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What does restaurant success
mean to you?
Restaurants are currently competing in a
growing market and are forced to make
tough decisions about labor, inventory
costs, and profit margins without
sacrificing the guest experience. The
restaurants that tackle these various
challenges and keep diners coming back
are the ones that achieve success.
Here at Toast, we’re passionate about
helping restaurants achieve their success.
We wanted to understand their obstacles
and aspirations this year so we can
continue to offer valuable resources and
insight to restaurant owners, managers,
and leaders.
With this report, you’ve accessed an
inside look into restaurant owners’
plans and strategies for 2017. We
compiled data from 450 restaurateurs
(representing fast casual restaurants,
fine dining restaurants, diners, pizzerias,
cafes/bakeries/delis, and bars/nightclubs)
and have come to conclusions that
modern restaurateurs cannot afford to go
without.
This report is filled with knowledge
and insight for restaurateurs who want
to learn from the other players in the
industry. We believe this information
will help restaurateurs take the proper
actions to stand out on social media,
advertise with purpose, invest in the best
technology, and make 2017 a year of
restaurant success.
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Our key findings revolve around
the following topics:
• A Strong Sense of Optimism:
92% of restaurateurs are
optimistic for their sales in
2017.
• Taking Control:
86% of restaurateurs believe
the success of their business
is in their control.
• A Dedication to Visual
Content:
YouTube will be adopted by
more restaurateurs than any
other social network this year.
• The Rise of Social Media
Sponsorship:
Restaurant social media
advertising is set to increase
by 20%.
• Staffing Struggles:
36% of restaurateurs name
hiring, training, and retaining
staff as their biggest challenge
in 2017.

Restaurant Sales and
Success in 2017
With sporadic sales growth, restaurants
are now recovering from a rocky few
years. We wanted to see if this impacted
their outlook for restaurant success in
2017.
Fortunately, the vast majority of
restaurants are optimistic about a
fantastic year of sales and growth.

How optimistic are you about
your restaurant’s sales in
2017?

This is a very reassuring result for the
restaurant industry; the bulk of owners
and managers feel they are equipped
to take their restaurant’s future into
their own hands and are confident
about the success of their business in
2017. Despite sales slowing down in
previous years, 2017 promises to be a
lucrative year for the industry - revenue
is expected to fall just short of $800
billion.

Overall, do you think the
success of your restaurant is
more in your control or out of
your control?

The good news: 92% of restaurant
owners are optimistic about 2017,
and 87% believe the success of their
restaurant is in their control.
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But we wanted to dig deeper. We wanted
to see how specific types of restaurant
concepts were feeling about the rest of
2017.
Only 6% of fast casual restaurants
indicated any level of pessimism about
their success this year. 12% of fine
dining restaurants are pessimistic about
restaurant success in 2017 - more
than any other kind of restaurant. This
is consistent with a finding by NPD
predicting QSR traffic will grow more
than dine-in establishments in 2017.

Social Media On the Rise in
2017: What’s Popular and
What’s Not

Which of the following sites
are you using most?

Despite the news from NPD, the vast
majority of restaurants regardless of
concept are optimistic for their success,
specifically bars and pizzerias. 43% of
respondents in both categories reported
being “very optimistic” for their sales this
year. 2017 is proving to be a “recovery
year” for independent pizzerias after
regaining some traction against the
bigger players in the business.

The Growth of Social Media in
Restaurants
With menu integrations on Facebook,
food pics on Instagram, and the
timeliness of Snapchat, mastering social
media is key to interacting with current
customers and reaching new ones in
2017.
We wanted to see what channels
restaurateurs found to be most worth
their time by asking which social media
sites they’re using to promote their
restaurants and which ones - if any they use most often.
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With 74%, Facebook takes the lead as
the most-used social networking site by
restaurants. Instagram is a distant second
with 18%.
Interestingly, 0% chose Snapchat as their
preferred social media method of choice.
Only two of the restaurants surveyed
- both fast casual restaurants - use
YouTube as their main channel.
According to these results, Snapchat,
LinkedIn, and YouTube aren’t regarded
very highly in the industry. More than
half of those we surveyed do not use any
of these sites, nor did they report any
intention to start using them in 2017.

