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SITUATION ANALYSIS
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To identify which areas Grab should focus on, Grab’s competitive edge 
and opportunities in new markets must be analyzed.

INTRODUCTION PLOT THE MAP BUILD THE JOURNEY TIMELINE & IMPACT

Looking at markets with high growth potential that Grab has not explored…

Criteria

Sector

Household 
Cleaning

Health & 
Wellness

Market CAGR 11.7% 29.1% 

Moderate Weak
Several competitors 

in the market

Strong Strong

Competition

Key Players

Feasibility

No super app has 
focused on this yet

E-Commerce

Strong

10.9% 

Low

Big players dominating 
the market

Grab’s Competitive Landscape

…There are opportunities for Grab to 
expand its services and diversify its 
customer base by tapping into new 
markets with strong potential:

Household Cleaning

Leveraging Grab’s extensive user base, 
mapping system, and advanced technology

Health & Wellness

Leveraging existing “Pharmacies” feature 
under GrabMart with new service areas

Ride hailing

Food Delivery

Express

Grocery

Drive Your Car

Assistant

Dine Out 2021 2023

Rose 23 times compared 
to first half of 2021

Among Grab's well-established features, the newly launched 
GrabFood Dine Out has experienced significant growth.

Offering the widest range of services, Grab is a leading player in 
the food delivery and on-demand delivery markets.

Household 
Cleaning

Health & 
Wellness

11.7% 29.1% 

Moderate Weak
Several competitors 

in the market

Strong Strong

No super app has 
focused on this yet
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IMPACTGoal Key Questions Strategies

Executive Summary

To Strengthen 
Grab’s market 

leadership 
position and 
competitive 

advantage to 
achieve the 

next S-Curve 
growth

What are the key 
strategic areas that can 

drive sustainable 
growth for Grab 

Thailand in the next 3-5 
years?

How can Grab 
strengthen customer 
loyalty, retention, and 

LifeTime Value?

Plot the Map

Build the Journey

Identify new or existing 
markets for Grab to 

explore and prioritize

Develop a system to 
improve customer 

satisfaction and loyalty

1

2

Grab’s Mission
“To drive Southeast Asia forward by creating 

economic empowerment for everyone.” 

617 K (+5%)
Incremental GrabUnlimited 

Subscribers

12 B (+4.4%)
Incremental Revenue in Year 5

(Compared to Base Case)

27% → 35%
Dine Out Conversion Rate

35% Home Cleaning 
Market Share

9% E-Prescription 
Service Penetration



GrabHome: Redefining Convenience in Home Services

Tap into the growing on-demand home service market by leveraging 
Grab’s technological strengths and extensive user base

Verified Reviews and 
Specialized Service Areas

Real-Time Tracking with GrabMap

With existing GrabMap technology, users 
can track the location of service providers 
and estimate their arrival time.

This gives Grab a competitive edge 
over other players in the home 
cleaning service market

4

Key Features

Customer Reviews: 
Customers can leave reviews 
and rate service providers

Key Benefits

Housekeeper – Gardener – Handyman

Laundry Shops

• Financial Support via
Offers financial support for high-cost 
equipment with gradual repayment 
through commission deductions

Flexible work opportunities

Secure jobs that match with expertise

Apply Verify Documents

Begin 
Work!

Receive 
GrabKit

(Apron + Supply 
Container)

3-Day 
Training

Partner with laundry shops in Bangkok to 
offer on-demand laundry services with 
delivery and real-time tracking

Comprehensive 
Home Solutions

Enhanced 
Retention

Economic 
Empowerment

New Revenue Streams

Service Provider Profiles: 
Service providers can 
showcase their specialized 
areas and expertise
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Key Features

GrabHealth: Marking Grab as the First Super-App in Thailand to Offer Telemedicine Services
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Since Grab already has pharmacies under GrabMart, adding a 
telemedicine service will create an additional revenue stream

1 Browse

Explore nearby partner 
pharmacies that offer 
telemedicine service

2 Consult

Talk to a certified 
pharmacist to get 
a prescription

3 Deliver

Wait for the delivery and 
access historical 
prescription records

With historical and personalized prescription data, Grab will lead the market with solutions 
that enhance satisfaction, convenience, and retention.

Leverage Existing Infrastructure
Grab has already established “Pharmacy” 
feature under GrabMart with a strong 
base of pharmacy merchants.

Partner pharmacies with real-time 
telemedicine consultation available 
will be displayed with a tag. 

