacts that at the moment of the classification were
classified as Urgent and were closed as Urgent)

Inspire Trust Fair Actioning: Reactivation time

Jose: Efficiency? Agent as the end customer
Chanel: How to show we optimize agent tooling (agent-facing survey for baseline)
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PO Projects Alighment
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Some long list projects from CommOps
Let’s add more projects below, and align on crossfunctional must-dos

Key Projects Add more ideas here!

Review safety channel strategy (channel mix)

In-app Help Center architecture proposal H2
Create governance for Help Center management Ql
Pilot Principles Based Support in each region TBD

Refresh & rollout Trauma Informed Approach training  H1/H2

Optimize urgent incident reporting process H1
Waitlist accuracy improvements H1
Reactivation time reduction H1
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