


INTRODUCTION 
As consumers become increasingly 
driven by speed and convenience, using 
new methods of contactless payment, 
pre-ordering apps and embracing new 
innovations like virtual reality (VR), they 
are coming to expect every walk of life to 
provide these same tools. The catering 
and food services industry is no exception. 
For those within this industry the technological landscape 
looks chaotic, and understanding the most valuable 
customer journeys and technologies to invest in, is a 
challenge. 
At Omnico, we have taken the time to understand 
consumer expectations of today’s technology through our 
various Barometer research reports. In order to further 
understand the catering and food services industry, 
we have worked closely with The Caterer magazine to 
question those within the industry. The results reveal 
contract caterers’ own expectations and strategies to 
provide better customer service, improve footfall to their 
canteens, and ultimately boost revenue. 
What is clear from our research, but also from the 
industry in general, is that caterers must adapt to 
maximise their engagement and off er greater choice, 
convenience and accessibility to the customer. 
Their systems must enable the quick and easy design 
and deployment of customer journeys, reaching across 
multiple touch points and sales channels. They will need 
to securely connect all the technology components 
to ensure the experience fl ows seamlessly. And a 
consolidated single view of pricing, customer numbers, 
orders, ingredients, promotions and loyalty programs 
across the business, will be essential.
Only a handful of suppliers are able to support 
caterers with these challenges, and only one has built 
a business specifi cally to address it – Omnico Group. 

MEL TAYLOR
CEO
OMNICO GROUP

OUR CUSTOMERS INCLUDE:

You can fi nd out more about our solutions with these customers on our website.
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CONTRACT CATERING CUSTOMER JOURNEYS - ENABLED BY OMNICO

ORDER AHEAD Omnico’s Order Ahead solution makes ordering and collecting food quick and simple for customers, while automating canteen workfl ows and driving loyalty and repeat business.

An employee decides he should 
order his lunch ahead of his 
break so it’s ready when he 
gets to the canteen 

He opens the offi  ce canteen app 
on his mobile device and logs on

He browses the “dishes of 
the day” and special off ers

He adds a dish to his basket and 
his usual drink is recommended, 
which he also adds

He selects his preferred 
collection time, after his 
next meeting

Payment is automatically 
taken through the app 
- his details are already 
registered

The canteen is 
notifi ed and the 
food prep actions 
are added to their 
schedule

The app notifi es him when the order is ready, 
and he receives a barcode to his device  

He goes to the 
canteen collection 
point, skipping the 
queue

He scans his 
barcode which 
tells the server 
what to give him

He leaves with his food, and 
is sent an e-receipt with 
his loyalty program points 
and a special off er for the 
following day.

SELF SCAN Omnico’s Self-Scan solution allows the seamless purchase of products directly from a customer’s mobile app, collating and aggregating bonus points and e-receipts. 

A student heads to the school 
cafeteria to get takeaway food 
and a drink for lunch

The student receives an 
e-receipt and a banner 
pops with their loyalty 
program points and an 
off er for the next day

They enter the cafeteria and 
activate their mobile app by 
scanning the barcode

They choose their 
lunch, scanning 
the barcode of 
each item into 
the app with their 
phone

They put the 
items in their 
bag as they 
go, and click 
complete 
once 
they have 
everything

They scan the app screen on 
the way out, paying with pre-
loaded credit from their parent

Their parent receives a 
notifi cation of the child’s order on 
their phone, and has opportunity 
to top-up the credit the child has

The child is less likely to go 
off site and buy food from 
outside outlets, boosting 
revenues. so it’s ready when he 
gets to the canteen

TABLE RESERVATION Omnico’s Table Reservation solution allows customers to book their table and pre-order their food and drink order so it will be ready for them when they arrive. 