Key Benefits

Strengthen Market Position
Differentiate Grab as the first super 
app in Thailand to offer telemedicine 
consultation service.

Drive Sales and Retention
Telemedicine service allows Grab to 
generate additional revenue beyond 
non-prescription pharmacy products.
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The New-Normal of Dining Out

Objective

Position Grab as the go-to platform not only 
for food delivery but also dining out.

GrabFood Dine Out: Unlocking Its Full Potential
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Unlocking GrabFood Dine Out's potential as the future of dining through 
increased visibility, customer engagement, and strategic partnerships.

INTRODUCTION PLOT THE MAP BUILD THE JOURNEY TIMELINE & IMPACT

Off-Peak Filling

Provide discount coupons for dine-in 
customers during off-peak times, such as 
weekday afternoons to attract diners and 

make better use of typically quiet hours

Increased Foot Traffics

Optimized Resources

Interactive Menu
Each menu item displays its average rating 
and snippets of customer feedback (e.g., 
"Highly recommended by 80% of diners" or 

"Perfect for spice lovers")

Off-Peak revenue Growth

Informed Choices --> Improved Trust

Increased Customer Engagement

Boosts Profitable Sales

Enhanced Visibility of Signature Dishes

Collaborative Food Experiences

Partnering with different restaurants on 
Grab to create experience packages, such 
as a progressive dinner across appetizers, 
mains, and desserts at different venues, 
with specialized and festive themes to 
increase appeals.

Attracts Tourists and Niche Audience

Restaurants Benefit from Shared Traffic



GrabGPT Chatbot: AI Assistant for Grab Services

With the existing partnership between Grab and OpenAI, developing the 
GrabGPT Chatbot will elevate the customer experience to the next level.

While OpenAI’s ChatGPT relies on prompts and data from Google, 
GrabGPT leverages each user’s historical records and Grab's 
data to create personalized response.

Chatbot

Chat/speak with generative AI for any needs, 
with automatic links to place orders

Equipped with image 
recognition ability

Accurate, personalized 
customer service

Key Benefits

Increased User 
Engagement

Seamless Problem 
Resolution

Increased Cross-
Service Usage
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GrabMart & GrabGifts
Suggests stores and items for 

quick and thoughtful shopping

GrabExpress & Assistant
Helps set up delivery tasks 

effortlessly

GrabHealth
Provides easy access to 

consultation calls

GrabFood & Dine Out
Recommends trendy and 
personalized food choices

GrabHome
Quickly connects users with 

service providers

As an AI assistant for personalized recommendations, GrabGPT Chatbot alongside expanding into other service 
segments addresses customers' everyday needs, making Grab the go-to app for urban living.

INTRODUCTION PLOT THE MAP BUILD THE JOURNEY TIMELINE & IMPACT

Sources: Grab Investor Relations



GrabQuest: The Gamified Loyalty Program
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A gamified loyalty program where users earn points, climb ranks, and 
unlock exclusive rewards, fostering engagement and sustainability

xxKey Features

INTRODUCTION PLOT THE MAP BUILD THE JOURNEY TIMELINE & IMPACT

Discover the Green Marketplace

Redeem your GreenPoints for a variety of sustainable rewards 
ranging from reusable packaging to green groceries

How?Why?

c

Freemium GrabUnlimited Packages 

Size S Packages are open for redemption by 
all users, allowing everyone to enjoy basic 
benefits imminently

Why?
Non-premium 
users cannot view 
available packages, 
limiting their 
awareness of the 
premium rewards 
and perks

Size M and L Packages are exclusively 
unlocked for GrabUnlimited subscribers, 
offering premium rewards and larger perks 
for those who subscribe

Key Benefits

Boost GrabUnlimited 
Subscribers

Support ESG Goals

As eco-consciousness grow by rewarding 
greener usage, it promotes low-carbon 
alternatives. 58% of Thai population prefer 
sustainable products and services thus they 
are willing to pay 11.7% more on average

Customers will earn Grab 
GreenPoints by using eco-
friendly services such as 
GrabEV cars and 
motorbikes

Sources: Voice of the Consumer Survey 2024: Asia Pacific Thailand Snapshot



Cross-Service Quest

These challenges are designed to drive engagement 
across multiple Grab services, encouraging users to 
explore various offers

on c

GrabQuest: The Gamified Loyalty Program
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Boosting user engagement and loyalty with gamification across food, 
travel, and eco-friendly initiatives; creating a dynamic rewards

xxTiered Ranking System

Users earn points across Grab services to 
climb through ranks: Bronze, Silver, 
Gold, Platinum, and the exclusive 
Emerald Rank (Elite). Higher ranks unlock 
better rewards, with Emerald offering 
limited seats reserved for top achievers.

xxQuarterly Reset

Ranks are reset every three months, with 
each user dropping one tier to ensure 
fairness and continuous engagement.