Based on our findings, most restaurants
use Facebook (92%), Instagram (69%),
and Twitter (59%). Nearly one-third use
LinkedIn, while 20% use YouTube and
only 16% use Snapchat.
Upon breaking these results down by
restaurant concept, the findings suggest
that bars use social media more than
other concepts surveyed. Only 3%
responded “None of These” when asked
which social media platform they utilize
for their restaurant most often.

Visual Delight: YouTube and
Snapchat in Restaurants
The social media channel that has the
most growth potential for the industry
is YouTube. 28% of restaurants reported
their intention to start using this platform
in 2017. While YouTube still isn’t used
by most restaurants, more stated their
intention to start using it in 2017 than
any other channel.
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Although laborious (and requiring a bit
of video editing skill), YouTube can work
wonders for restaurants in 2017. In
recent years, restaurants like Chipotle
have received praise for their YouTube
content. Now, there’s a camera in
everyone’s pocket. Since YouTube is free
to use and people are consuming more
media than ever, it only makes sense
for restaurants to try their hand at this
video platform to engage with customers
outside of the restaurant.
Additionally, YouTube can be used to
upload training content for new hires.
McDonald’s is starting to use Snapchat
as a tool for recruiting new employees.
Don’t be afraid to use these resources!
It was interesting to know that - including
those already using the platform - only
40% of restaurants intend to be on
Snapchat by the end of 2017. While
this visual platform based on instant
gratification is growing in popularity,
restaurants don’t seem to be enthusiastic
about investing time into it. Pain points
include difficulty getting discovered on
the platform and not knowing how to
monetize efforts. If issues like these
are resolved in the next year, perhaps
restaurateurs’ outlook on Snapchat will
be different moving forward.
In the meantime, get ahead of the
restaurants that aren’t joining Snapchat
this year - check out this blog on
Snapchat for restaurants and this free
guide on social media for restaurants. In
both, tips are given for how to use social
media to market to millennials, how to
increase your likelihood of being shared
or liked, and more.

Restaurant Advertising
to Increase in 2017
But Not Whe re You’ re E x p e c t i n g !
Social media has opened up doors
for restaurants to market at no cost.
However, there are still plenty of
avenues for restaurants to spend
advertising dollars on sites like Facebook
and Instagram by way of sponsored
posts - or advertising on social media.
Not to mention, many of the traditional
marketing methods - like newspapers and
direct mail - aren’t growing, but are still
popular advertising choices.

What are the most popular
restaurant advertising methods?
Which of these advertising
methods has your restaurant
ever invested money in?

Historically, the three most popular
methods of restaurant advertising are:
• Community/Event/Charity
Sponsorship: 66%
• Social Media Ads: 63%
• Newspaper/Magazine Ads: 60%
Less popular choices include television
ads, as only 16% of restaurants have
advertised on television. With many
restaurants operating out of one single
location, the required investment of
capital, effort, and resources may not
provide the necessary returns for these
restaurants.

20% of surveyed pizzerias have
advertised on TV at some point,
while only 7.5% will in 2017.
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Restaurant Advertising in 2017



Which of these advertising
methods will your restaurant
use in 2017?

increase TV ad spending in 2017 while
decreasing digital ad spend. “TV still
works for us,” Thalberg says.
In 2017, some advertising avenues will
see a decrease in spend, but ad spend
will not decrease overall. Over 40% of
restaurants will increase their marketing
spend in 2017, while less than 10% plan
to decrease their budget.
Here at Toast, we hypothesized that
more restaurants would plan to decrease
their 2017 advertising spend because
social media is free and easy to use.
However, this was not exactly the case.

2017 will be the year of digital marketing
for restaurants. Social media ads will see
an increase of 20% while search engine
ads will see a 36% increase compared to
historical ad spend. Areas of decreased
spend will be direct mail (6% decrease)
and TV ads (34% decrease).
The decrease in more traditional
advertising methods is consistent with
advertising trends in general. TV ads have
become increasingly expensive and less
measurable in comparison to digital ads.
However, for larger restaurant businesses
that benefit from (and can afford)
nationwide brand exposure, TV ads
may be here for a while. Taco Bell CMO
Marisa Thalberg is leading efforts to
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In fact, restaurants plan to spend more
on social media ads then they have
in the past, especially on sites like
Facebook. While community and charity
involvement was the most popular choice
of ad spend before 2017, social media
ads have taken that title in 2017.
Not all restaurants spend money on
advertising. 8% of restaurants have
reportedly never invested money in
marketing at all. However, this number
decreased to 6% when we asked
restaurateurs about their intention to
pay for advertising in 2017, implying that
the need for paid ads is increasing in
2017. Diners are the least likely to spend
money on social media ads - only 69%
intend to do so this year.