In a busy hospital canteen, a 
group of nurses have a short 
time-frame to get their lunch

On their way to the canteen they use 
the mobile app to check the days’ 
menu and the 
current length
of the queue 
for tables

The app shows them 
there are available tables 

They reserve their table and use 
the app to pre-order the meals they 
would all like 

The app notifi es one of the 
nurses that their table and food 
is ready 

They go to the canteen, 
checking-in by scanning the 
mobile device

They are personally 
greeted and taken 
to their table where 
their food arrives 
minutes later  

On departure, they 
then skip the till 
queue, instead 
using their mobile 
apps to make 
payment for their 
individual meals. 

ENTITLEMENTS  Our Entitlements solution allows you to provide packages of products that the customer can choose that make up their food and beverage packages over a certain time period. 

A staff  member 
who normally 
gets lunch 
from the offi  ce 
canteen decides 
to pre-pay for a 
lunch-time meal 
package for the 
month ahead

The caterer has better 
cashfl ow as they are paid 
ahead for the month’s food

The canteen is better able 
to plan for ingredients 
and numbers as they can 
see the live entitlements 
packages

When he arrives at the 
canteen, he chooses his “dish 
of the day” meal and drink, 
scanning the bar codes 

He is sent an off er to 
upgrade his entitlements 
package by adding a 
dessert to his remaining 
days of pre-paid lunches

Using the mobile app, 
or website if at his desk, 
he logs-on and buys his 
meal package

He is now entitled to 20 
“dish of the day” meals 
and 20 drinks, in the next 
5 weeks

This entitlements 
package is 
loaded to his 
profi le, and he 
can now track 
what he has
used

He skips the till queue, 
instead scanning his 
mobile device to 
pay using his 
entitlements
package

The man is 
less likely 
to eat at a 
competing 
outlet, 
boosting visit 
frequency.

Customers today expect to be able to move between sales channels seamlessly, be rewarded with personalised promotions and loyalty programs, and order and collect their food and beverage purchases however best suits them. Our Omnico’s Commerce 
Solutions enable caterers to implement customer journeys quickly and easily, and deploy them through a single transaction and engagement engine. Here are just a few examples: 

KIOSK PRE-ORDER Omnico’s Kiosk Pre-Order solution makes ordering, purchasing and collecting food and drink quick and simple for customers, all from a single kiosk point.  

In a busy city-based offi  ce, staff  
regularly pass through the lobby 
where the canteen has a touch-
screen kiosk

Each member 
logs in, chooses 
their food and drink and pays using 
their pre-registered card details 

Alerts are sent to each 
person via the app when 
their table is ready

They decide
they want to
all eat together, 
so they also 
pre-book a table 
at a specifi c 
time

The arrive and are 
personally greeted by staff  
and taken to their table

A group of 
staff  stop at 
the kiosk to 
browse the 
menu and 
order their 
lunch  

The food requirements, 
workfl ows and timings 
are sent to the kitchen

The kitchen is notifi ed 
that they are seated, and 
they complete the food 
order which arrives a few 
minutes later. 

The canteen uses this 
unique advertising space by 
showing special 
off ers, latest 
menus and 
attractive 
photos 



OMNICO & THE CATERER 
RESEARCH THE 
CONTRACT CATERING 
INDUSTRY
INTRODUCTION 

According to analysts, the global contract 
catering market is likely to grow signifi cantly 

in the coming years1,  driven predominantly by 
increasing demand for customised food, rising 
global middle class populations and the growing 
use of mobile technologies. It is this growing use 
of technology and it’s implications for contract 
caterers that our research with The Caterer 
magazine has focused on. 

One of the key challenges for those in the 
contract catering and food services industry 
is food waste and predicting quantities of 
food and numbers of customers to cater for. 
Worryingly, the volume of food waste sent to 
landfi ll in 2015 surpassed 7.3 million tonnes, 
with 60% of this waste classed as avoidable. 
With targets in place to reduce this, the 
industry understandably, needs methods to 
tackle it, with new technology solutions to 
pre-order and predict quantities identifi ed 
by our research respondents as future 
strategies. 

