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The Restaurant Industry

The Restaurant industry is one of the most
fragmented industries that accounted for
more than $ 550 billion worth of sales and
employed close to 13 million people in
2008. Food and Beverages establishments
records close to $ 400 billion in sales, but is
an extremely labor intensive industry. Al-
though, the employment in this industry is
quite high, the sales per employee stood at
around $60,000 in the US, significantly
lower than other industries.

Restaurants can follow various formats, but
some commonly known formats are the
Quick Service, Fast Casual and Casual Din-
ing formats.

Among the most common Restaurants for-
mats are the following:

Casual Dining: Serves moderately-priced
food in a casual atmosphere. Except for
buffet-style restaurants, casual dining res-
taurants typically provide table service.
They usually have a full bar with separate
bar staff and a limited wine menu.

Quick Service: Speed of service and low
cost are key considerations in this format.
A feature that distinguishes them from tra-
ditional restaurants is absence of crockery
and cutlery. The customer is expected to
eat the food directly from the disposable
container it was served in.

Cognizant’s Restaurants Practice works with
some of the leading names in this space, including Casual

Dining, Fast Casual and Quick Service customers, helping
them build, integrate and maintain Front Of House, Back Of
House and Corporate systems

Typical Restaurant Formats

Even though all Restaurants serve a combi-
nation of food and beverages to its custom-
ers, there exists some specific formats
based on pricing, preparation methods and
menu style. Additionally, there are two as-
pects that characterizes this industry:

a) Highly fragmented with innumerable sin-
gle unit ventures

b) Presence of large franchisee operators
that help propagate the Restaurant
brand and menu type across the country
and the world

Fast Casual: Promises a somewhat higher
quality of food and atmosphere than Quick
Service. Average prices charged are higher
than quick service prices and non-
disposable plates and cutlery are sometimes
offered. This category is a growing concept
that fills the space between fast food and
casual dining

Fine Dining: These are full service restau-
rants with specific dedicated meal courses.
Décor of such restaurants feature higher
quality materials with an eye towards the
ambience desired by the restaurateur. The
wait staff is usually highly trained and often
wears more formal attire.

For the purpose of this study, we have com-
pared Quick Service with Casual Dining for-
mats. Fast Casual and Fine Dining are not
explicitly considered.
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Methodology

Cognizant has worked across Fine Dining, Casual Dining, Fast Casual and Quick Service for-
mats. While engaging with our customers to solve the various business and technical prob-
lems, it was evident that the Casual Dining and Quick Service formats faced some unique
challenges. The solutions to these problems almost always required an understanding of the
nuances of the specific domain and sometimes required application of different tools.

The functionalities are categorized into Front Of House, Back Of House and Corporate
systems and processes.

FRONT OF HOUSE: POS and PORTALS

POS and Portals
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Casual Dining

Front Of House (POS and Portals) - Key takeaways

e Quick Service menus are much more standardized than a Casual Dining menus. Even
though Combos and customizations are a norm in Quick Service, the number of choices
in a Casual Dining menu poses some challenges for mobile ordering and menu manage-
ment

e Handheld POS is used in both formats but in different situations—Dine-In Ordering for
Casual Dining as opposed to Curbside ordering for Quick Service

e Currently, self service kiosks are more common in Quick Service and is used mostly as
a queue busting device. However, there is no restriction on Casual Dining restaurants to
use it, especially with the advent of Microsoft's Surface Computing technology, for en-
hanced guest experience

e Online Ordering has taken off in Casual Dining and Fast Casual. Fast Casual formats
such as Pizza Hut has pioneered the concept of Online ordering and delivery. There is a
school of thought that Quick Service menu is not amenable to Online Ordering, however
the jury is still out on that. Online ordering is becoming extremely popular as a sales
channel
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FRONT OF HOUSE: CRM and CHANNEL MANAGEMENT

QSR

CRM and Channel Management
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Casual Dining

Front Of House (CRM and Channel Management) -
Key takeaways

Media (print and TV) advertisements and associated even
sponsorships are much more common for Quick Service
restaurants than their Casual Dining counterparts
Customer profiling, segmentation and Campaign manage-
ment is more common in Quick Service format. This
seems to be an area of opportunity for Casual Dining res-
taurants to invest in

Up-selling and cross-selling is prevalent in both formats,
but is more effectively used in Casual Dining, given the
broader menu range

Group ordering is prevalent in Casual Dining and Banquets
and has not been adopted in Quick Service

The need to manage multiple channels is currently more
important in Casual Dining and Fast Casual, given that
restaurants have already started experimenting with New
Age Ordering channels such as Online and Mobile. We be-
lieve that there is no restriction for Quick Service restau-
rants to start using these channels
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Did You Know?

$1.5 billion:

Average daily Restau-
rant industry sales in
2008

83 percent:

Percent of adults who
said there are more
avail-
able at Quick Service
restaurants today than
two years ago

healthy options

70 percent:

Percent of adults who
said that their favorite
restaurant food offers
flavor and taste that
cannot be replicated at
home

Courtesy: www.restaurant.org
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Back Of House - Key takeaways

Inventory Management complexity is higher for Casual
Dining given the number of menu variations possible. Addi-
tionally, Shrinkage tracking gains importance in Casual
Dining because of high value items such as wine and some
types of seafood. Conversely, Quick Service is in more ad-
vanced stages of RFID adoption for inventory tracking
Owing to the nature of its format, Prep Projection is more
scientific and regimental in Quick Service. Hence, continu-
ous forecasting and higher replenishment frequency is a
norm in this format

Labor Scheduling complexity and scheduling periodicity are
higher in the Casual Dining formats. This is because of the
number of job code variants are higher and the nature of
the task tends to be more non-standard than in the Quick
Service formats. However, the routine nature of the job
leads to a higher employee turnover in the Quick Service
format

Serve time is important in both formats, but assumes
greater importance in QSR to reduce queue waiting time.
Given the nature of the menu, the actual time to cook is
lesser in QSR than Casual Dining and hence assumes
lesser importance as a customer service metric
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Did You Know?

Self Service Kiosks:

New age kiosks are not
only used as a POS but
are increasingly used to
run hiring and training
applications and to dis-
play nutritional and

other promotional cam-
paigns

Biometrics:

Fraudulent product give-
aways through employ-
ees’ inappropriate use of
manager codes or keys
can be big problems

for quick-service opera-
tors and a case to have
POS terminals equipped
with biometric authenti-
cation
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Casual Dining
Back Of House - Key takeaways

e Quick Service follow more of an Asset Light strategy than Casual Dining formats

e Key operational metrics are quite different between formats

e Given the economies of scale, competition and standardized menu, price stability over
an extended period of time is a characteristic feature of Quick Service format

Conclusion

In order to design usable applications for Restaurant customers it is essential to compre-
hend the nuances of each format. While some differences are only in degree, there are
some features that are typical of the format which it characterizes. It may be useful to be
aware of these differences in order to better align requirements to the design, development
and rollout of applications and products for the Restaurant industry.
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