Restaurant Advertising by
Concept
In 2017, do you expect your
restaurant’s marketing and
promotion budget to increase or
decrease compared to 2016?

Overall, 84% of restaurants plan
on spending the same or more on
advertising in 2017 as they did in the
previous year.
Bars - which are the most likely to use
social media - are also the concept most
likely to pay for advertising or marketing,
with only 3% saying they do not spend
money on marketing.
Conversely, 7% of pizzerias said they do
not spend money on advertising, and
pizzerias will decrease their ad spend
more than any other concept in 2017, as
21% reported their intention to do so.
At 47%, fast casual restaurants plan to
increase their advertising budget, more
than any other concept.
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Challenges to
Restaurant Success
Needless to say, there will always be some bumps in the road. We wanted to understand
what the biggest problems are that restaurants will be facing in 2017.
Consistent from the findings from Toast’s 2015 Restaurant Technology Industry Report,
“Hiring, Training, and Retaining Staff” remains the top concern for restaurant owners in
2017, with 36% of restaurant owners reporting it as a top challenge. With a turnover rate
of 72.1% at a cost of $5,684 per employee, it should be no surprise to see this as a top
concern.

Which of these will be the biggest challenge to your restaurant’s
success in 2017?
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Which of these will be the biggest challenge to your
restaurant’s success in 2017? (by concept)

While every restaurant concept listed
staffing concerns as their top challenge
in 2017, bars were the concept most
likely (at 47%) to name this their main
problem. Additionally, despite being
among the most optimistic, more bar
owners (10%) named “tough competition”
as their biggest challenge this year.
Similarly, in every concept, “Attracting
and Retaining Customers” was the
second most-pressing issue for
restaurant owners. 25% of cafes,
bakeries, and delis named this as their
top challenge - more than any other kind
of restaurant.
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Meanwhile, more fine dining restaurants
listed high food and operating costs
as their biggest challenge compared to
other concepts, while understanding
metrics appeared to be a bigger
challenge to pizzeria owners.
There are resources available to
restaurant owners who face these
problems. Check out these guides, blogs,
and content pieces:
Restaurant Staffing and Hiring
Customer Retention
Controlling Food Costs
Understanding Metrics

Restaurant Technology:
Rise of the Machines
Restaurants are seeing the need for
technology now more than ever. Toast’s
2016 Restaurant Technology Report
found that 79% of diners agree that
technology makes their restaurant
experience better. In the 2015 report,
73% of restaurateurs stated their
intention to upgrade their technology
within a year. That said, restaurant
success and restaurant technology are
clearly intertwined.
So, now that it’s 2017, what are
restaurateurs’ opinions towards
technology?

Tech Trends for the Restaurant
Industry
Which of these does your
restaurant currently have or
use?
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The vast majority of restaurants have a
website (88%) and offer gift cards (82%),
nearly two-thirds have an email database
for their customers (64%), and nearly
half have some sort of rewards or loyalty
program (47%). These four were the
most popular technological features for
restaurants.
We also wanted to see what features
were on the rise in terms of popularity
this year. The following technologies
will be making their way into restaurants
across the country, as restaurateurs
admitted that they plan on adopting
these technologies in 2017:

An Opportunity to Get Ahead
of Your Competitors
The results show a disconnect between
restaurant owners’ and restaurant goers’
outlook towards newer restaurant
technology. Restaurateurs bridging this
disconnect are positioning themselves to
gain a steady advantage over those who
are slower to adopt these features.
• 41% of restaurants have (or will soon
have) server handheld tablets, while
68% of diners agree they improve their
experience.

Tech Boom: What’s Staying,
What’s Leaving, and What’s
Growing
Let’s delve, by concept, into which
technology features are most popular,
which technology features are least
popular, and which technology features
will see the most growth in 2017.

Which concepts have already
adopted technology?

