
This report looks at the following areas:

•• Consumers’ understanding of loyalty and value in foodservice
•• Loyalty program features that consumers care about
•• Strategies to make program members feel valued and exclusive

85% of consumers say that they are loyal to a restaurant, and two thirds of those
are already part of a restaurant’s loyalty or subscription program. Program
member or not, consumers’ core needs when dining out remain the same: they
pay the most attention to food quality and prices. These two considerations
inform consumers’ sense of loyalty and value-for-money in foodservice, and
they cannot be replaced by loyalty program rewards. However, loyalty and
subscription programs have a direct impact on how frequently consumers dine
out and how much they spend.

In times of inflation or other financial stress, dining out is one of the top
activities consumers cut back on. Loyalty deals can help consumers continue to
fit dining out into their budgets, delivering cost savings, convenience and a
sense of exclusivity and entertainment.
A dynamic and robust loyalty program can make consumers feel valued, well-
catered to and connected to the brand. By meaningfully and frequently
engaging consumers outside of dining occasions, operators can retain loyal
customers for longer.
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"Amidst the noise of a
multitude of loyalty and
subscription programs in the
foodservice market, one
obvious concept bears
repeating – foodservice
loyalty cannot exist without
providing high-quality food/
beverages and service, and it
will not sustain without
meaningfully engaging loyal
consumers."
- Varchasvi, Analyst, US
Foodservice and Mintel Menu
Insights
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Figure 1: Category outlook, 2023-28
• Opportunities
• Help consumers save

Figure 2: Net foodservice program membership, by
household income, 2023

• Reward new members frequently
Figure 3: Change in ordering frequency, 2023

• Personalize, but don’t put consumers in a box
Figure 4: Loyalty program features – Select items, 2023

• Help consumers fit dining into their budgets
Figure 5: Inflation behaviors – Top four behaviors, April 2023

• Taste is king, with budget next in line
Figure 6: Foodservice value-for-money assessment – Select
items*, by financial health, 2023

• Ease inflation woes with robust loyalty rewards
Figure 7: CPI-U for food at home and away from home, not
seasonally adjusted, March 2022-2023

• Seamless dining experiences will help avoid loyalty fatigue

• The reward for loyalty is exclusivity
Figure 8: Loyalty-exclusive menu items, 2023
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• Loyalty points cannot replace points of engagement
• Create engagement in occasions unrelated to dining

Figure 9: Foodservice engagement – Part 1, 2023
• Tap into the entertainment value of loyalty programs

Figure 10: Foodservice engagement – Part 2, 2023
• The perfect loyalty program is dynamic
• Boost program relevance by personalizing rewards
• Surprise & Delight to make members feel special

Figure 11: Select Starbucks Rewards perks, 2023

• Core foodservice offerings build loyalty, but brand
connection can sustain it for longer

• Personalize programs to reward both value-seeking
behaviors and increased purchase frequency

• Simple features that allow flexibility will resonate with
consumers

• Consumers view loyalty programs as a positive addition to
the dining experience

• Loyalty stands up to changing priorities
Figure 12: Loyalty by restaurant type, 2023

• Inflation can level the playing field at FSRs
Figure 13: Loyalty by restaurant type – Net, 2023

• Rewards can boost customer acquisition and retention
goals
Figure 14: Loyalty by restaurant type – Net, by age and
income, 2023

• Core needs primarily drive foodservice loyalty
Figure 15: Loyalty motivators, 2023

• Ethical initiatives can encourage value alignment
Figure 16: Loyalty motivators – Select items, by age and
income, 2023

• Make program benefits clear
Figure 17: Loyalty motivators, by area, 2023

• Most loyal consumers are experienced loyalty program
users
Figure 18: Program membership, 2023

• Loyalty cost savings may be unclear to some consumers

THE LOYAL DINER – FAST FACTS

RESTAURANT LOYALTY

LOYALTY MOTIVATORS

PROGRAM MEMBERSHIP
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Figure 19: Program membership, by household income, 2023

• Reward consumers for doing what they already do
Figure 20: Change in ordering frequency, 2023

• Routine rewards build routine frequency
Figure 21: Change in ordering frequency, by household
income, 2023

• Reward impulse in urban areas, and planning in others
Figure 22: Change in ordering frequency, by area, 2023

• Program features must facilitate meaningful engagement
Figure 23: Loyalty program features, 2023

• Personalization should enhance flexibility
Figure 24: Loyalty program features, by age, 2023

• Bring back the celebratory nature of dining out
Figure 25: Loyalty program features, by area, 2023

• Reward visitation frequency with frequent deals
Figure 26: Loyalty program attitudes – Program features,
2023

• Differentiate on features that improve the overall user
experience
Figure 27: Loyalty program attitudes – Program experience,
2023

• Loyalty fatigue hasn’t hit…yet
Figure 28: Loyalty program attitudes – Program participation,
2023

• Test new customer touchpoints in urban areas
Figure 29: Loyalty program attitudes – Select items, by area,
2023

• Data sources
• Consumer survey data
• Abbreviations and terms
• Abbreviations

• How Consumers View Value in Foodservice
Figure 30: Foodservice value-for-money assessment, 2023

CHANGE IN ORDERING FREQUENCY

LOYALTY PROGRAM FEATURES

LOYALTY PROGRAM ATTITUDES

APPENDIX – DATA SOURCES AND ABBREVIATIONS

APPENDIX – THE CONSUMER
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Figure 31: Foodservice value-for-money assessment, by
financial situation, 2023
Figure 32: TURF Analysis – Foodservice value-for-money
assessment, 2023
Figure 33: TURF Analysis – Foodservice value-for-money
assessment, 2023

• Methodology
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About Mintel
Mintel is the expert in what consumers want
and why. As the world’s leading market
intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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