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Wh t, I 'd 24 BurgerFi On Meeting QSR Customers’

a S n S I e Ordering Preferences
PYMNTS talks with Karl Goodhew, chief technology officer
at fast casual burger chain BurgerFi, about the technologies

04 The Pandemic’s Ongoing Effects On required to meet customers’ evolving demands.
The Restaurant Space

Eateries that weathered the cataclysm leaned into online 28 Chipotle Looks To The Future
ordering, curbside pickup and delivery services, and

adopted restaurant management software to survive. Chipotle recently announced it was piloting new machine

learning and automated food assembly systems for
the kitchen.
10 Drive-Thru And Barista Job Positions

Are Primed For Automation 30 Improving Financial Decisions With

QSRs have explored automating positions for years, but Centralized Data

some roles are better suited for robots than others. , ] _ _ _
Tightening margins due to inflation leads restaurant oper-

ators to look to technologies that help centralize spending
16 The Restaurant Industry Continues Its data and offer a live look at inventory and menus.

Rapid Evolution Of New Technologies

Increasing revenue despite staffing and supply chain 32 About
challenges VYI[[ require adopting new ordering, payment Information on PYMNTS and LS Retail
and automation technology.
22 Restaurants Retain Systems Adopted PYMNTS @LStRetail
aptos

Early In The Pandemic
Digital capabilities implemented in the early months of the Acknowledgment

The Restaurant Digitization Tracker® Series is produced in collaboration
pandemIC have proven to be Worth the investment and WithLSRetaiL,aanYMNTSisgratefulfortheF::ompany’ssupportand

insight. PYMNTS retains full editorial control over the following findings,

worth maintaining, even as dine-in service resumed. methodology and data analysis.
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Need To Know The pandemic forced restaurants to quickly pivot and deploy online
platforms for contactless ordering, unified restaurant software,
curbside pickup and delivery services to meet consumers where
they were. The usage of many of these technologies was already
becoming popular in the quick-service restaurant (QSR) space, but

The pandemic fo rced many table-service restaurants had to deploy them for the first

time. These options have now become table stakes for eateries of

Millions of restaurants o o s e fed et
to deploy ordering

t?Ch nOlogy and Mobile ordering is a necessity for
kltchen management restaurants to operate at peak capacity.
software.

Social distancing and stay-at-home orders ground the
industry to a near halt in 2020, with eateries scram- 92% 31%
bling to find a way to stay in business despite little to
no foot traffic. A massive portion of restaurants did
not survive the crisis, with a 2021 study finding that
90,000 eateries across the United States shut down

for good. Portion of Share of
top-performing low-performing
restaurants that offer restaurants that

mobile ordering offer mobile ordering
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https://www.washingtonpost.com/food/2022/06/21/covid-restaurant-closures/
https://www.pymnts.com/mobile-order-ahead/2021/restaurants-race-to-top-of-mobile-ordering-experience/
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Need To Know

The restaurant industry is
not yet out of the woods.

Customers choose restaurants for a
wide variety of reasons.

Staffing issues, supply shortages and inflation are
currently the most pressing issues restaurants face,
despite customer levels largely returning to their
pre-pandemic state. A full 96% of restaurant opera-
tors said they experienced vendor delays or shortages
of ingredients and beverages last year, and these
shortages are expected to continue.

70% 30%

Restaurants will need to continue to deploy innova-
tive technology to keep business strong, including
tracking systems that can provide real-time informa-

: ) Portion of Portion of customers
tion on suppliers, warehouses and other facets of the .

supply chain to minimize the impact of these delays. customers who who base their

Only then can these eateries serve customers to the say food taste decision on an

best of their ability and offer the features that keep is their top easy-to-navigate

diners coming back for more. motivator website
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https://www.pymnts.com/study/digital-divide-qsr-loyalty-rewards-restaurant-subscriptions/
https://www.pymnts.com/mobile-order-ahead/2021/restaurants-race-to-top-of-mobile-ordering-experience/
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Need To Know Restaurants thrive on repeat visits, and each return visit gives
the restaurant valuable data on customers’ ordering preferences.
Restaurants can, in turn, leverage this data to drive additional reve-
nue. Obtaining said data is a crucial facet of loyalty programs, which
serve the additional purpose of offering customers personalized

ReStau rants mUSt dig deep rewards that help build trust and encourage the repeat visits that
° ° eateries covet.
into their customer data to

o ° Eateries around the world have seen massive success in deploying
meet thelr patrons needs. these rewards programs and harnessing the data obtained therein.

