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What consumers want 
from tech after the 
dining experience
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Technology Use 
After the Meal 

Over the past two years we have conducted surveys here in the UK, as well as the US  
and Germany, to get consumers’ honest thoughts and input on what they want from tech  
before, during and after the dining experience.  After all, technology presents another 
opportunity to interact with guests after they have left your restaurant, say UK restaurateurs 
André Mannini, Operations Director of M Restaurants and Alastair Keeble, Director of Digital 
Marketing of Hakkasan Group. 

We have collected the results from over 1,100 consumers across the UK and caught up with 
restaurateurs in order to get the full picture of how tech is impacting restaurants.
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DEVICES
It’s no secret that today’s world is more mobile than ever — just look at the devices consumers 
are using. A vast majority of respondents said they own and regularly use a laptop (71%) and 
iPhone (70%), while 66% use an iPad or other tablet. Only 37% use a desktop computer.  

WHICH OF THE FOLLOWING DEVICES DO YOU OWN AND USE? 
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HOW OFTEN DO YOU DO THE FOLLOWING USING TECHNOLOGY?

Bear in mind that many new diners will turn to checking out reviews before deciding which 
restaurant they want to dine at. Prior to eating out, about 40% of survey respondents said 
that they frequently look at restaurant pictures, and 42% research the restaurant. Given the 
potential influence, it is worth encouraging your guests to review their good experiences once 
they have completed their meal and to let you know directly if things can be improved. “We 
constantly look at our reviews because they’re vitally important,” says André Mannini of M 
Restaurants. “We use it to identify what areas need to be retrained in our restaurant.”

In 2017, 14% of British guests said that they were ‘always’ and ‘frequently’ inclined to follow the 
restaurant or the restaurant’s head chef on social media — a trend to watch and an opportunity 
for your staff to upload a few selfies, too.

HOW OFTEN DO YOU DO THE FOLLOWING USING TECHNOLOGY?

We’ve Dined To Our 
Heart’s Content –  

What Now? 
Once British diners have finished their meal and paid the bill, what role does tech play? In 
comparison to the discovery stage, we see a dip in technology usage for dining-related actions. 
That said, mobile phones are still out to play, especially on social media, where usage has 
stayed consistent over the past two years. 

In 2017, 15% of diners said they ‘frequently’ share their experience on social media. Many 
restaurants benefit from free advertising caused by the #FoodPorn trend and welcome amateur 
photographers uploading reviews on their Instagram pages. Who doesn’t like a bit of free 
publicity?

Restaurateurs who really want to know what guests think about their dining experience should 
keep track of review sites, says Alastair Keeble of Hakkasan Group. “We have a robust process in 
place for monitoring, responding to and reporting back on online reviews,” he says. “All relevant 
feedback – positive and negative – is communicated and acted upon. Reviews don’t just exist 
online, they play a key role in improving and shaping the in-restaurant experience too.” 
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INSTAGRAM IS A TREND FOR THE YOUNGER GENERATION
29% of British guests, under the age of 34, already regularly check out their favourite chefs’ and 
restaurants’ profiles on social media compared to 14% of guests of all ages. If there’s a golden 
rule of Instagram, this is it: Use great photos. It’s a visual platform — words are important, but 
great photos equal success. You do not need a professional photographer to stage and take 
Instagram photos, but you should put some creative thought into images of composed dishes 
or other brand-specific images. Google “how to take good Instagram photos” and you’ll find 
pages of tips and ideas … enough to get lost in for the rest of the day.

Pay attention to light and shadows — especially when photographing food. Make sure images 
are in focus. Thankfully, phone cameras have become really good, so capturing well-focused 
images is easier than ever. Don’t post anything that’s too blurry, too dim, or just unappetising. 
When sharing photos of food or other shots from inside your restaurant, always add your 
location. Images are searchable this way — when an Instagram user clicks on the name of your 
restaurant and sees well-composed photos from the location itself interspersed with photos 
from other people, it’s a full experience. 

Remember: caption each image. No need to write a long description — a sentence or a few 
words will get the job done. This is also the place for hashtags, which are keywords for your 
post. Insert the # sign before a word, and it becomes a clickable link. 

