
Customer Experience as 
the New Competitive 

Advantage in Foodservice 



What is the #1 differentiator in 
customer purchases?





• Loyalty is fragile
• Experience now outweighs price 

and convenience
• How to build in CXM   



Hospitality experience drives sales



Why CXM Matters more than ever 

73% of customers 
say after one bad 

experience they will 
not return

65% will pay 
more for a 

better 
experience

300% increase 
in digital 
ordering



Why is it so hard to get a good experience?





High Tech vs. High Touch 



Technology that Enhances Efficiency 







Robots in College Foodservice 



High Tech Does not Mean we Eliminate High 
Touch 



Determining what is right for your brand 

1. Create a customer experience journey map
2. For your brand experience strategically design 

high tech vs. high touch 









Bigger picture impact 
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