Starbucks, for example, added more than a million new members
in Q3 2021 alone, adding to its 24 million active members who cur-
rently represent 51% of all nationwide spending at the chain.

Rewards program
membership totals,
as of last year

#2PA JORRS

24 More than More than 17
Million 23 20 Million

Million Million

%
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https://www.restaurantdive.com/news/how-qsr-loyalty-programs-stack-up-in-2021/605458/
https://www.restaurantdive.com/news/how-qsr-loyalty-programs-stack-up-in-2021/605458/
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News And Trends

Drive-Thru And
Barista Positions
Are Most Primed
For Automation

QSRs have been exploring automated positions for
years, but some roles are better suited for robots than
others. A recent survey found that drive-thru atten-
dants were the easiest position to automate, with
just 30% of respondents saying this would be diffi-
cult. Baristas followed this at 36%, hosts at 40% and
cashiers at 41%.

Chefs were the most challenging role to automate,
with 76% saying that deploying automation for that
position would be impractical. Automation is coming
fast in other areas, however, with 76% of respondents
saying they currently use three or more automated
tools. More than half said their revenues had improved
since implementing automation technology.

Restaurant Digitization Tracker®Series | 11
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https://www.restaurantbusinessonline.com/technology/drive-thru-barista-jobs-are-most-ripe-automation-restaurants-say
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News And Trends
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Restaurant operators detail
evolving challenges from
supply chain strain

Restaurants have been facing a supply chain crisis for the past
year, and while it has not abated, it has taken on a different
form. While scarcity and product shortages were the primary
cause of rising prices and inventory shortages last year, most of
the problems in 2022 relate to staffing and transportation.

Experts recommend forming relationships with multiple supply
partners to counteract these crises. Texas-based chain Smoothie
King diversified its supplier base to ensure a steady inventory
flow, as did bakery giant Panera Bread. Enterprise resource plan-
ning and inventory software can help with the logistical strain
of managing these multiple supply chains.

© 2022 PYMNTS All Rights Reserved
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https://www.nrn.com/fast-casual/when-it-comes-supply-chain-there-are-no-shortcuts-restaurants
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News And Trends Price increases by chain,
August 2021 - August 2022

Burger King tops list of s
most increased QSR prices kine 21%
in the past year

18.9%

Inflation and supply chain issues resulted in price increases
across the board for QSRs, but not all increases were equal.
Burger King was the fast food chain that raised its prices
most, according to a recent study, with the average cost of
a meal growing by 21%, from $6.76 to $8.18. Wendy’s, Jack
in the Box, Five Guys and McDonald’s rounded out the top
five. These unequal increases indicate that other factors are T ol
at play, in addition to the stated inflation issues that should
have affected them all equally, and that there is room for
reducing prices with the right technological solutions. ——

FIVE GUYS 13 50/
BURGERS and FRIES ® o

e e

15.6%

11.3%
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https://www.nrn.com/fast-casual/are-consumers-hitting-price-increase-breaking-point
https://www.nrn.com/fast-casual/are-consumers-hitting-price-increase-breaking-point
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PYMNTS Intelligence

New Technology
Becomes Table Stakes
As The Restaurant
Industry Evolves

The industry continues its rapid recovery after a swift
tumble during the first years of the pandemic, as
expressed by several different metrics. The food ser-
vice industry is projected to hit $898 billion in sales
this year, for example, and is expected to add 200,000
roles annually through 2030.

This is not to say that everything is going well, how-
ever. Restaurant owners have expressed difficulty
finding new employees to fill these roles, for exam-
ple, and supply chain issues and inflation have cut
into profits. Increasing revenue despite these chal-
lenges will require investing in new ordering, payment
and automation technology.

© 2022 PYMNTS All Rights Reserved © 2022 PYMNTS All Rights Reserved


https://www.prnewswire.com/news-releases/national-restaurant-association-releases-2022-state-of-the-restaurant-industry-report-301472035.html
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PYMNTS Intelligence

Automation and data-
driven ordering are some
of the most promising
restaurant technologies.

Improving margins to meet modern industry challenges will
likely necessitate some form of automation. This automation
can include replacing front-of-house workers such as drive-thru
attendants or baristas, but the biggest bang for restaurants’ buck
would come from automating back-of-house functions, including
inventory tracking, ordering and payments.

