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KEY TAKEAWAYS:

MOBILE ORDERING BY
CHIPOTLE CUSTOMERS HAS
PICKED UP CONSIDERABLY

OVER THE PAST YEAR.

FOOD SAFETY ISSUES
CONTINUE TO BE LARGELY
BEHIND CHIPOTLE FROM THE
CUSTOMER POINT OF VIEW.

THE GENERAL CONSENSUS
AMONG CHIPOTLE
CUSTOMERS IS THAT THEY
ARE BACK, BUT GOING LESS
OFTEN COMPARED TO PRE-
FOOD SAFETY ISSUES.

JULY 2019
CASUAL DINING VOL 15

Audience: 1,500+ US Consumers Balanced To Census

CHIPOTLE HAS BEEN
INCREASINGLY DRIVING
CUSTOMER ENGAGEMENT
BECAUSE OF VALUE AND
PRICE POINT.

AN INCREASING PERCENTAGE
OF CUSTOMERS CONSIDERED
THEMSELVES TO BE
“FREQUENT” CHIPOTLE
CUSTOMERS PRIOR TO THE
FOOD SAFETY ISSUES.

CHIPOTLE’S RECENT
MARKETING MESSAGING HAS
BEEN RESONATING WITH
CUSTOMERS OVER THE PAST
YEAR.
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GENERAL CHIPOTLE QUESTIONS

WHEN IS THE LAST TIME YOU ATE CHIPOTLE?

Posed to all respondents.

3,03%

| have never eaten at Chipotle

More than a year ago/ | don't remember

Within the past year

Jul(19)
= Apr (19) |
= Jan(19)
mOct(18)
mJul(18) |
= Apr(18)
w Jan(18) |
moOct(17) |
= Jul (17)

u Apr (17)
m Jan (17)
®Oct(16)
= Jul(16)
= May (16)
= Jan (16)

5-6 months ago

2-4 months ago

1 month ago

2-3 weeks ago

Within the last week

0% 10% 20% 30% 40% 50%
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GENERAL CHIPOTLE QUESTIONS

WHEN IS THE LAST TIME YOU ATE CHIPOTLE? (WEIGHTED AVERAGE)

Posed to all respondents.

Jul (19)
Apr (19)
Jan (19)
Oct (18)
Jul (18)
Apr (18)
Jan (18)
Oct (17)

Jul (17)
Apr (17) 3.42
Jan (17)
Oct (16)
Jul (16)
May (16)
Jan (16)

3.58

3.46
3.42

Never More than a Within the 5-6 months ago 2-4 months ago
year ago past year
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GENERAL CHIPOTLE QUESTIONS

THINKING ABOUT THE LAST TIME YOU HAD CHIPOTLE, DID YOU...

Posed to Chipotle customers that visited in the past year.

3.03%
Don't remember 5 :

576%
Ordered for delivery through

Postmates, Doordash, or Tapingo
m Jul (19)

1364%  wApr(9
Order on mobile app and pick-up ? ? ? ? ?
= Jan (19)
1000%  mOct(g)
Order online on computer and pick-up : ? ? ? ? ' '

= Jul (18)

Order in the restaurant

0% 10% 20% 30% 40% 50% 60% 70% 80%
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GENERAL CHIPOTLE QUESTIONS

HOW OFTEN DO YOU ORDER CHIPOTLE ONLINE OR THROUGH THE CHIPOTLE
MOBILE APP?

Posed to Chipotle customers that visited in the past year.

Jul (19) 233
Apr (19) 248
Jan (19)
Oct (18)
Jul (18)
Apr (18)
Jan (18)
Oct (17)
Jul (17)

Apr (17)

Jan (17)

Very Infrequently Infrequently Somewhat Frequently Frequently Very Frequently
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GENERAL CHIPOTLE QUESTIONS

HAVE YOU DOWNLOADED THE CHIPOTLE MOBILE APP?

Posed to Chipotle customers that visited in the past year.

66.06%
No
60.4%
W Jul (19)
B Apr (19)
Yes
0% 20% 40% 60% 80% 1009%
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GENERAL CHIPOTLE QUESTIONS

WHEN DID YOU DOWNLOAD THE CHIPOTLE MOBILE APP?

Posed to Chipotle customers that visited in the past year.

More than a year ago

In the past year

W Jul (19)
37.05%
In the past three months WlApr (19)
38.7%
In the past month
41.6%
0% 20% 40% 60% 80% 100%
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GENERAL CHIPOTLE QUESTIONS

HAVE YOU JOINED THE CHIPOTLE REWARDS PROGRAM?

Posed to Chipotle customers that visited in the past year.

27.23%
No

W Jul (19)
= Apr (19)
72.77%

Yes

76.9%

0% 20% 40% 60% 80% 100%
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GENERAL CHIPOTLE QUESTIONS

WHAT IS YOUR OPINION OF THE REWARDS PROGRAM?

