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These are unprecedented times 
and if crisis is the true catalyst of 
change then we can expect 
some sea-change impacts on 
consumer behaviors and 
expectations and in how 
operators respond.

The design and operation of 
restaurants will change.

Let’s take out a blank sheet of 
paper and start from scratch.
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8 DRIVERS OF CHANGE
Areas of a restaurant’s design and 
operation that have changed and will 
continue to evolve

Chapter 1
4 FOODSERVICE DNAs THAT 
WON’T CHANGE
Foundational expectations that must be 
part of a restaurant’s design and 
operation

Chapter 2
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Chapter 1

8 DRIVERS 
OF 
CHANGE
Areas of a 
restaurant’s 
design and 
operation 
that have 
changed 
and will 
continue to 
evolve
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Off Premise & New 
Streams of Revenue
• Investment in Curbside, Drive-

trough, Take-out, Delivery

• Double DT & Traffic Flow

• Ordering spots

• Curbside spots

• Expanded Dayparts

• More Virtual brands

1WHAT 
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Menu Simplification & 
SKU Reduction
• Smaller menus

• Best sellers & Comfort foods

• Higher margin

• Easy to execute items

• Fewer skus in the kitchen

• Improved consistency & quality

• Suitable for off-premise
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Smaller Footprints & 
Flexible Kitchens
• Smaller spaces – dining room and 

kitchen - that are maximized

• Greater space given to drive-
through, curbside pick-up, order 
spots

• Flexible, moveable spaces, 
equipment, tables & walls

• Flexible outside seating
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Cross Functional Staff 
& Greater 
Productivity
• Multiple competency positions / 

fewer specialists

• Smaller staff

• Cross-training

• Benefits / certifications

• Winning team culture
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Food Hygiene, Safety 
& Sanitization 
Practices
• Procedures, equipment, training

• Overt signals of cleaning, including 
signs 

• Hand washing / sanitizer in dining 
area

• Food is covered at all times before 
reaching the table/guest
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Emergence of 
Technology in a No-
Touch World
• App controlled drink machines

• Facial recognition machines

• No-touch operation – “wave & point”

• Robotics

• QR Code menus

• Order ahead - curbside
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Community & 
Adoption of Consumer 
Behaviors
• Greater focus / connection to local / 

community

• Guest loyalty through familiarity and 
trust

• Outreach to local charities / first 
responders / senior living

• Pop-up Entertainment
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Evolution of Strategic 
Partner Relationships
• Taping into top suppliers in a more 

collaborative solution-oriented way

• More CI, of course!

• More joint business planning

• Great supply chain transparency 
and trust

• Virtual Engagement
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Chapter 2

4 FOODSERVICE 
DNAs THAT 
WON’T CHANGE
Foundational 
expectations that 
must be part of a 
restaurant’s design 
and operation
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The Desire for 
Great Value
• Most consistent consumer 

driver

• Defined differently

• Deal driven culture

• Experience & value
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A Great Customer 
Experience & Great 
Service
• Physiological versus experiential needs

• Food as a social catalyst

• Minimum expectations for service

• Service as a differentiator

• Role of the App – functionality and ease
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The Expectation of 
Quality & Consistency
• Safety temporarily more important 

than quality

• Service expectations – vary 

• Role of technology – can tech 
replace human contact?

• The guest experience

• Consistency crucial to brand 
building & loyalty
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A Commitment 
to Sustainability
• 3-dimensions: 

Environmental, Social & 
Economic

• Taken a back seat to 
safety & sanitization - but 
not forever

• “Food Hygiene” is the 
new buzz phrase - may 
become the 4th
dimension of sustainability

4WHAT 
WILL 

REMAIN

The Restaurant of the Future
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8 DRIVERS OF CHANGE
Areas of a restaurant’s design and operation 
that have changed and will continue to 
evolve

4 FOODSERVICE DNAs THAT WON’T 
CHANGE
Foundational expectations that must be part 
of a restaurant’s design and operation

The Restaurant of the Future 3.0

1. Off-Premise Growth & the Addition of New 
Streams of Revenue

2. Menu Simplification & SKU Reduction
3. Smaller Overall Footprints & Smaller Kitchens
4. Cross-Functional Staff & Greater Productivity
5. Food Hygiene, Safety & Sanitization Practices
6. Emergence of Technology in a No-Touch World
7. Community Outreach and Adapting to New 

Consumer Behaviors
8. Evolution of Strategic Partner Relationships

1. The Desire for Value
2. A Great Customer Experience & Great Service
3. The Expectation of Quality & Consistency of 

Food & Beverage
4. A Commitment to Sustainability
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