Currently, more than 75% of eateries use three or more auto-
mated tools. Automated payroll, payments and pricing are some
of the obvious use cases, with nearly one-third of restaurants
surveyed by PYMNTS saying they had mostly or fully automated
these operations.

© 2022 PYMNTS All Rights Reserved
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Restaurants have automated
many facets of their
behind-the-scenes operations.

33% 29%

Share of restaurants
that have automated
payments systems

Portion of restaurants
that have automated
payroll functionalities

This need for automated and unified restaurant functionalities
has been recognized by providers worldwide, driving the restau-
rant management software market to explode in value. Experts
project that this industry will hit $17.3 billion by 2031, a com-
pound annual growth rate (CAGR) of 15.9% in the next decade.
Among other functions, these technologies have been shown
to improve inventory ordering accuracy, reducing the amount of
food that goes to waste and improving restaurant margins.

© 2022 PYMNTS All Rights Reserved


https://corp.smartbrief.com/original/2022/10/restaurants-reallocate-some-tasks-to-robots-to-deal-with-staffing-shortages
https://www.pymnts.com/restaurant-innovation/2022/consumers-passion-choice-compounds-restaurants-labor-challenges/
https://www.globenewswire.com/news-release/2022/10/06/2529514/0/en/Restaurant-Management-Software-Market-To-Reach-17-3-Billion-By-2031-Latest-Industry-Insights-by-Adroit-Market-Research.html
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PYMNTS Intefligence Loyalty programs are also
crucial to driving revenue.

These can take many forms, ranging from point-based reward
systems to surprise-and-delight models that randomly and
occasionally offer customers free menu items. Mobile ordering
systems are now table stakes for QSRs around the world, so
many customers decide where to eat based on what rewards
they can attain.

PYMNTS research found that 24% of table-service restaurant
customers and 21% of QSR customers said that loyalty programs
were very or extremely important when choosing a restaurant,
with these numbers increasing among younger generations.
Loyalty programs are particularly effective at encouraging
customers to make return visits to restaurants, even if the
restaurants are not offering a reward at the particular time of
the decision.

70% 60%

Share of QSR loyalty Portion of QSR patrons
program participants that use loyalty programs
that order via a at restaurants they

mobile app purchase from frequently
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https://www.pymnts.com/study/digital-divide-qsr-loyalty-rewards-restaurant-subscriptions/
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Chart Of The Month

Restaurants Keep
Technological
Assistance
Implemented
During The
Pandemic

In March 2020, the restaurant industry saw a seis-
mic shift as eateries increased delivery or takeout
capabilities, with many offering these services for
the first time. Most restaurants are keeping the capa-
bilities they began to offer earlier in the pandemic,
as these options have proven effective even after
dine-in service returned. As of April of this year, 90%
of restaurants offer delivery, compared to 91.5% last
year, for example, a keen demonstration of the added
value these systems provide to eateries that nearly
all chose to maintain.

© 2022 PYMNTS All Rights Reserved
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Implementation of digital channels

Aggregated share of restaurants with select digital capabilities

ORDER FULFILLMENT REWARDS

Delivery Promotions
90.0% I 74.0% I——
91.5% 76.7%

Order online, pickup in-store (website, mobile Receive rewards due to supporting the

app and loyalty program) restaurant on social media (loyalty program)
87.0% I —— 1.6% I
86.4% 2.7%

ORDER B April 2022

September 2021

Stock levels of most popular menu items

87.5% I
88.6%

Stock levels of all usual menu items

98.5% |
97.2%

Source: PYMNTS
Restaurant Readiness Index 2022 Edition, July 2022
N = 200: Restaurant sites covered by mystery shopping exercise, fielded April 7, 2022 — May 5, 2022
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Insider POV

M EEti ng QS R An interview with Karl Goodhew,

chief technology officer at fast

CUStOmerS’ Ordering casual burger chain BurgerFi, about
Prefe rences the technologies required to meet

customers’ evolving demands

The ongoing pandemic forever changed customers’
demands for QSRs. Mobile ordering, takeout and deliv-
ery became practically mandatory, and lockdowns forced
restaurants that did not initially have these capabilities to
either hit the ground running or be left behind.

[Restaurants] have to be
careful about a race to “It was a frightening time, and everybody reacted as best
the bottom on quality.

they could without systems in place. Over time, expec-
tations became elevated: Food should still be hot, drive

You can’t let standards times should be reasonable, and from an operations per-
. spective, it’s essential to ensure that speed of service is
slip. You need to have right on point.”
KARL GOODHEW the right technology to
Chief technology officer maintain revenue even if
you have to save costs.

