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BRIEF
This document summarizes the key discussions and outcomes from a meeting held on 2024-09-10. The meeting focused 

on the integration of technology in the food and beverage industry, addressing challenges, insights, and practical 

applications. Panelists shared their experiences and strategies for ensuring technology adoption enhances business 

processes while considering cultural and regional differences. The document also includes action items and key 

takeaways for quick reference.

INTRODUCTION
•	 Impact of Operations: Every operation impacts the kitchen’s efficiency and the guest’s experience.

•	 Session Overview: Insights and experiences on how technology can drive success and innovation in the food and 
beverage industry.

•	 Moderator: Rob Grimes, founder and CEO of the International Food and Beverage Technology Association (IFBTA).

PANELIST INTRODUCTIONS
Zerrik Pearson

•	 Role: CIO of Five Guys Enterprises.

•	 Scope: Manages all tech for the brand, interfaces with every department, oversees customer-facing technologies, 
building sensors, POS, and retail tech.

Todd Kaufman

•	 Role: Vice President of SSP America.

•	 Scope: Manages IT for 400+ restaurants across 50 airports in the U.S., Canada,Bermuda, and Brazil. Works with SSP 
Global.

Alice Fournier

•	 Role: CIO ISS Gukenheimer

•	 Scope: Works with suppliers and vendors, manages internal services.
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CHALLENGES AND INSIGHTS
Technology Integration

•	 Consumer Expectations: Need for seamless workplace experiences, pre-ordering food, and quick payment options.

•	 Example: Consumers want to order food on the train and have it ready at a specific time.

Diverse Consumer Needs

•	 Airports: Different consumer behaviors and expectations across various airports and countries.

•	 Example: Some consumers prefer quick service via mobile apps, while others prefer human interaction.

Technology and People

•	 Human Interaction: Importance of not leaving customers behind in tech adoption.

•	 Example: Helping a couple in an airport who struggled to order food via phone.

Cross-Functional Teams

•	 Collaboration: Importance of involving operators, marketing, and other departments in tech decisions.

•	 Example: Ensuring technology fits the environment and meets the needs of all stakeholders.
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SPECIFIC TECHNOLOGIES AND APPLICATIONS
Consumer-Like Technologies

•	 Workplace Applications: Parking spots, colleague engagement, food pre-ordering.

•	 Example: Ensuring food is ready between meetings.

Airport Technologies

•	 Seamless Ordering: Virtual kiosks, self-checkout, mobile payment options.

•	 Example: Using a mobile website to scan products, pay, and walk out.

Robotics and Delivery

•	 Experimentation: Testing robotics and delivery to gates.

•	 Example: Different consumer behaviors at various airports.



SESSION TWO: TECH ENABLED HOSPITALITY

CULTURAL AND REGIONAL CONSIDERATIONS

LESSONS LEARNED

Client and Country Culture

•	 Customization: Adapting technology to fit the culture of the client and country.

•	 Example: Different screen sizes and languages for diverse workforces.

Franchisee and Employee Buy-In

•	 Involvement: Including franchisees and employees in tech selection processes.

•	 Example: Cooks preferring screens without edges to avoid sesame seeds getting stuck.

Practical Examples

•	 Point of Sale: Importance of considering practical issues like screen edges.

•	 Example: Cooks at Five Guys preferring screens without edges.

Line Busters

•	 Challenges: Issues with line busters needing multiple devices.

•	 Example: Aggregators needing payment devices and printers, complicating the process.
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ENSURING PRACTICAL AND USER-FRIENDLY TECHNOLOGY SOLUTIONS
Involvement of Various Departments and Frontline Workers

Coalition Approach: 

•	 Todd emphasized the importance of having a coalition from every department,especially those who use the solutions, 
to drive the requirements.

•	 The support department’s role is to make the technology work and support the business, not to drive decisions.

•	 Example: Staff undergoes store training annually to understand front line operations better.

Team Composition:

•	 Teams include members from almost every department to provide insights into the solutions chosen.

•	 Operations people are crucial for understanding how systems are used and for training operators.

Vendor Selection and Ongoing Support

Cross-Departmental Input:

•	 It’s not just IT that should decide on features; input should come from operations and other departments.

•	 Example: Matt’s team includes operations people to ensure the technology meets practical needs.

Balancing Technology and User Experience

Baseline Digital Skills:

•	 There is an assumption of baseline digital skills among employees and customers, but this may not always apply.

•	 The challenge is to deliver a seamless and connected experience for both employees and customers.

Intuitive Design:

•	 Technology must be intuitive and easy to use; otherwise, it won’t be adopted.

•	 Example: QR codes and next-gen POS systems have become more user-friendly.

Addressing Technology Barriers

Inclusivity:

•	 Technology should not be a barrier for any age group or skill level.