Posed to Chipotle customers that visited in the past year.

Very Negative

Negative

20.86%

Neutral

4% W Jul (19)

H Apr (19)

o 38.04%
Positive
Very Positive
52.5%
0% 20% 40% 60% 80% 100%
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GENERAL CHIPOTLE QUESTIONS

THINKING OF WHEN YOU MOST RECENTLY HAD CHIPOTLE, HOW SATISFIED WERE

YOU WITH THE OVERALL EXPERIENCE AT CHIPOTLE?
Posed to Chipotle customers that visited in the past year.

Jul (18) 3.97
Very Negative Negative Neither Positive Very Positive
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GENERAL CHIPOTLE QUESTIONS

EATING CHIPOTLE MORE OR LESS VS A FEW MONTHS AGO? (PERCENTAGE WHO

SAID MORE MINUS PERCENTAGE WHO SAID LESS)

Posed to respondents who have eaten Chipotle in the past year.

2.7%

0%

101% 4y 5 -10.3%

% -11.8% -11.9%
S20% -

Jan May Jul Oct Jan Apr Jul Oct Jan Apr Jul Oct Jan Apr Jul
ey (e) (e (e) (7)) (7)) (7)) (7)) (18 (18) (18) (18) (19) (19) (19)
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GENERAL CHIPOTLE QUESTIONS

WHY ARE YOU EATING AT CHIPOTLE LESS VS A FEW MONTHS AGO?

Posed to respondents who have eaten Chipotle in the past year, but responded that they
are eating at Chipotle less vs a few months ago.

60% ==The food with integrity campaign isn't truthful
—I prefer healthier food elsewhere
—I am tired of Chipotle

L S
>0% —Other (please specify)
—I| am worried about eColi or other food illnesses like Norovirus

—It's expensive

0%

Jan (16)
May
(16)

Jul (16)

Oct (16)

Jan (17)

Apr (17)

Jul (17)

Oct (17)

Jan (18)

Apr (18)

Jul (18)

Oct (18)

Jan (19)

Apr (19)

Jul (19)
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CHIPOTLE: VISIT CATALYSTS
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CHIPOTLE MENU QUESTIONS

WHAT ARE THE MAIN REASONS THAT CHARACTERIZE WHY YOU WOULD

USUALLY GO TO CHIPOTLE?
Posed to respondents who have eaten Chipotle in the past year.

4,09%

Food Quality / Freshness

3561%

Value

2939%
Price Point Jul (19)§
e
ses  nJan(9
s s s s . Oct (18;)
= Jul (18)
u Apr (18)
“ Jan (18)
m Oct (17)
= Jul (17)
m Apr (17)
® Jan (17)
® Oct (16)
5 Jul (16)
= May (16)
= Jan (16)

Restaurant Service / Environment

1773%

Locally Sourced Products

712%

Environmental Focus
7;'.58%
None of thew above

0% 10% 20% 30% 40% 50% 60% 70% 80%

FOR PERSONAL USE ONLY—DO NOT FORWARD OR REDISTRIBUTE PAGE 15


http://www.bespokeintel.com

BESPOKE MARKET INTELLIGENCE www.bespokeintel.com

Competition Heats Up In Casual Dining
Kitchens

CHIPOTLE MENU QUESTIONS

DID YOU KNOW THAT CHIPOTLE ADDED NEW “LIFESTYLE BOWLS” TO THEIR
MENU?

Posed to respondents who have eaten Chipotle in the past year.

Yes, | heard about it

60.76)

No, | didn't know that 57.7%

63.9%

0% 20% 40% 60% 80% 100%
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CHIPOTLE MENU QUESTIONS

HAVE YOU TRIED ANY OF THE NEW LIFESTYLE BOWLS?

Posed to respondents who are aware of the new Lifestyle Bowls.

Yes, | have had it multiple times

27%
Yes, | had it once but not again = Jul (19)
since m Apr (19)
® Jan (19)

45.95%
46.1%
45.2%

No, | have not

0% 20%  40% 60% 80% 100%
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CHIPOTLE MENU QUESTIONS

NET PROMOTER SCORE

Posed to respondents who have tried one of the new Lifestyle Bowls.

Jul (19) 20

Apr (19) 48.91

Jan (19) 2917
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CHIPOTLE MENU QUESTIONS

WHAT IS YOUR OPINION OF THESE MENUVU ITEMS LISTED ABOVE?

Posed to respondents who have eaten Chipotle in the past year.

