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Executive Summary of the report:

Quick Service Restaurants (QSRs) face multiple challenges in
today’s competitive environment. Addressing these
effectively can drive success.

Labor Shortages and High Turnover Rates

The Key Pain Points for Rising Costs

QSRs in today’s world
are:

Technology Adoption and Integration

Competition and Market Saturation

Health and Dietary Trends

Loyalty Programs

Effective Marketing
Strategies that can enhance

Customer Loyalty in this
challenging QSR landscape:

Enhancing Customer Experience

Community Engagement

Special Promotions

Regional sensitivity

Streamlined Ordering Processes

Efficient Kitchen Operations
Strategies to reduce ? - .
Customer Waiting Times: Staff Training and Scheduling

Menu Simplification

Real-Time Order Tracking

Engage newer generations with witty, unique,
and relevant messaging.

090

Utilize social media contests, niche food options,

Winning the Game of r—m
Communications influencer takeovers, and seasonal events.

Implement happy hours and food challenges to
boost engagement and sales.

By addressing these pain points and implementing these strategies, QSRs can thrive
in today’s competitive market.

'|1 SIGHT

©4SiGHT Research & Analytics 2024 2 Our insight drives your foresight



What are the pain points faced by

QSRs nowadays?

Quick Service Restaurants (QSRs) face several challenges in today’s fast-paced and competitive
environment.

Here are five common pain points they often deal with:

I

Labor Shortages and High
Turnover Rates:

Many QSRs struggle with recruiting
and retaining employees due to high
turnover rates, relatively low pay, and
often limited benefits, which can lead
to staffing challenges.

Health and Dietary Trends:

Rising Costs:

Rising costs for ingredients,
packaging, wages, technology
adoption and utilities in QSRs
often lead to thin profit margins.
Controlling cost while maintaining
quality and customer satisfaction
is a constant challenge.

Adapting menus to emerging trends like healthier and more sustainable dining options
without compromising taste, cost, and convenience can be difficult for QSRs known for

fast and convenient, but not necessarily healthy, meals.

Technology Adoption and
Integration:

Implementing new technology such
as online ordering systems, mobile
apps, and delivery platforms is
essential for staying competitive.
However, the cost of technology and
integration issues, including training
staff and maintaining cybersecurity,
can be significant hurdles.
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Competition and Market
Saturation:

The QSR industry is highly
competitive with many players
entering the market, including new
and innovative food service concepts.
Standing out in a saturated market
and maintaining customer loyalty
amidst numerous choices for
consumers is challenging.
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What are the

challenges in building

customer loyalty in Building customer loyalty in the

QSR business? Quic!< Ser\{ice Restaurant (QSR)
business is challenging due to

several factors:

The QSR industry is extremely competitive, with a large number of brands vying for the
same customer base. This saturation makes it difficult for any single QSR to stand out.

= Low Differentiation:

"{é“" Many QSRs offer similar types of food and service leading to low differentiation in
consumer minds. When products and services are perceived as interchangeable,
customers feel less compelled to remain loyal.

Customers of QSRs are often very price-sensitive. Promotions and discounts by
competitors can easily sway bargain-hunting customers. This makes it challenging for
QSRs to retain customers without engaging in a continuous cycle of promotions.

.+ - Changing Consumer Preferences:
+ + Consumer preferences can shift rapidly, and trends can change with little warning. QSRs
. . must continually adapt to these changes like healthier options or environmentally
friendly practices.

The quick-service model often leads to a lack of personal interaction between staff and
customers. This impersonal service can make it difficult to build a strong emotional
connection with customers.

Technology like mobile apps and online ordering, if not implemented well, can frustrate
customers. Technical issues, poor user interface, or lack of integration with rewards
programs can affect loyalty.
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Leverage TechnologY:
Ordering and delivery should
be made more convenient
through technology.
Easy-to-use mobile app,
online ordering, and seamless
payment system can
significantly enhance the
customer experience.

How to build

customer loyalty
in QSRs?

Here are several effective
strategies that QSRs can
adopt to increase
customer loyalty:

&

Effective Marketing:
Targeted marketing strategies
must be used to reach potential
and existing customers by using
Social media, email marketing
campaigns, and data analytics to
predict customer behavior and
preferences.
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Enhance Customer Experience:

Customer experience must be quick, pleasant, and
consistent. This includes training the staff to be friendly and
efficient, maintaining a clean and inviting environment, and
ensuring that food quality is consistently high.

(==

Loyalty Programs:

A loyalty program that rewards repeat customers is required.
This could be through a points system, where points can be
exchanged for discounts, free items, or special offers. The
key is to make the rewards tangible.

Regional Sensitivity:

QSRs especially global brands must be aware and sensitive to
regional sensibilities. Not all campaigns and communications
sit well with regional or local ethos and taste and can rub off
on the brand negatively. Similarly, initiatives and marketing
material must be also passed through the prism of changing
geo-political scenario to avoid untoward reactions from
consumers who can voice their opinion in social media that
can blow out of proportion quickly.

