The Pub Operator's
Guide to Essential Tech
How integrated technology can help you
emerge from the pandemic working smarter,
fighting fit and ready to grow revenues.

Looking forward,
not backward

“

As we look forward to rebuilding our
businesses in 2021, technology will remain a
vital part of how we communicate with our
customers, teams and communities. This
report shows that far from replacing staff, the
advances in technology can free them up to
do what they do best as hospitality leaders
at the heart of their communities.

“

Steven Alton, CEO of the British Institute of Innkeeping

You don’t need us to tell you that the
hospitality trade has been through the hardest
of hard times. But this year will be different. It’s
a time of great opportunities, a time when the
industry doesn’t just bounce back but bounces
better and higher than ever before. And it’s a
time to lay the foundations for businesses that
won’t just survive but will grow, this year and
for very many years to come.
Technology can help you do that. The same
tech tools that were previously considered
viable for only the biggest chains are now
accessible and affordable for independents too
– and those tools can make a huge difference
to every part of your business.
They can help you spend more time with
customers, improve the customer experience,
find new ways to drive revenue, and make your
business much more efficient. And you don’t
need to be an IT expert to reap the rewards.
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Venues have rapidly turned to tech to provide crucial benefits in recent
times – and customers have embraced this change:

43%

The number of customers who
have used order and pay has
increased from 18% before
lockdown 1.0 to 43% now.
September 2020

Contactless food and drink
orders in British bars,
restaurants and pubs almost
doubled between July and
September 2020.
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Pub operators have previously been wary of
replacing human interactions with
technology, fearing that the customer
experience – so vital to building happy
customers who come back more often –
would be negatively impacted.
However, research is showing that this couldn’t be further
than the truth. The November GO Technology report by
Zonal and CGA shows that 86% of consumers think their
interaction with staff is the same or better than it was
before lockdown. Technology is not replacing the human
touch, or negatively impacting the customer experience –
tech is actually enhancing customer experiences.

The same GO Technology report also reveals that:

77%

of customers say they are satisfied or very satisfied
with the ease of ordering.

79%

are satisfied or very satisfied with the ease and speed
of payment.

74%

are satisfied or very satisfied with ease of set-up.

74%

are satisfied or very satisfied with user-friendliness.
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Genuine benefits
for you and your
pub business
There’s a reason big brands invest in tech: it delivers
genuine benefits and it delivers them quickly.
It cuts costs. It reduces waste. It increases turnover. And it makes
customers happier and encourages them to spend more.

During the COVID crisis, many independent
businesses in the trade invested in tech because
they had to. They needed to comply with track and
trace requirements, to take online bookings or
takeaway orders, and to take contactless payments
instead of cash.
But tech is capable of doing so much more, and the businesses
that embrace it are the ones that’ll thrive long after the COVID
crisis has become a horrible memory.
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Tech that’s here to stay
Let’s take the example of order and pay – technology
that was propelled into the spotlight during the height
of the pandemic: instead of queuing at the bar or
trying to attract a waiter’s attention, customers simply
place and pay for their order using their phone.
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The benefits extend way beyond any pandemic measures.
Order and pay massively speeds up the ordering
process and removes that famous pain point when
customers have finished their meal, want to pay and
can’t attract the attention of any staff
It removes the possibility of human error in writing
down orders or re-entering them into your point of
sale system
It removes the duplication of effort
It turns over tables more quickly
It frees up your front of house staff to do what they
do best: deliver a superb customer experience

It does something else too.
It gives you information that
you can use to become more
efficient and do even more with
the same resources.
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Powerful marketing
without a marketing team
Let’s look at another pain point: marketing and
advertising, often not prioritised by independent
pub landlords who have too much on their plate
to think about online promotions.
How much time and money do you think you spend trying
to attract customers who’d be coming anyway, giving them
discounts you didn’t need to offer? Are you advertising real
ale to lager drinkers, or steak nights to vegetarians? How do
you know whether any of it has worked?

EPOS

Tech can solve all of those things. It enables you to target very
specific customers with very specific messages – and if you
combine it with order and pay you can target those customers
at the table with tailored offers that are actually useful to them.
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Tech that’s greater than
the sum of its parts
Tech that talks to other tech to share data is where
you really start to feel the benefits. For example:
An order and pay system that’s also linked
to your stock management can update stock
levels in real time
An online booking system that has real-time table
availability can encourage potential customers to
book instead of looking elsewhere
Click and collect orders can be contacted in future
as potential dine-in customers

In addition to real-time information, those
systems also generate historical information that
is just as useful.