KETO SALAD BOWL PALEO SALAD BOWL WHOLE30® SALAD BOWL DOUBLE PROTEIN SALAD
We Keto hacked our own Your trainer eats at Melissa is on-board. BOWL
menu. Chipotle. Gym. Chipotle. Laundry.
We add our braised and We add our braised and We add our braised and A full serving of grilled
hand-shredded Carnitas, hand-shredded Barbacoa, hand-shredded Carnitas, Adobo chicken and a
Red Salsa, pasture-raised Fajita Veggies, Green grilled Fajita Veggies, Fresh second serving of grilled
shredded Cheese, and our Salsa, and our Hand- Tomato Salsa, and our Steak with Black Beans,
Hand-Mashed Guac on a Mashed Guacamole on a Hand-Mashed Guac on a Red Salsa, Romaine
bed of fresh chopped bed of fresh chopped bed of fresh chopped Lettuce, Sour Cream, and
Romaine Lettuce. Romaine Lettuce. Romaine Lettuce. White Rice.

Jul (19)

Apr (19) 378

Jan (19) 3.75

Very Negative Negative Neutral Positive Very Positive
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CHIPOTLE MENU QUESTIONS

WOULD YOU ORDER THE MENUV ITEMS LISTED ABOVE?

Posed to respondents who have eaten Chipotle in the past year.

KETO SALAD BOWL PALEO SALAD BOWL WHOLE30® SALAD BOWL
We Keto hacked our own Your trainer eats at Melissa is on-board.
menu. Chipotle.

We add our braised and
hand-shredded Carnitas,
Red Salsa, pasture-raised
shredded Cheese, and our
Hand-Mashed Guac on a
bed of fresh chopped
Romaine Lettuce.

We add our braised and
hand-shredded Carnitas,
grilled Fajita Veggies, Fresh
Tomato Salsa, and our
Hand-Mashed Guac on a
bed of fresh chopped
Romaine Lettuce.

We add our braised and
hand-shredded Barbacoa,
Fajita Veggies, Green
Salsa, and our Hand-
Mashed Guacamole on a
bed of fresh chopped
Romaine Lettuce.

Double Protein Salad Bowl
62.7%

Whole30 Salad Bowl

63.1%
56.8%

7%
58.7%
56.6%

Paleo Salad Bowl

1%
576%
52.2%

Keto Salad Bowl

0% 20%

40%

60%
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66.4%

DOUBLE PROTEIN SALAD

Gym. Chipotle. Laundry.

A full serving of grilled
Adobo chicken and a
second serving of grilled
Steak with Black Beans,
Red Salsa, Romaine
Lettuce, Sour Cream, and

B Jul (19
H Apr (1
B Jan (1

80%

White Rice.

)
9)
9)

100%
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CHIPOTLE: FOOD SAFETY ISSUES
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CHIPOTLE FOOD SAFETY QUESTIONS

DID YOU KNOW THAT CHIPOTLE HAS HAD CASES OF ECOLI IN THE US?

Posed to respondents who have eaten Chipotle in the past year.

30%00% Jul (19)
| | = Apr (19)
" Jan (19)
m Oct (18)
W Jul (18)
46.52% W Apr (18)
" Jan (18)
= Oct (17)
= Jul (17)
W Apr (17)
® Jan (17)
= Oct (16)
= Jul (16)
m May (16)
= Jan (16)

No, | did not know

Yes - But | haven't changed how
often | go there

Yes - this has made me stop
going

0% 20% 40% 60% 80% 100%

DID YOU KNOW THAT CHIPOTLE HAS HAD CASES OF NOROVIRUS IN THE US?

Posed to respondents who have eaten Chipotle in the past year and are aware that Chipotle
has had cases of eColi.

25.32% Jul (19)

Apr (19)
Jan (19)
Oct (18)
Jul (18)

Apr (18)
Jan (18)
Oct (17)
Jul (17)

Apr (17)
Jan (17)
Oct (16)
Jul (16)

May (16)
Jan (16)

No, | did not know

25.97%
Yes, but | haven't changed how often | go
there
25.54%
Yes, | was still going to Chipotle after the
eColi incidents but this made me stop going
16%

Yes, but | had already stopped going to
Chipotle because of the eColi incidents

0% 20%  40% 60% 80% 100%
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CHIPOTLE FOOD SAFETY QUESTIONS
HAVE YOU EATEN CHIPOTLE THE ECOLI AND NOROVIRUS CASES
OCCURRED?

Posed to respondents who are aware of food safety issues.

100%

80%

71.5%

66.9% 67.3% 69.3% 68.47% 68.1%

64.0% 654% 64.4% 640% 646% 63.9% 64.94%

60% o 567% 1 ol el el e L e

VRS B R B e EE B B B B B B B e

0%
Jan (16) May (16) Jul (16) Oct (16) Jan (17) Apr (17) Jul (17) Oct(17) Jan (18) Apr (18) Jul (18) Oct (18) Jan (19) Apr (19) Jul (19)
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CHIPOTLE - SPEED TO RETURN AND FREQUENCY
CHANGES BY CUSTOMER TYPE

AMONG THOSE WHO HAVE RETURNED TO CHIPOTLE: AFTER THE FOOD SAFETY
ISSUES: WOULD YOU HAVE CONSIDERED YOURSELF TO BE?