Grab Greenpoints System

By fostering competition, achievement and progress, it will enhances user experiences, motivate 
participation and drive sustainable engagement toward specific goals

INTRODUCTION PLOT THE MAP BUILD THE JOURNEY TIMELINE & IMPACT

Mart & Dine  + 
Order from GrabMart and 

Dine out at a Grab-
partnered restaurant

Eco Combo  + 
Place a GrabFood order 
and complete your trip 
with a GrabEV car ride

xxCategory-Specfic Ranks

Compete in Food, Transport, and Mart 
categories. Receive monthly vouchers 
based on your rank in each service 
category.

1.5x multiplier of eco-
actions: accelerate 
leaderboard redeeming 
points for rewards does 
not impact rankings

Key Benefits

Sustain
Engagement

Increase Spending 
and AOV

Encourage Cross-
Service usage

Your overall rank unlocks exclusive prizes, including a coveted 
monthly mystery box filled with premium perks and surprises.

Sources: MastercardService 
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2025 H1

Setup HR and Training team

Develop and beta test the 
feature of GrabHealth

Recruit and Training service 

providers for Grabhome

Setup database code for 
GrabGPT Chatbot: RAG 
(Retrieval-Augmented 
Generation)

Create new ranking system 
and loyalty program

Develop and beta test Gamification 
& Loyalty program

Phase 1: Launch in bangkok to test 
demand and optimize operations

Phase 2:  Expand to major cities; introducing bundled 
promotions and packages with other Grab services

Phase 3: Incentivize eco-friendly 
cleaning practices with rewards and 

discounts on GrabFinance

P
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t 
th

e 
M

a
p

KPIs in 5 years:

Launch 
GrabHome

Launch 

GrabHealth

Maintain, develop and optimize

B
u

ild
 t

h
e 

Jo
u

rn
ey

Offer existing pharmacy 
partner to join 

Develop and beta test teleconsultation 
VDO call of Grabhealth

Train GrabHome applicants every 2 months

Co
lle

ct
 

fe
ed

b
ac

k

C
o

lle
ct

 
fe

e
db

ac
k

In-app promotions Online Marketing Offline Direct Sales

Launch GrabGPT 
Chatbot

Co
lle

ct
 

fe
ed

ba
ck

In-app promotions & Marketing launch (i.e., TikTok)

Launch Grab 
Dine Out C

ol
le

ct
 

fe
ed

ba
ck

Launch 
Gamification & 
revised Loyalty 

program Co
lle

ct
 

fe
e

db
ac

k

Maintain, develop and optimize

Implementation Plan & Impact

2025 H2 2026 H1 2026 H2 2027 H1 2027 H2 2028 H1 2028 H2 2029 H1 2029 H2
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617K
Increase in 

GrabUnlimited 
subscription

35%

Home Cleaning 

Market Share
Dine Out 
Conversion rate

27% → 35%9%
E-Presciption 
Service

GrabHome:

2 M
completed 

orders

GrabHealth:

2 B Total 
Revenue

GrabFood 
Dine Out:

50%
Increase in 

AOV

GrabQuest:

9.5 M
Incremental in 

transaction

12 B (+4.4%)
Incremental Revenue in 
Year 5 (compared to base 
case)
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APPENDIX
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Household cleaners market in Thailand is expected to show an annual 
growth rate (CAGR 2024-2029) of 11.67%

Sources: Statista
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Case Study: Seekster, a provider of various home services, attributes 
90% of its work to home cleaning services.

We have been in operation for 7 years, completing over 700,000 tasks valued at 300 
million Baht. Our customer base is evenly split between individual consumers and 
organizations. We handle 300–500 tasks daily, with 90% focused on home cleaning 
services.