With a vast choice of new and advanced 
technology that contract caterers could 
invest in, our research has clarifi ed 
where the industry is focusing, with 
systems to enhance customer loyalty 
and promotional campaigns, mobile 
apps, pre-order and queue-reduction 
technology, all high priorities. 

METHODOLOGY 
Omnico and The Caterer 
questioned 153 people in the 
contract catering and food 
services industry on their 
current use of technology and 
future ambitions to improve 
their customer engagement 
and revenue through new 
technology solutions.

Of those questioned, 64% 
of respondents were from 
‘independents’, 26% 
‘groups’ and 8% ‘chains’.

TACKLING THE CHALLENGES

There are growing calls for the industry to tackle food waste and 53% of 
respondents in our research cited ‘reducing food wastage’ as the 

number one challenge for them. Much is already in process to improve this, 
with MEPs in April 2017 unanimously voting for member states to halve Europe’s 
88 million tonnes of food waste per year by 20302.  While household food waste 
in the UK makes up 70% of the post-farm-gate total, and hospitality and food 
service only 9%, there is still an onus on the industry to make reductions for both 
ethical and fi nancial reasons.

Technology solutions provide an ideal way to measure and analyse quantities 
in order to reduce waste, with 54% of respondents saying they wished 
technology could solve ‘predicting quantities of food requirements 
to reduce wastage’ for them. Being able to more accurately make these 
predictions and reduce wastage, also leads to improvements in operational 
effi ciency and improved revenue. 52% of respondents believe ‘being able to 
predict quantities of food / numbers of people wanting to 
eat’ will improve operational effi ciencies. 

IMPROVING CUSTOMER LOYALTY

Customer loyalty was also cited as a key challenge for the industry, 
and it is already an activity in place with some of the more advanced 

caterers. 36% of respondents said they have already implemented ‘customer 
loyalty programme developments’ and 30% had ‘promotional offers delivered 
via email / mobile app’ in place. This leaves the majority of companies lagging 
behind when it comes to driving loyalty and engagement. 

Loyalty and engagement is, however, a key area for growth, with 28% planning 
to implement in the next three years ‘customer loyalty programme 
developments’ and 25% ‘promotional offers delivered via email / mobile 
app’. Delivering a personalised and engaging promotional campaign can 
not only improve customer loyalty, but also effi ciencies and revenue. 31% of 
respondents believe ‘compelling loyalty programmes will improve canteen- 
food outlet footfall’. 

Technology solutions will play a key role in improving customer loyalty, with 
48% of respondents citing that they would like to, ‘use technology to offer 
personalised discounts based on previous purchases’, and 41% wanting 
to, ‘offer a loyalty programme via mobile app’. 

KEY CHALLENGES FOR THE INDUSTRY

53%

reducing food wastage

meeting healthy
eating requirements

customer loyalty

32
%

using technology to 
engage more with 
staff / customers

increased competition 
from off-site food outlets

food safety

37%

37%
38%

32%
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FUTURE TECHNOLOGY 
TO IMPROVE THE 
CUSTOMER JOURNEY
MOBILE FIRST 

The use of new technology solutions and mobile 
apps is clearly important in order to meet the 

expectations of today’s consumer.  This isn’t to say 
technology isn’t already in use by part of the industry. 40% 
of respondents have already implemented ‘online booking 
systems’ that are rated as ‘very effi cient’ by respondents. 
However, this is just one step on the technology roadmap. 

Ultimately, the ambition for contract caterers is to provide 
more seamless, frictionless experiences and journeys for their 
customers, with 38% of respondents saying they wished 
technology could solve for them ‘having one integrated 
system connecting all bookings and till point systems’. 