A
l\
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Community Engagement:

Local community should be engaged through events,
sponsorships, or partnerships with local businesses
or charities. It increases visibility and enhances brand
reputation through shared community values.

Special Promotions:

Time-limited promotions and special deals can be
offered that create a sense of urgency and can draw
in repeat visits. Combining these with holidays or
local events can increase their impact.
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How to reduce

customer waiting
times in QSR?

Reducing customer
waiting times in Quick
Service Restaurants (QSRs)
is crucial for enhancing
customer satisfaction and
improving overall
efficiency. Here are
several strategies that can
help achieve this:

Digital Kiosks: Mobile Ordering: Contactless Payments:
Implement self-service kiosks Encourage customers to use Use contactless payment

that allow customers to place mobile apps to place orders systems to speed up the

their orders without waiting for in advance. checkout process.

a cashier.

Efficient Kitchen Operations
= — 28

=3
= LI 60600,
Kitchen Display Prep Stations: Batch Preparation:
Systems (KDS): Optimize the layout of the For items in high demand, use
Replace traditional order tickets kitchen to ensure that staff batch cooking techniques to
with a digital display system that have easy access to ensure a steady supply during
organizes orders. ingredients and tools. peak hours.

Il SiGHT
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Staff Training and Scheduling

o) Cross-training Employees:

o oo Irainstaff to perform multiple roles so they

7 can switch tasks as needed depending on
where they are most needed.

Optimized Scheduling:
@ Use data analytics to predict busy times and

schedule staff accordingly to ensure enough
hands-on deck during peak periods.

Menu Simplification

Reduce Complexity:

Simplify the menu to focus on items that are
quick to prepare and serve in order to speed
up service and reduce kitchen errors.

High-Efficiency Items:

Promote items that are quicker to prepare,
which can help in managing customer
expectations and reducing wait times.

Efficient Layout:

Design the service area to allow for efficient
customer flow. Ensure there are clear paths to
ordering stations and pick-up points.

Clear Signage:

Use clear and visible signs to direct
customers to different areas such as the
order counter, pick-up points, and
restrooms.

Order Status Updates:

Provide customers with real-time updates on
their order status through digital screens in
the store or via mobile apps.
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How to manage multi-channel platforms
in QSR business?

Managing multi-channel platforms effectively is extremely important for Quick Service
Restaurants (QSRs) to maximize reach, streamline operations, and enhance customer
satisfaction. Here's how QSRs can effectively manage their presence across various
channels:

Intearated Point of Sale (POS) svstem:

POS system integrates seamlessly with in-store, online, and mobile ordering
channels ensuring centralized sales data, tracking of inventory, sales and
customer preferences across platforms.

Consistent Brandina Across Channels:

Branding, from logos and colors to messaging and promotions, must be
consistent across platforms to reinforce brand recognition and trust.

Streamlined Operations:

Optimized Kitchen Workflow helps in efficiently handling orders across
channels. Prep stations for online and in-store orders during peak times helps
avoid bottlenecks. Real-time Inventory Tracking is needed across all channels
as orders are placed to prevent the selling of out-of-stock items.

Customer Data Integration:

Collection and integration of customer data across channels is crucial for
personalized marketing, targeted advertising, better service, and tailor-made
menus and promotions based on customer preferences and order history.

Customer Support
(e PP

Robust customer support to handle inquiries from all channels is required.
(o ) o) . " : i "
) Can consider integrating Al-powered chatbots on digital platforms to provide
immediate assistance, alongside human support for more complex queries.

Il SiGHT
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Why is it important to
shift from company-
centric to customer-

centric approach
in QSRs?

Transitioning to a customer-centric approach
in QSRs is critical for fostering loyalty, staying
competitive, and driving business success. This
approach ensures that decisions and strategies
are aligned with the needs and desires of the
customers, which is vital in today’s consumer-
driven market.

Here's why this approach is
important:

Enhance

BRA Customer Satisfaction

A customer-centric approach focuses on
understanding and meeting the needs and
preferences of customers leading to higher
satisfaction as customers feel valued and
understood.

Increased
==/ Customer Loyalty

When customers feel that a QSR cares about
their needs and works to provide personalized
experiences, they are more likely to become
repeat customers. Loyalty is further reinforced
through tailored services, rewards, and

©4SiGHT Research & Analytics 2024

®® Positive
Word-of-Mouth

Satisfied and loyal customers are more likely to
recommend a QSR to friends and family. Positive
word-of-mouth can be a powerful marketing
tool, helping to attract new customers at a lower
cost than traditional advertising.

j‘*’} Competitive
ﬁ Advantage

In a highly competitive industry, offering
superior customer service and personalized
experiences can differentiate a QSR from its
competitors. A customer-centric approach can
turn an ordinary interaction into an exceptional

I siGHT
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Adaptability to %ﬁ Increased
Market Changes Revenue

/I\

A customer-centric model involves continuously By focusing on customer preferences and
gathering feedback and data on customer enhancing satisfaction, QSRs can increase
preferences and behaviors. This responsiveness spending per visit and frequency of visits.
allows QSRs to quickly adapt to changing market Customers are more likely to try additional
conditions and trends. services or products if they have positive past

ﬁ Efficiency in o @ Reduced

© Service Delivery ﬁa Waste and Cost
Understanding customer behaviors and A customer-centric approach helps in aligning
preferences helps in optimizing operations and the product offerings and services with actual
service delivery. Knowing peak times and customer demand. This alignment can lead to
popular menu items allows for better staff reduced waste in food preparation and more
allocation and inventory management. effective marketing spending.

