
QSR Solution Guide 
Creating Meaningful 
Engagements for More 
Loyal Customers 

It’s no secret that today’s quick service restaurant 
industry is highly competitive with players continuously 
entering the market. Differentiation is critical to stand 
out to consumers - not only to get them into the 
restaurant initially, but also to get them to come back.

Leading quick service restaurants are leveraging 
technology solutions in order to remain relevant and 
drive revenue  - with the average consumer spending 
over three hours per day in mobile apps alone, brands 
have the opportunity to leverage this customer data, 
as well as data gathered various other sources, to 
better target customers. 

The problem? Quick service restaurants struggle to 
centralize collected information into one view, and 
consequently, can’t make decisions about automated 
targeted campaigns and offers based on behavior. 
Executing effective closed loop offers is unattainable 
when little information is known about each 
customer’s preferences. 

SessionM 
services two 
of the top 
five global 
QSR leaders. 
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Quick service restaurants are already collecting customer data through social programs, online 
ordering, mobile wallet payments, the brands’ app, and even the POS system in the restaurants. 
However, the challenge facing quick service restaurants is the ability to take action on this data 
-- having all this information isn’t valuable if there isn’t a way to quickly organize the data into a 
singular view to begin to track customer behavior and make informed decisions. 

Leveraging marketing automation to reach customers is not a new concept for restaurants, but 
most brands have not mastered the ability to trigger campaigns to individual customers based 
on historical, locational and behavioral data. Without the ability to access and target customers 
while on premise, brands are missing huge opportunities to upsell and cross-sell with data-driven 

The Challenge: Knowing the customer

The Challenge: Behavior-driven campaign execution

Insightful customer data platform

With SessionM’s customer data platform, quick service restaurants can stream in customer data stored in 
various sources such as POS systems, mobile wallet apps, web ordering systems, SKU tracking, and in-
app ordering to create a single customer profile that is updated in real time and becomes accessible to any 
other system and actionable for marketers. Having a singular view of the customer enables the creation of 
audience segmentation for targeted automated campaigns.

Intelligent push notifications

83% of consumers pick a dining location within 
three hours of a meal, and 57% make the 
decision within an hour - and when they’re 
picking a location to eat, 60% of them only use 
their mobile device to help with their decision. 
Restaurants can set up promotions through 
text notifications, in-app notifications, or email 
campaigns based on past purchases, timing, 
behavior, loyalty status or points.

Impactful campaigns

It is common for certain regions or restaurants 
to underperform in comparison to others. 
With SessionM, marketers can set up 
targeted campaigns specifically to those 
underperforming stores to incent customers 
in that area to come in, rather than promoting 
to the entire market. Real-time execution of 
campaigns enables restaurants to quickly 
send out campaigns based on events such 
as weather. For example, on a rainy day, a 
coffee shop can execute a campaign targeted 
to customers based in one region -- enticing 
them to come in for a warm cup of coffee.
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Getting customers into a restaurant is only the first step in the process. Restaurants need 
to constantly find ways to get customers to want to return, try new items and increase their 
ticket size. A well thought out and executed loyalty strategy can help connect customers to a 
restaurant and secure their next visit. 

With faster data in a dynamic actionable profile, marketers can engage individual
customers in real time with personalized messages, offers, incentives and content across any 
channel.  Leverage predictive analytics and marketing automation to capture every opportunity 
to upsell, delight and retain your most valuable customers.

The Challenge: Create a sophisticated loyalty strategy for retention

One platform for faster data, smarter interactions and 
greater loyalty. 

Sophisticated closed loop offers

Deliver single-use, personalized closed loop offers that can be redeemed at the restaurant POS system, 
creating a two-way benefit: not only will the restaurant gain insight into each individual customer’s behavior, 
but also the customer will receive offers based off of her profile and personal preferences -- even if she’s 
paying in cash. If a restaurant executes a campaign with an offer that includes a free dessert, for example, 
and a customer who hasn’t been into the restaurant for a while redeems that reward, the restaurant can track 
what may bring customers into the restaurant in the future.

Engaging personalized rewards

Gain the ability to display offers specifically targeted to the customer within your mobile app, or through a 
campaign, based on previous purchase history -- increasing engagement and loyalty. Unlike other loyalty 
technology solutions that depend on standard segmentation to send offers, SessionM can personalize 
engagements on a 1:1 basis with unique content, and offer personalized product recommendations based on 
a customer’s preferences and deliver the offer at the moment of impact.

Improved targeting to heavy users

Attracting new customers is always a priority. However, tapping into Super Heavy Users is more difficult to 
extract additional revenue. Although it may be difficult to drive greater frequency of purchases from SHUs, 
restaurants can create bigger baskets by using past purchase history to cross-sell and upsell. If a restaurant 
knows a certain customer buys coffee every single morning, they may send him a bonus offer to entice him 
to purchase a bagel with his coffee. 

Advanced machine learning

Gather data across all channels to develop models around customer behavior/value based on purchase 
history and other latent factors that influence affinity, motivation, and intent to purchase. Calculate 
backwards-looking scores such as recency, frequency, and monetary spend for multiple activity types and 
forward-looking metrics such as probability of churn and customer lifetime value to design optimal customer 
experiences.