• 19% of restaurants have (or will soon
have) tabletop tablets, while 52%
of diners agree they improve their
experience.
• 13% have (or will soon have) self-order
kiosks, while 65% of diners will use
them sometimes or every time they are
available.
This disconnect in the findings of our
Restaurant Success Report and our
Restaurant Technology Report points
towards drastic adoption of new
technology in coming years as customer
demand continues to take hold.
The restaurants who are early to adopt
these types of technology will be the
ones who benefit the most. Here at
Toast, we’ve found that restaurants using
handheld server tablets increase their
sales by up to 20%, while restaurants
using kiosks report seeing higher ticket
sizes on average.
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Which concepts have not
adopted technology?

Which concepts will be
adopting technology in 2017?

Diners are looking to add the
most technology in 2017, which is
unsurprising - diners appear most often
in the list of concepts where restaurant
technology is currently least common.
Diners are the least common restaurant
to have a website, leverage an email
database, offer a loyalty program, and
accept mobile payment.
Currently, fine dining is the most techsavvy sector of the restaurant industry.
They are most likely to have a website,
accept gift cards, leverage an email
database, and take online reservations.
They stray only in the fields of using
a text message/SMS database and
(understandably) using self-order kiosks.
When it comes to more innovative
technology, bars are leading the charge.
More bars have tabletop tablets, server
handheld tablets, and kiosks than any
other concept - perhaps to save servers
and bartenders time when there’s a full
house on a Saturday night at 1:00 a.m.
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The Restaurant
Industry in 2017
Finally, we asked respondents to describe the
restaurant industry in 2017 in just one word.
Here are the results:
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Despite the general sense of optimism
and control owners reported feeling,
the most popular responses include
“Challenging,” “Competitive,” and “Tough.”
Seeing as the industry currently has over
one million locations, it certainly is a
tough industry to make a name in.
However, it can be done! Other more
positive responses include “Growing”
and “Exciting,” proving that despite the
fierce competition, there’s still plenty of
opportunity in the restaurant industry.
We’ve found that many successful
restaurants are forming their own
mold instead of trying to copy another
business’s concept. To overcome the
challenges and tough competition,
innovative restaurants are doing what
they can to distinguish their model.
Check out this list of 75 interesting
restaurant concepts and ideas to gain
some inspiration yourself!
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Conclusion
2017 promises a blend of
excitement, opportunity, and
challenge for restaurants and those
who work in them. Despite more
demand for advertising, a stronger
presence on social media, and
continuous challenges with staff
retention, most owners are optimistic
about their success this year.
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Restaurant Advertising in 2017
2017 is proving to be a transitional year
for restaurants as they strive towards
success. Many are still employing
traditional advertising methods, utilizing
Facebook as their primary social media
source, and don’t have immediate plans
to purchase innovative technology.
However, restaurants are starting to
shift towards visual promotion of their
brands online with sites like YouTube
and Instagram and opting to spend
their money on more targeted online
advertisements on search engines and
social media sites. Our findings indicate
that digital is a true factor in restaurant
success.
Additionally, this year is acting as a
recovery year for restaurants of all kinds.
Restaurant sales were not as high as
they have been in the past, but the vast
majority of restaurants are looking to
2017 optimistically and with perceived
control over their success. Rapidly
adopted technological features like
online ordering, restaurant websites, and
loyalty programs are allowing restaurants
to effectively appeal to new and repeat
customers in a cost-effective and
convenient way.
Although some restaurants expressed
little interest in embracing new
technology, the majority of both
restaurant owners and restaurant-goers
agree that technology is beneficial to
the restaurant industry and business
operations. Features like text message
marketing and restaurant smartphone
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apps will each be adopted by more
than one-fifth of restaurants in 2017 changing the game for how restaurants
interact with their guests moving
forward.
In short, 2017 is the year for restaurants
to be bold and start using the right
resources to reach potential customers in
their area.

How Toast Helps Restaurants
Succeed
It never hurts to have tools in place to
help you achieve success - and that’s
where Toast POS can help.
Toast is the all-in-one point of sale
and restaurant management system
built exclusively for restaurant
success. Toast’s system allows
restaurants to easily analyze
their sales, labor, and inventory
to effortlessly unlock the keys to
success.
With Toast, 2017 can be the start of
many great years for your restaurant.
Learn more about Toast and see the
product in action for free today!

GE T A D E MO

  

Methodology
This survey compiles responses
from 450 restaurant owners,
managers, and/or leaders.
The restaurateurs surveyed
represented fast casual
restaurants (38%), fine dining
restaurants (25%), diners (12%),
pizzerias (9%), cafes/bakeries/
delis (9%), and bars/nightclubs
(8%).
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