Specifi cally, the industry has an understanding that consumers 
today engage most prominently via smartphones when on-the-
move. 48% of respondents believe that being able to ‘offer 
people the ability to pay using a mobile app, kiosk or iPad to 
reduce queues’ will improve operational effi ciencies. Engagement 
via mobile app is also deemed the key method to boost their 
revenues by 10-20%. This revenue boost prediction should be a clear 
call-to-action to make investment in a mobile fi rst strategy. 

QUEUE REDUCTION
Time-poor consumers have little patience 
for long canteen queues, or a lack of 
information regarding queue lengths and 
wait-time. Customer engagement and loyalty 
has already been mentioned as a key focus 
in this research, and ensuring strategies 
to prevent the need to stand in line, and to 
make the experience as quick and effi cient as 
possible, will ensure retained loyalty. In fact 
58% of respondents believe that, ‘reducing 
queue wait times will improve canteen / 
food outlet footfall’.

CASHLESS PAYMENT
Connected to queue-reduction is the need to 
invest in cashless payment methods to ensure 
swift movement through the till points. 41% 
would like to use ‘cashless payments to 
reduce queues at the tills’ and 44% believe 
the ‘ability to pay without cash using a 
loyalty card or mobile app will improve 
canteen / food outlet footfall’. 

PRE-ORDER
As well as aiding queue reduction, to 
also support the requirement of reducing 
food wastage, pre-order functionality is a 
key requirement. 33% said they wished 
technology could solve for them ‘the ability 
for customers to pre-book so orders / 
numbers can be more accurately predicted’ 
and 40% believe pre-order before going to 
the canteen will improve footfall. 

CONCLUSION 
Conducting this research with the industry 
has revealed that technology is investment 
to improve overall operational effi ciencies 
and the customer service caterers provide. 
Tackling the key industry challenge of food 
wastage is something technology solutions 
can help solve, and the technology to negate 
this challenge will also see improvements in 
footfall, loyalty and ultimately boost revenue. 

Food wastage is the key impact that dents 
bottom lines and one that can be easily 
reduced with functionality such as pre-order 
and meal packages to predict requirements 
more accurately. The industry ultimately has 
their customers at the heart of their future 
innovation strategies, providing for them a 
more seamless and frictionless ordering, 
payment and promotional experience. 

Alternative industry research 
(Sage Pay’s 2017 Payments 
Landscape Report) reveals:

90%
of consumers say it is important for 
businesses to offer a diverse range 
of payment methods

58% 
claimed they would be more likely 
to shop somewhere that offered 
multiple ways to pay

ADDITIONAL TECHNOLOGY

19%
plan to implement customer 
recognition systems in the next 
three years

18% 
plan to implement integrated kitchen 
management systems in the next 
three years

MOBILE FUTURE

23%
plan to implement ‘mobile 
payment systems’ in the next 
three years

15% 
plant to implement ‘mobile 
booking systems’ in the next 
three years

FUNCTIONALITY OF
FUTURE MOBILE
Respondents were
asked to choose the 
functionality they are 
most likely to include 
within mobile apps

“I wish technology could  
integrate back-of-house 
solutions for all admin 
functions, such as stock, 
payroll, etc.” – anon. 
respondent11%

12%

21%

25%

31%pre-order

loyalty

customer
recognition
self-scan
meal planner
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Our Omnico Commerce solution portfolio is trusted by brands across 
the globe and is routinely used to deal with huge volumes of critical 

commercial information.

Our Cloud based point of sale (POS) and customer engagement solutions allow 
diff erent parts of the catering environment to speak to a single transaction and 
engagement engine. We also enable our clients to design and deploy complex 
customer journeys in a transitionary way, that utilises existing environments rather 
than ripping and replacing current systems. Our software also plugs into a variety of 
Kitchen Management and Restaurant systems seamlessly. 