© 2022 PYMNTS All Rights Reserved
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Insider POV

Analysis of customer data formed the core of BurgerFi’s mobile
ordering strategy. Every customer interaction with a restaurant pro-
vides that restaurant with key information about when the customer
typically orders, what their favorite foods are and a host of other
data points that the restaurant can use to refine business opera-
tions and drive revenue.

“We’re using the data to inform operational choices or menu choices.
For example, we just rolled out a change in the menu to test mar-
kets. We’re watching very closely as to the customer reaction and
if that’s something that we should change, pull back on or roll out
system-wide.”

Data analysis will be the way of the future in the restaurant indus-
try, said Goodhew. Restaurants can already offer customers targeted
promotions and rewards, but will likely be able to expand that anal-
ysis to further augment operations based on other variables such as
time of day, weather or current inventory levels.

“My hope is that one day | can walk into a store, and they’ll know
who | am and then offer me appropriate promotions or offers. They
will be able to ask me if | want what | had ordered last time without
me having to take my phone or my wallet. The technology is already
there, but the question is how comfortable people are with it.”

© 2022 PYMNTS All Rights Reserved : © 2022 PYMNTS All Rights Reserved
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Companies To Watch

Chipotle Invests In =g
Al And Automation P Nl bk sl

(€ |CHIPOTLE

MEXICAN GRILL

The fast-casual Mexican food giant is looking to the future , 2N
with investments in several new technologies. Chipotle recently @ y ’ @ i ‘
announced it was piloting a new machine learning system for }ﬂ - e w-‘ WA : Lm
the kitchen, which monitors ingredient levels in real time and - - ' m"’*’ . :
instructs employees on which menu items to cook, how much 4 m— —

and when to start. The chain also invested in a robotic kitchen 7 |

system called Makeline, which assembles customer orders

under human supervision. Chipotle plans to deploy this system

for digital orders and reserve staff for in-restaurant customers.

— o NN RN AN
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https://www.qsrmagazine.com/fast-casual/ai-and-machine-learning-enter-kitchen-chipotle
https://www.prnewswire.com/news-releases/chipotle-invests-in-robotic-makeline-and-plant-based-protein-via-its-new-venture-fund-301590814.html
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What’s Next

Improving Financial
Decisions With
Centralized Data

Rising housing, gas and food costs recently spurred the city of
San Diego to raise the minimum wage from $15 an hour to $16.30,
which has the potential to impact industries such as food service
due to its reliance on large amounts of minimum-wage workers.
What restaurants will need to be aware of, however, is tightening
margins due to the aforementioned gas and food prices, and they
will need to invest in software that can centralize this spending
data and help operators make better financial decisions.

According to Eric Miller, vice president at LS Retail, one of the
hottest topics in the industry is around cloud-based point-of-sale
systems and their ability to help scale restaurant management
and processes. Investing in these systems will provide cost sav-
ings by helping operators receive the latest status on inventory,
for example. This need for live information to create cost savings
also translates to keeping the ordering process current, some-
thing Miller sees as a significant pain point.

Restaurant Digitization Tracker®Series | 31

Everyone wants to make [the ordering process] easier,
whether it’s using kiosk ordering at various points

in the restaurant or close by, or by using QR code
ordering. The challenge now is being able to keep
everything up to date and aligned with ‘live’ menus —
there are no longer updates you need to wait to create.
Changes to the menu, whether it be dishes, offers

or pricing, go out to all kiosks and QR code menus
immediately. This, however, also gives restaurateurs a
lot of flexibility, for example, removing sold-out items
or pushing specific dishes with offers, which can really
boost customer satisfaction.

ERIC MILLER
Vice president

(6 LS Retail

aptos
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https://www.pacificsandiego.com/latest/story/2022-10-03/san-diego-will-raise-minimum-wage-to-16-30-next-year-what-can-businesses-and-workers-expect
https://www.lsretail.com/
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PYMNTS pyMNTS is where the best minds and the best content meet
on the web to learn about “What’s Next” in payments and
commerce. Our interactive platform is reinventing the way
in which companies in payments share relevant information
about the initiatives that shape the future of this dynamic
sector and make news. Our data and analytics team includes
economists, data scientists and industry analysts who work
with companies to measure and quantify the innovation that
is at the cutting edge of this new world.

