
Technology is changing the way we 
view the dining experience

2020 TRENDS THAT 
QSR AND FAST CASUAL 
BRANDS CAN’T IGNORE

Voice ordering

Wingstop partnered 
with Amazon to 
enable customers to 
place orders through 
their Echo devices.

The use of voice-enabled search functions will 
grow by nearly 120% in the next year and is 
already transforming the way consumers find 
and engage with restaurants.1

Using AI, brands are able to understand an 
individual consumer’s wants and needs. 
They are also gaining the ability to take action 
based on those insights, giving them the 
opportunity to maximize their surprise and 
delight moments.

Mobile payment users 
in the US will grow 
14.5% this year to reach

Starbucks: Mobile 
payments accounts 
for more than 30% 
of the brand’s total 
transactions.5

AI
Gartner predicts: By 2020, 
customers will manage 85% 
of their relationship with the 
enterprise without 
interacting with a human.2

Easy ordering
and payments

Personalization
80% of customers are more likely to
purchase a product or service from a brand 
who provides personalized experiences.6

4

Delivering personalization to individuals at 
scale requires a combination on the right data 
and the right technology.
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“ When it comes to kiosks, it’s absolutely one 
of our goals to decrease the payroll over time, 
and the number of people that we need.”

–Shake Shack CEO Randy Garutti

Kiosks

47%
of survey diners said they 
would use a self-service kiosk 
to customize their orders.7

55M.

Third-party delivery
86% of consumers are using o�-premise
services at least monthly.8

Key takeaway: grab the data

“ Only a relatively small number of [quick 
serves] are using all the data at their disposal 
to build their brands.”

—Tom Cook, Principal of King Casey

Meeting guests expectations of fast, 
convenient and personalized services 
requires a tool able to collect and activate 
the customer data to drive initiatives and 
generate loyalty. 
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Visit www.sessionm.com for more information.

“ (Figuring out) how to partner with third 
parties when it comes to brand loyalty, is one 
of the top needs today.” 8

—Jim Thompson, VP of Operations, Chicken Salad Chick

85% 71% of consumers say ease of ordering and
payment is important.3

Yet only about 45%
of restaurants deliver 
on this expectation.3

“ Our goal is to digitalize every Wingstop 
transaction... We’re going to change 
completely the presentation to our guests. 
And it will have fewer clicks and scrolls than 
what we had before.”

—Charles Morrison, Wingstop CEO

120%