Omnico solutions make it easy for caterers to improve footfall into canteens, 
manage their POS and deploy MPOS, minimise food wastage, access 
actionable analytics, improve the customer experience and personalise loyalty 
programmes. You can even use facial recognition to greet your customers personally 
and off er them their favourite drink! PEACE OF MIND WITH

OMNICO MANAGED SERVICES  
Omnico provide a wide range of services and support, from ongoing system management to deployment, staff  training 

and our world class HelpDesk. Our 25+ years of providing service and support to top level retail, hospitality and destination 
brands across the globe ensures that you can be confi dent of maximum uptime and speedy fault resolution when deploying our 
solutions.

The Omnico omniRun product provides a fully managed service for our Omnico Commerce product suite. It is a Cloud-based, 
enterprise class solution that provides IT systems management, remote monitoring and network security across your estate. omniRun 
gives you peace of mind that the systems which underpin your business will be kept up-to-date, secure and dependable.

We also provide a suite of additional options to provide the support you need, when you need it most, as shown in the diagram. Visit 
our website for more details.

OMNICO MANAGED SERVICES OFFERING

TRANSACT CONSISTENTLY 
WHICHEVER CHANNEL YOUR 
CUSTOMER CHOOSES
✔  Use POS, MPOS, mobile apps and 

kiosks to best aff ect the customer 
service

✔  Provide a consistent POS and brand 
experience across all customer touch 
points

✔  Boost brand loyalty with consistent, 
user friendly interfaces.

PREDICT AND REDUCE WASTAGE 
AND SAY YES TO YOUR CUSTOMERS
✔  Have single view of operations across all 

channels in real time
✔  Optimise order management strategies 

to boost effi  ciencies
✔  Enable options such as Order Ahead to 

optimise resources.

DELIVER PERSONALISED 
PROMOTIONS, ENTITLEMENT 
PACKAGES AND LOYALTY 
PROGRAMS 
✔  Off er “meal plans” such as a week of 

meal options for a set price
✔  Run targeted promotions based on 

behaviour over time, purchase history 
and activity

✔  Deploy personalised loyalty programmes 
using digital coupons or physical cards, 
and update points/rewards in real-time.
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Over 15 million 
transactions 
every day

Over 120,000 
touch-points 
and counting

38%
of respondents said they wished 
technology could:

‘have one integrated system 
connecting all bookings and till 
point systems’

OMNICO PORTFOLIO

OMNICO COMMERCE SOLUTIONS
ENABLING CATERERS TO MEET CUSTOMER EXPECTATIONS OMNICO COMMERCE ENABLES CONTRACT CATERERS TO:

Entitlements Self-Scan

POS, MPOS 
& Kiosk

Loyalty & 
Engagement

omniEnable 
Makes it simple to design, text and deploy 
multi-channel customer journeys quickly and 
easily.  

omniStock 
Understands and responds to 
customers’ increasing demands for 
choice in how and when they buy, 
helping retailers say YES to more sales.   

omniEngage 
Target and reward customers with loyalty 
programs and promotional campaigns 
that drive revenue and engagement  

omniBasket 
From fi xed tills to mobile POS devices, 
self-scan and mobile apps, omniBasket 
provides the underlying transaction engine 
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For 25 years Omnico has been trusted by leading 
global brands to drive innovations in the shopping 
and guest experience, uniting transactions across 
customer touch-points.

Our vision, innovation, agility, products and the 
expertise of our people all lie at the heart of our 
success.

✔ Track record of delivery to world-renowned brands

✔ Proven solutions that scale to meet your needs

✔  Unifi ed commerce platform that operates seamlessly 
across all channels

✔ Global footprint and delivery capability

✔  Open systems enabling rapid integration into 
enterprise systems

✔ Signifi cant ongoing investment in our product roadmap

✔  Innovative thought leadership and vision that drives 
product development.

To discuss the ways in which Omnico can help you 
to meet today’s consumer expectations and develop 
innovative new technology solutions, please visit our 
website at www.omnicogroup.com, or contact us at 
enquiries@omnicogroup.com for more information. 

WHY CHOOSE OMNICO?
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