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What 1s the #1 differentiator in
customer purchases?
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customer experience will
overtake price and product

PRODUCT as the key brand differentiator

o of buyers will pay
more for a better
o customer experience
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What Drives

FOODSERVICE
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Affordable Cost Good Value Transparent Pricing
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* Loyalty is fragile

* Experience now outweighs price
and convenience

* How to build in CXM



Hospitality experience drives sales

CUSTOMER EXPERIENCE DRIVES SALES
In a transaction-based business, sales are driven by good
customer experience.
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CUSTOMER EXPERIENCE DRIVES MEMBERSHIP
In a subscription-based business, membership is driven

by good customer experience.
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Why CXM Matters more than ever
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Why 1s 1t so hard to get a good experience?
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High Tech vs. High Touch

High Tech  High Touch
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Technology that Enhances Efficiency
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Mobile Ordering Kiosks KDS Systems Al Forecasting Robotics for
Repetitive Tasks

ans to deliver hospitality.
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McDonald’s touchscreen kiosks were feared as
job Killers. Instead, something surprising
happened
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Faster Orders More Sales Better Service

Reduced Wait Times Increased Order Size Employee Assistance

Streamlined kiosks boost efficiency and enhance the customer experience.



Starbucks rolls out ordering changes
to unify experience across all stores

Kiosks and scheduled orders could be coming to Starbucks cafes in airports, as the

chain looks to speed up operations at high-traffic licensed stores.

Published March 25, 2026 ! | &

Starbucks: Embracing the “Third Place” Experience

Customized Orders Mobile Ordering Focus

i
Warm, Personalized Millions of App-Based
Service Drink Options Convenience

Prioritizing community & comfort over automation.




Robots in College Foodservice




High Tech Does not Mean we Eliminate High
Touch

Empathy Matters Emotional Requests § Human-Led Check-In § Concerns About Al
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Guests Want 59 b 41%  65%
Prefer Human Empathy Personal Touch g Worse | Fear Full
Service | Automation

Al Lacks Anniversaries & -
Warm & Wel : :
Emotional Intuition Local Experiences F?rrsT 1mpr:52?::1l:g Rlsksq'fl(; Ifi:gmce

Technology can streamline operations — but humans define hospitality.




Determining what 1s right for your brand

1. Create a customer experience journey map

2. For your brand experience strategically design
high tech vs. high touch



Customer Customer
Acquisition Expansion
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~ HighTech ~ High Tech High Tech High Tech High Tech
Mobile Apps Self-Service Kitchen GPS Tracking Surveys &

& Online Search Kiosks & Apps Automation & Alerts Loyalty Apps

~ High Touch High Touch High Touch High Touch High Touch
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Social Media Staff Assistance Chef Interaction Friendly Hand-Off Personal Follow-Up

Blending Innovation with Hospitality Excellence.




SERVICE HOSPITALITY

What you do to someone How you make someone feel




Bigger picture impact

Community Retention & Impact on
& Belonging Meal Plans Student Success
=
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Quality Dining as

a Deciding Factor

Influences Choice Community Hub When Quality Decines " wit Balanced Diets
of Parents Consider Made Close Renew Plans oy, Improved Focus &
61% Foodservice in Decisions % Erendshipsin 7 &% with Hh 65% ° Energy from
Dining Areas Satisfaction Em:-my Healthy Meals

Attpacting Prospective Students Fostering Soclal Connections Reducing “Meal Plan Churn" Boosting Academic Perfummnce-

Quality Dining Drives Recruitment, Retention & Success.
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