You can use it to identify booking
trends and quieter periods that would
benefit from targeted promotions;
to plan future stock based on actual
usage and predictable customer
numbers; to build a detailed view of
each customer that might include
their favourite table, their accessibility
requirements or their dietary needs.
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Online booking for
tables or takeaways
Online booking isn’t just for big chains.
It’s more convenient for customers, enables you to see the
future and can even help reduce the dreaded no-shows: SMS
booking reminders have been proven to reduce cancellations
and no-shows by adding a personal touch to the booking.
The benefits of online booking last long after the tables have
been cleared. If you own the customer information, it can be
a great source of data. It enables you to contact customers
when and how you wish. And over time that data becomes
even richer: not just who the customer is but how frequently
they visit, how many people they usually bring, and so on.
That enables you to create highly targeted, personalised
offers to drive engagement and repeat visits. It’s a great way
to maximise your marketing efforts without spending more
money.
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Table management
If your online booking is also linked to table
management you can make the booking process
easier by enabling customers to see exactly when
tables are free. That system can also enable you
to redistribute pre-assigned tables during busy
periods to maximise covers, and real-time data
makes it easier to manage wait lists and walk-ins.
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Order and pay

Customer spend data that you can use to create
promotional offers they love.
Insights into customer preferences, such as
preferred drinks or table.
Even how long it’ll be before their table is free.
Once you start to build that data up, you can create a
complete picture of your customers – powerful information
that can help you grow your business.

“

Technology can offer
many benefits to operators,
particularly in the light of the
current operations. In the past,
customers have been reluctant
to embrace the systems, but
with the changing mindset,
that’s now in the past

“

We’ve already explored how order and pay is
safer, faster and more convenient. What’s more,
it’s another area that generates a lot of data.
If you can combine that data with your order
system and table management solution it can
deliver lots of useful information:

Ed Bedington, Editor, The Morning Advertiser
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POS and
data sharing

Your POS is the beating heart of
your tech stack, sharing data and
bringing everything together. And
the POS itself can make things
more streamlined: for example, you
can personalise your POS screen
to reduce the amount of buttons
pushed and to create a flow – so
when a customer orders a vodka the

next window asks what mixer they’d
like; if it’s a steak, the next prompts
are for how they like it or what sides
they’d like to order.
These small touches make life
easier for your staff, saving them
time and making the working day
that little more enjoyable.

zonal.co.uk

|

13

Stock and ordering
Technology can take the guesswork and labour
out of stock control by providing real-time
availability. As items are ordered front of house,
stock levels are automatically updated behind the
scenes. You can always see what’s in stock, and
what needs to be ordered in.
Historical data enables you to predict future requirements
based on previous experience to reduce the risk of under- or
over-ordering and subsequent wastage.
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The big picture
The information you get from your systems can
help you better understand every aspect of
your business.

SOPE

It can give you full visibility of your banking, cash
movements, amounts held in safes and so on, and it can
alert you when action is needed. You can see where your
money is, where it’s going, and what profits and margins
you’re achieving.
Perhaps the biggest benefit of technology is that it frees up
you and your staff to do what you do best. Your day isn’t
dominated by admin. Your staff aren’t duplicating work
or doing manual counts when they could be delighting
customers instead. Any information you need about any
aspect of your business is available instantly.
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“

If 2020 has shown us
anything, it is how adaptable
our pubs are as businesses.
Technology has been at
the heart of providing the
solutions needed to help our
members grow and diversify,
particularly over the
last year.

“

Steven Alton, CEO of the British Institute of Innkeeping

How to choose a
partner that’s right for
you and your pub
Technology providers are not created equally, so
it’s important to make sure the one you’re talking
to is the right one for you.
Some of the criteria are obvious – for example you’re going to
want a partner with a proven and checkable track record and
who understands the pub industry, inside out. An organisation
with a one-size-fits-all product is unlikely to be an organisation
that can deliver exactly what you need.
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You also want a partner who offers comprehensive
training and support from day one. A partner who
understands that you don’t have unlimited time and
resources, and can work at a pace that suits you.
Less obvious, but just as important, is having a
modular system that scales. What you need now
may be very different from what you’ll need if
your business grows or you decide to do things
differently in the future.

The right system will be
able to adapt to that,
and it should be able to
grow as your business
and your ambitions do.

EPOS
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Make sure you’re
the one who benefits
One question that’s really important is about
data. Who owns it?

We’ve explored the many benefits of customer data in the
preceding pages, but some third-party platforms may not
give you access to the data they collate on your behalf – and
some of them may even advertise your competitors to your
customers.
Branding is another key concern, especially with online
services. Whose brand will your customers be engaging with
when they book? How much of the customer experience is
out of your hands and out of your control?
zonal.co.uk
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The smarter way
to build your business

Technology is much more than a quick fix to
get through a crisis. The right technology from
the right partner can make your business more
efficient, improve the customer experience,
reduce wastage, and enable you to do more
without spending more money.
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Get in touch for a one-to-one demo to
see how Zonal’s integrated solutions can
help you recover from the pandemic.
Request a demo

Call 0800 131 3400
Email: info@zonal.co.uk
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