•	 Example: Ensuring that older customers can still enjoy services without struggling with technology.
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POST-COVID TECHNOLOGY ADOPTION

TECHNOLOGY ADOPTION AND INVESTMENT

Increased Importance of Technology

Online Ordering and Delivery:

•	 The pandemic accelerated the need for online ordering and delivery systems,even for high-end restaurants.

•	 IT budgets initially seemed unlimited to fix these problems, but they have since become more constrained.

Distinguishing Fads from Trends

Investment Decisions:

•	 It’s crucial to differentiate between fads and sustainable trends when advising staff and customers on technology 
investments.

•	 Example: Some chains quickly adopted crypto payments without fully understanding its long-term viability.

Training and Equity

Comprehensive Training:

•	 A global training team ensures that all employees receive the same level of training, regardless of their background.

•	 This approach aims to bring everyone up to the same level of competency.

Selective Investment Strategy

•	 Business-First Approach: Emphasis on solving specific business problems before adopting new technologies.

•	 “What is the problem we’re trying to solve?” is the guiding question.

•	 Cautious Adoption: Preference for being a strong second adopter rather than the first.

•	 Example: Past experiences with technology adoption have had mixed results.

•	 Failure as an Option: Encouragement to try new technologies with the understanding that failure is acceptable.

•	 “Fail fast and move on to the next step.”

ROI and Business Case

•	 ROI Consideration: Importance of evaluating the return on investment before committing to new technologies.

•	 Example: Cloud applications make it easier to turn off non-performing technologies quickly.
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ARTIFICIAL INTELLIGENCE (AI) INTEGRATION

DIGITAL SKILLS AND WORKFORCE INTEGRATION

Current and Future Use Cases

•	 Operational Insights: Piloting AI to gain insights and improve operations.

•	 Waste Management: AI systems to help kitchens and employees understand and reduce waste.

•	 Recruitment: Technology to speed up the recruitment process and find suitable candidates quickly.

Challenges and Concerns

Variability in AI Outputs: Different AI systems can provide different answers, which is a concern for consistency.

•	 Example: Five doctors may give five different opinions, and similarly, five AIs may give five different answers.

Evolving Models: Uncertainty in how AI models, especially large language models, will evolve over time.

•	 “AI has been around for 20 years, but we’re really talking about the language model now.”

Practical Applications

Back-End Support: Using AI to assist with data analysis, memo writing, and marketing.

•	 Example: AI helps create new menus and marketing materials, reducing the initial workload.

•	 Trust and Accuracy: Need to build trust in AI systems, even if they are not 100% accurate.

•	 “If AI is right 97% of the time, I’m really mad that the computer messed up that 3%.”

Intergenerational Workforce

Training Practices: Tailoring training to meet different generational needs and encouraging collaboration.

•	 Example: Filming employees using technology to identify specific struggles.

Buy-In and Benefits: Emphasizing the benefits of new technologies to gain buy-in from all employees.

•	 “My 79-year-old mom can use her iPhone fine once she sees the benefit.”

Digital Literacy

Learning Mindsets: Encouraging all employees to develop digital skills, regardless of their role.

•	 “Everybody has become a little bit of a tech person.”

Practical Training: Teaching employees and customers how to use existing tools effectively.

•	 Example: Using Excel and browser features that are often overlooked.
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SECURITY AND COMPLIANCE

ACTION ITEMS

KEY TAKEAWAYS

Corporate Requirements

Security-First Development: Ensuring security is built into the development process.

•	 Example: Significant investment in cybersecurity following a past demand.

Understanding Requirements: Listening to and understanding specific corporate requirements, especially in regulated 
industries like finance.

•	 “Lots of listening, right? It starts with lots of listening.”

•	 Ensure technology fits the environment and meets the needs of all stakeholders -[All Panelists]

•	 Include franchisees and employees in tech selection processes - [All Panelists]

•	 Adapt technology to fit the culture of the client and country - [All Panelists]

•	 Ensure annual store training for staff to understand frontline operations better -[Support Department]

•	 Include members from various departments in technology decision-making processes - [Team Leads]

•	 Develop intuitive and user-friendly technology solutions - [IT Department]

•	 Provide comprehensive training to all employees to ensure equity - [Training Team]

•	 Evaluate the ROI of new technology investments - [CIO]

•	 Pilot AI systems for operational insights - [Operations Team]

•	 Develop training programs tailored to different generational needs - [HR Team]

•	 Ensure security is integrated into all development processes - [IT Security Team]

•	 Integrate Technology Thoughtfully: Ensure technology adoption enhances rather than complicates business processes.

•	 Embrace Failure: Accept that failure is part of the process and use it as a learning opportunity.

•	 Focus on Benefits: Clearly communicate the benefits of new technologies to gain buy-in from all stakeholders.

•	 Prioritize Security: Always consider security and compliance requirements in the development and deployment of new 
technologies.
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