Posed to respondents who have returned to Chipotle AFTER THE FOOD SAFETY ISSUES

Jul (19)
An infrequent Chipotle user (less

than once per month) Apr (19)
Jan (19)
Oct (18)

Jul (18)

u

A moderate Chipotle user (around Apr (18)
once a month) W Jan (18)

Oct (17

Jul (17)

Apr (17)

A frequent Chipotle user (a few Jan (17
times a month or more often) Oct (16)
Jul (16)

0% 20% 40% 60% 80% 100%
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CHIPOTLE - SPEED TO RETURN AND FREQUENCY
CHANGES BY CUSTOMER TYPE

WHICH OF THE FOLLOWING BEST DESCRIBES HOW LONG IT TOOK YOU TO
RETURN TO CHIPOTLE AFTER THE FOOD SAFETY ISSUES?

Posed to respondents who have returned to Chipotle AFTER THE FOOD SAFETY ISSUES

Jul (19) .93
Apr (19) 3.08
Jan (19) 312
Oct (18) 2.97
Jul (18) 302
Apr (18) 2.95
Jan (18) 2.98
Oct (17) 303
Jul (17) 3.06
Apr (17) 314
Jan (17) 92
Oct (16) 3.06
Jul (16) 3.08

| Was Very Slowto | Was Slow to | Was Somewhat Fast | Was Fastto | Was Very Fast
Return Return to Return Return to Return
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CMG - SPEED TO RETURN AND FREQUENCY
CHANGES BY CUSTOMER TYPE

FREQUENCY OF EATING CHIPOTLE NOW COMPARED TO FREQUENCY OF EATING
IT BEFORE THE FOOD SAFETY ISSUES

Posed to respondents who have returned to Chipotle AFTER THE FOOD SAFETY ISSUES

| eat it much more now

: 5 : : : mJul(19)
- 100% = Apr(19)
| | | | ~ mJan(19)
® Oct (18)
= Jul (18)
m Apr (18)
® Jan (18)
® Oct (17)
= Jul (17)
u Apr (17)
= Jan (17)
m Oct (16)
= Jul (16)

| eat it more now

4967%

| eat it the same now

| eat it less often now
| eat it much less often

now

0% 10% 20% 30% 40% 50% 60% 70%
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GENERAL CHIPOTLE QUESTIONS

HOW LONG WILL IT TAKE YOU TO GET BACK TO NORMAL VISIT FREQUENCY AT

CHIPOTLE?

Posed to respondents who have eaten Chipotle in the past year, but responded that they
are eating at Chipotle less vs a few months ago.

161%

| will get back to normal in the following number of

months
Jul (19)

= Apr (19)

~ =Jan(i9)
7278%m Oct (18)
 mJulig)

= Apr (18)
= Jan (18)
] Qct (17)3
m Ul (17)
= Apr (17)
m Jan (17).
® Oct (16)
= Jul (16)
[ ] May (16)1
= Jan (16)

| will still eat there but will never get back to normal

Never Returning

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

*Remember: The data above is drawn from the 25.3% of Chipotle customers (have been to
Chipotle in the past year) who say they are currently going less often compared to a few
months ago.
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CHIPOTLE FOOD SAFETY QUESTIONS

HAS CHIPOTLE’S RESPONSE TO FOOD BORNE ILLNESSES BEEN SUFFICIENT IN
YOUR VIEW?

Posed to Chipotle customers who are aware of the food safety issues.

14.72% | ‘ o Jul(19)
5 = Apr(19)
m Jan (19)

mOct (18)

CmJul(18)

B Apr(18)

= Jan (18)

~ mOct(17)

W Jul(17)
m Apr (17)

mJan(17)

~ mOct (16).

- mJul(16)

H May (16

- W Jan (16)

No - Insufficient changes to their supply chain

S 21.21%

No - Insufficient changes to their food preparation

No - Insufficient communication with customers

Yes

0% 20% 40% 60% 80% 100%
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CHIPOTLE: MARKETING
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CHIPOTLE MARKETING QUESTIONS

HOW MUCH DO YOU AGREE WITH THE FOLLOWING STATEMENTS?

Posed to Chipotle customers that visited in the past year.

"Chipotle is
different than most
other fast casual
restaurant"

"Chipotle uses
classical cooking

techniques" m Jul (19)
H Apr (19)
M Jan (19)
"Chipotle uses B Oct (18)
fresh ingredients" = Jul (18)
"Chipotle is fun"
Very Negative Negative Neither Positive Very Positive
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