-/\,- Employee Satisfaction = Long-term

"/ and Retention Business Growth
Companies that prioritize customer satisfaction Focusing on the long-term satisfaction and
often value their employees and invest in their retention of customers can lead to
training and development. This can lead to sustainable growth. Loyal customers
higher employee satisfaction and retention, provide a stable revenue stream and
which are crucial for providing consistent, can help buffer against economic
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How can QSRs win the Game of

Newer generations are fascinated by brilliance of messaging.
Subminimal messaging, witty wordplays or intelligent humor is the
order of the day!

In order to induce trials, brands today are fighting to stay salient in the minds of consumers through
witty, unique and relevant messaging. Here are some thought-provoking global examples...

L
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Burger King hijacked
a movie premiere to
turn it into the longest

break, running ad for itself
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So at the end of the film sc !
right before the credits, the brand

projected two spotlights with a
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How McDonald's
creatively advertises
that it is open 24/7
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Innovative strategies and global examples of
promoting QSR brands to the gen Alpha and Beta

N i o STy
2 ’ * Increased brand visibility and exposure.
'& @ * Enhanced customer engagement and
% interaction.
BITE + Expansion of social media reach and
DLIVO CA . audience.
”', P + Generation of user-generated content
0 and customer testimonials.
* Incentivized social media sharing and
Z. Qv 2 word-of-mouth promotion.
LT " Y ©

» Build a loyal customer base in your app

* Avoid massive third-party commissions

» Send notifications directly through your
app

* Generate buzz around your brand

* Send group offers to bring new
customers

* Expanded reach

* Increased brand awareness
* Authenticity and credibility

* Engaging content creation

* Social media exposure

» Targeting the right audience

Bl 1423 likes
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MON - THU

5.00PM - 7.00PM

VALID FOR DINE-IN
EXCLUSIVELY @GREGORY'S

077 1423131
284 GREGORYS FOA (0L 80 7 o6 ¥

23 s

Organizing food challenges

WHOPPZ_R

ANCE
GO DANCE

Valid from 6/18 to 6/21 in the U.S. only. TikTok and BK® App accounts required.
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Increased foot traffic

Higher customer engagement
Enhanced brand visibility

Boosted sales and revenue
Opportunity for creativity and
innovation

Building customer loyalty and repeat
business.

Increase foot traffic and customer
volume during slower periods.
Attract new customers and expand
your customer base.

Boost sales and revenue through
discounted prices and special
promotions.

Enhance customer loyalty and
encourage repeat visits.

Create a vibrant and energetic
atmosphere, fostering the overall
growth and success.

Generate Buzz and Excitement

Drive Foot Traffic and Acquire New
Customers

Foster Customer Engagement and
Participation

Encourage User-Generated Content and
Social Media Exposure

Establish Differentiation and Build
Reputation

I siGHT
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How can 45iGHT help OSRs win the race?

Countering lingering Pain Points

Market Saturation: Health and Dietary Trends:

@ Study competitive landscape to Track consumer preferences and
' identify unique positioning —— emerging dietary trends to help QSRs
opportunities and emerging food adapt their menus without compromising
service concepts. on taste and convenience.
Building Customer Loyalty

oO%O Differentiation: Price Sensitivity:

8&% Use consumer feedback to develop @ Conduct price sensitivity analysis to
unique value propositions and understand the impact of promotions
differentiate offerings. and discounts on customer retention.
Changing Preferences: Impersonal Service:

® o | . | |
Monitor shifts in consumer behavior ﬁ& Evaluate customer service experiences
to help QSRs adapt quickly to new and recommend strategies to enhance
trends. personal interactions.

rz [ | Special Promotions:
nl Analyze the effectiveness of time-limited promotions and suggest improvements to
maximize impact.

Enhancing Customer Experience

W !

208 Q) i
YN \—/

.

Enhance Customer Employee Satisfaction Consistent

Satisfaction: and Retention: Branding:

Conduct customer satisfaction Conduct employee satisfaction Conduct brand audits and brand
surveys to understand and surveys and implement health tracking to ensure

meet customer needs and feedback to improve employee uniform messaging and
preferences. engagement levels. promotions across all platforms.

By leveraging these strategies, a market research company can provide QSRs with the insights and
tools needed to navigate challenges, enhance customer experiences, and achieve long-term success in
the competitive market.
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