Translation:

Sources: Seekster (2022)
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Lawn and garden market in Thailand is expected to show an annual 
growth rate (CAGR 2024-2029) of 6.34%

Sources: Statista
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Repair and installation services market in Thailand is expected to show 
an annual growth rate (CAGR 2024-2029) of 1.45%

Sources: Statista
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Laundry care market in Thailand is expected to show an annual growth 
rate (CAGR 2024-2029) of 2.25%

Sources: Statista
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Health and wellness market in Thailand is expected to show an annual 
growth rate (CAGR 2024-2029) of 29.1%

Sources: GlobeNewswire
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E-Commerce market in Thailand is expected to show an annual growth 
rate (CAGR 2024-2029) of 10.89%

Sources: Statista
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Trends on on-demand delivery industry

Sources: assets.grab
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Food delivery industry is projected to decline in 2024

Sources: Kasikorn Research Center, LINE MAN Wongnai
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GrabFood Self Pick-Up and Dine-In has grown 23 times from 2021 to 
2023

Sources: assets.grab
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Grab users opted for self pick-up 140% more in 2023 compared to 2022, 
and 95% use Grab to discover new restaurants.

Sources: assets.grab
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GrabFood Dine Out Bundle Packages

Progressive 
Dining

Bangkoknian 
Favorites

Festive Deals Influencers’ 
Picks

User-Generated 
Lists

Detail A curated dining 
journey across 
multiple 
restaurants

Exclusive deals 
and bundles 
featuring 
Bangkok’s iconic 
and trending 
restaurants

Seasonal dining 
promotions and 
festive bundles 
for holidays and 
celebrations

Recommendatio
ns and special 
offers on 
restaurants 
endorsed by 
influencers

Customizable 
dining bundles 
created by 
users, allowing 
them to share 
with friends and 
post online

Target Group Food 
enthusiasts, 
couples, and 
groups of friends

Locals and 
tourists looking 
for authentic 
experience

Family, couples, 
and groups of 
friends

Gen Z and 
millennials who 
follow 
influencers

Social foodies, 
groups, and 
community-
driven users

Example 2 Meals & 1 
Dessert,
1 Drink & 1 
Dessert

Tiktok-featured 
Bundles,
Michelin Guide 
Bundles

Valentine’s 
Dinner Package,
Songkran 
Specials

Food 
Influencers’ 
Picks

“Samyan Night 
Out”
“Thonglor 
Playlist”
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Grab x OpenAI Partnership

Sources: Grab Investor Relations
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AI Usage of Thai people

Sources: BBDO Bangkok research
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Incremental Revenue of GrabFood Dine Out

Sources: assets.grab, Team analysis

13.2B

6.7B
5.7B

10.8B

8.7 B

4.8 B

2.8B

1.3B
1.6B

1.1B
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Incremental revenue from GrabHome, GrabHealth, and Dine Out

Sources: assets.grab, Team analysis

Incremental Revenue with 3 strategies

0

10,000,000,000

20,000,000,000

30,000,000,000

40,000,000,000

50,000,000,000

60,000,000,000

70,000,000,000

2025 2026 2027 2028 2029

Without Strategies With Strategies

23.1B23.7B

28.2B 30B
30.4B

40.2B
42B

49.7B
51.3B

60.1B

18.8% 
increase
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GrabQuest: Method of Finance

+28%
In 2029

Sources: Grab, Team Analysis
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GrabQuest: Method of Finance

+23.8%
In 2029

Sources: Grab, Team Analysis
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Base case of Grab 

Sources: Statista , Bangkok Post
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GrabHome: Method of Finance

Sources: Official statistics registration systems ,ministry of labour
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GrabHome: Method of Finance

Sources: team analysis
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GrabHome: Cost

Sources: Official statistics registration systems
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GrabHome: Profit & ROI

Sources: Official statistics registration systems, Team Analysis
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GrabHealth: Method of Finance

Sources: Official statistics registration systems, IHPP Thailand , Grand View Research
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GrabHealth: Method of finance

Sources: Official statistics registration systems
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GrabHealth: Cost

Sources: Official statistics registration systems
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GrabHealth: Profit & ROI

Sources: Official statistics registration systems, Team analysis
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GrabFood Dine out: Method of Finance

Sources: ministry of tourism and sport,Official statistics registration systems
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GrabFood Dine out: Cost

Sources: Grab, Team Analysis
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GrabFood Dine out: Profit & ROI

Sources: Grab, Team Analysis
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GrabQuest: Method of Finance

Sources: Grab, Team Analysis
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GrabQuest: Method of Finance

Sources: Grab, Team Analysis
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GrabQuest: Cost

Sources: Grab, Team Analysis



APPENDIX

45

GrabQuest: Income

Sources: Grab, Team Analysis



APPENDIX

46

GrabGPT : Cost

Sources: Grab, Team Analysis
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Total cost

Sources: Grab, Team Analysis
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Total cost

Sources: Grab, Team Analysis
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Total cost

Sources: Grab, Team Analysis
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