@ LS Retail LS Retail, an Aptos company, specializes in developing POS
aptos and business management software systems for retail,

restaurants, hotels, forecourts and pharmacies based on
Microsoft Dynamics 365 and .NET technology. LS Retail’s
software solutions have been installed in more than 90,000
stores, restaurants, pharmacies and gas stations in more
than 140 countries worldwide.

We are interested in your feedback on this report. If you have ques-
tions or comments, or if you would like to subscribe to this report,
please email us at feedback@pymnts.com.
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The Restaurant Diditization Tracker® Series may be updated periodically. While reasonable ef-
forts are made to keep the content accurate and up to date, PYMNTS MAKES NO REPRESENTA-
TIONS OR WARRANTIES OF ANY KIND, EXPRESS OR IMPLIED, REGARDING THE CORRECTNESS,
ACCURACY, COMPLETENESS, ADEQUACY, OR RELIABILITY OF OR THE USE OF OR RESULTS
THAT MAY BE GENERATED FROM THE USE OF THE INFORMATION OR THAT THE CONTENT
WILL SATISFY YOUR REQUIREMENTS OR EXPECTATIONS. THE CONTENT IS PROVIDED “AS IS”
AND ON AN ‘AS AVAILABLE" BASIS. YOU EXPRESSLY AGREE THAT YOUR USE OF THE CON-
TENT IS AT YOUR SOLE RISK. PYMNTS SHALL HAVE NO LIABILITY FOR ANY INTERRUPTIONS IN
THE CONTENT THAT IS PROVIDED AND DISCLAIMS ALL WARRANTIES WITH REGARD TO THE
CONTENT, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A
PARTICULAR PURPOSE, AND NON-INFRINGEMENT AND TITLE. SOME JURISDICTIONS DO NOT
ALLOW THE EXCLUSION OF CERTAIN WARRANTIES, AND, IN SUCH CASES, THE STATED EXCLU-
SIONS DO NOT APPLY. PYMNTS RESERVES THE RIGHT AND SHOULD NOT BE LIABLE SHOULD
IT EXERCISE ITS RIGHT TO MODIFY, INTERRUPT, OR DISCONTINUE THE AVAILABILITY OF THE
CONTENT OR ANY COMPONENT OF IT WITH OR WITHOUT NOTICE.

PYMNTS SHALL NOT BE LIABLE FOR ANY DAMAGES WHATSOEVER, AND, IN PARTICULAR, SHALL
NOT BE LIABLE FOR ANY SPECIAL, INDIRECT, CONSEQUENTIAL, OR INCIDENTAL DAMAGES, OR
DAMAGES FOR LOST PROFITS, LOSS OF REVENUE, OR LOSS OF USE, ARISING OUT OF OR
RELATED TO THE CONTENT, WHETHER SUCH DAMAGES ARISE IN CONTRACT, NEGLIGENCE,
TORT, UNDER STATUTE, IN EQUITY, AT LAW, OR OTHERWISE, EVEN IF PYMNTS HAS BEEN AD-
VISED OF THE POSSIBILITY OF SUCH DAMAGES.

SOME JURISDICTIONS DO NOT ALLOW FOR THE LIMITATION OR EXCLUSION OF LIABILITY
FOR INCIDENTAL OR CONSEQUENTIAL DAMAGES, AND IN SUCH CASES SOME OF THE ABOVE
LIMITATIONS DO NOT APPLY. THE ABOVE DISCLAIMERS AND LIMITATIONS ARE PROVIDED BY
PYMNTS AND ITS PARENTS, AFFILIATED AND RELATED COMPANIES, CONTRACTORS, AND
SPONSORS, AND EACH OF ITS RESPECTIVE DIRECTORS, OFFICERS, MEMBERS, EMPLOYEES,
AGENTS, CONTENT COMPONENT PROVIDERS, LICENSORS, AND ADVISERS.

Components of the content original to and the compilation produced by PYMNTS is the prop-
erty of PYMNTS and cannot be reproduced without its prior written permission.

The Restaurant Digitization Tracker® Series is a registered trademark of What's Next Media &
Analytics, LLC ("PYMNTS”).

\
\
\\\
A\
\
\
1NN © 2022 PYMNTS All Rights Reserved
‘ ““\\\\
\“\\\\\
TTTINN


http://www.pymnts.com
https://www.lsretail.com/
mailto:feedback%40pymnts.com?subject=Restaurant%20Digitization%20Tracker%C2%AE%20Series