And last, but by no means least: if you have an account with at least a few posts — time to 
promote it. At a minimum, your restaurant website should contain the Instagram logo. 
Tip:  Why not even use your team as ambassadors? Make sure they are well versed in your  
brand, and then let them take candid shots for your page. This could really bring diners into 
your world. 

THE NIGHT IS YOUNG – PLANS AFTER THE MEAL
In 2017, 18% of diners stated they frequently order transportation from the restaurant and 13% 
say they frequently plan the next move with friends.

In the US, we see very similar behaviour, with 14% of American diners ‘always’ or  
‘frequently’ coordinating plans with friends after their meal and with 9% ordering transportation 
from the restaurant. 

WE’VE WINED AND DINED: WHERE TO NEXT? WE’VE WINED AND DINED: WHERE TO NEXT? 
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How to Engage  
Diners Further –  

Are Apps the Way to Go?

Given the ongoing rise of mobile devices and the quest to engage diners, should you rush to 
develop an app for your guests to download? After all, in the first quarter of 2017, 45% of UK 
seated diners on the OpenTable network originated on a mobile device.

Based on the survey responses, it seems that having an app for your restaurant might not 
be the best use of money or resources. In fact, in 2017 just 3% of British diners (6% in 2015) 
said they were ‘very likely’ to download the app of an individual restaurant or group, while 
nearly half are ‘very unlikely’ or ‘somewhat unlikely’ to do it. In the US, results are pretty much 
identical with only 6% of guests saying they were “very likely” to download a restaurant app.
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HOW LIKELY ARE YOU TO DOWNLOAD THE APP OF AN INDIVIDUAL RESTAURANT OR 
RESTAURANT CHAIN ONTO YOUR PHONE OR TABLET?

So why are diners reluctant to download restaurant or group apps? Top reasons to skip app 
downloads could include lack of phone storage space and a preference for using apps that 
aggregate information from multiple restaurants. If you decide to pursue a mobile app, make 
sure you’re delivering real value to your guests. Give them a good reason to download it and 
keep it; after all it could be a decision between your app and their Friday night selfies! 

LIKED WHAT YOU HAVE LEARNED? HAVE A LOOK OVER PART 1 AND PART 2 OF 
THIS STUDY TO FIND OUT HOW BRITISH GUESTS WOULD IMPROVE THEIR DINING 
EXPERIENCE BEFORE AND DURING A MEAL WHEN TECH IS IN THE MIX.  

WHAT’S MORE, WE POSED THE QUESTION “‘IF YOU COULD WAVE A MAGIC WAND WHICH 
ALLOWS YOU TO IMPROVE ANYTHING ABOUT DINING THROUGH TECH, WHAT WOULD 
IT BE?”. THIS INSIGHTFUL, AND IN PARTS HILARIOUS, READ WILL CONCLUDE OUR RUN 
THROUGH THE 2017 TECH AND DINING SURVEY RESPONSES WE RECEIVED FROM OVER 
1,100 DINERS ACROSS THE UK. 
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GET STARTED WITH  
OPENTABLE FOR RESTAURANTS

RESTAURANT.OPENTABLE.CO.UK

CONTACT US AT
0203 311 2209

OpenTable, Inc. © 2017  
Alphabeta Building

14-18 Finsbury Square
London

EC2A 1AH
UK

About 
OpenTable

OpenTable is the world’s leading provider of online restaurant reservations, seating more than 
24 million diners per month via online bookings across more than 43,000 restaurants. Since 
inception in  1998, we have seated more than 1.4 billion diners around the world.

Our network connects restaurants and diners, helping diners discover and book the perfect 
table and helping restaurants deliver personalised hospitality to keep guests coming back.

OpenTable’s hospitality solutions enable restaurants of all shapes and sizes to manage their 
reservation books, streamline their operations, and enhance their service levels.  
For more information on how we can help you grow your restaurant business and deliver an 
extraordinary guest experience, go to restaurant.opentable.co.uk.

Check out our Open for Business blog for more tips, resources, and fresh ideas for  
running a successful restaurant. 
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