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In a world where Al and automation are transforming industries, one thing remains constant:
people crave human connection. Restaurants, pubs and bars are no longer just places to eat—
they're sanctuaries for shared experiences, personal interactions and unforgettable moments.

At the same time, operators are under immense pressure, balancing rising costs, labour
shortages and increasing guest expectations. They must deliver exceptional, personalised
hospitality at scale, all while remaining both efficient and profitable. The good news?
Technology, Al and automated systems are helping rewrite the narrative, providing hospitality
businesses in the United Kingdom and across the globe with the tools they need to enhance—
not replace—the human touch.

This is the era of SuperHuman Hospitality™.

An era where tech, Al and automation empower operators to work smarter, anticipate guest
needs faster and create experiences that are hyper-personalised. Where fully integrated
ecosystems put the guest experience at the center, helping businesses drive loyalty, efficiency
and profitability.

At SevenRooms, we believe hospitality is both a science and an art. Our technology powers
the science—using Al, automation and data to streamline operations and personalise
experiences—so operators across the UK can focus on the art: the creativity, warmth and
human connection that make every moment unforgettable.

Allison Page

Founder and Chief Product Officer, SevenRooms
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INTRODUCTION

To deliver on rising
expectations, high-touch
hospitality needs high-tech

Rising prices and inflation remain a major concern for many people in the United
Kingdom, with food prices increasing by as much as 31%. As a result, the number
of restaurant and food service business insolvencies has sharply increased over the
past year.

Despite rising costs, eating out is still popular, with 44% of Brits saying the amount
they dine out has actually increased over the last 12 months.

This proves that exceptional hospitality and experiences should remain a top
priority. In response, many restaurants are turning to technology to streamline
operations, reduce costs and continue delivering high-quality guest experiences.

To guide hospitality strategy in the year ahead, we surveyed 1,000 consumers and
250+ operators across the United Kingdom, in addition to analysing SevenRooms
global platform data.



https://commonslibrary.parliament.uk/research-briefings/cbp-9428/
https://qsrmedia.co.uk/research/news/accommodation-and-food-service-insolvencies-surge-27-in-2024
https://qsrmedia.co.uk/research/news/dining-out-still-popular-despite-rising-costs
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DISCOVERY

Savvy diners and
smarter search are
reshaping restaurant
discovery

Diners are driving the discovery journey—from social buzz to
online searches—while embracing Al for seamless booking. To
keep up, operators must meet consumers where they are, both

across discovery channels and with their reservation tech.
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Social, search & Al
the next phase of
restaurant discovery

Today, 95% of UK diners use online resources to find
new restaurants, with social media being the top
channel. This showcases the importance of having a
strong digital presence.

At the same time, Al is becoming part of everyday

life, and consumers are adapting quickly. Nearly
three-quarters of diners are comfortable using Al for
reservations, yet most restaurants have yet to integrate
Al into their reservation process.

“Restaurants need to feel confident that
Al systems are accurate, reliable and
ethical—especially with guest data. As
Al enhances dining experiences, trust
will follow and pave the way for wider Al
adoption, transforming the restaurant
industry for the better.”

Kinesh Patel

Founder and Chief Technology Officer,
SevenRooms



https://www.deloitte.com/uk/en/about/press-room/over-eighteen-million-people-in-the-uk-have-now-used-generative-ai.html
https://www.deloitte.com/uk/en/about/press-room/over-eighteen-million-people-in-the-uk-have-now-used-generative-ai.html
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~

TREND # Hospitality brand collabs shine on social

The restaurant
social influencer
trend is over—
brand collabs are in

Almost half of consumers (45%) use social media to

find new restaurants, jumping to 75% among Gen Zers.
However, only 11% of Brits now discover new restaurants via
social media influencers.

. sg_skygarden and fenchurchrestaurant - " rkzuk and 2 others
o n maethennessy - l:ll'igi-ﬂal audia 4 n rkzuk - Original audic

Operators know that social is key, but influencer reach is
drying up. Only 36% plan to further invest in influencer

¥MoetHennessy
4 ) . .
& B .-

"l
collaborations. They're now turning to brand collaborations " o
to reach new, highly engaged audiences. 40% of UK ) _ - India's first coffee in 1670.

operators plan to invest in brand collaborations this year.

y ~w

J -
2 1 __ L 2 W
Qe Q1 Vs N Q5537 () 148 Y 231 A

Darwin Brasserie x Fenchurch x Moet Hennessy Wine Dinner Dishoom x Allpress Espresso UK



https://sevenrooms.com/blog/restaurant-brand-advocate/
https://sevenrooms.com/blog/restaurant-brand-advocate/
https://www.instagram.com/p/DGBNVUashbx/
https://www.instagram.com/sg_skygarden/reel/DGYLBceM8bV/
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TREND #2 @

Social is a vibe check, but Around 1in 3 consumMers

GOOgle iS prime I‘eal eState discover restaurants on Google
for booking

In 2025, Google is adapting to the modern dining discovery
journey, making updates to rankings based on social medig,

web presence and reservation inventory.

47% of UK operators

are investing in organic Google strategies in 2025

©

47% of UK operators
are investing in paid Google Ads in 2025


https://sevenrooms.com/blog/google-business-listing/
https://sevenrooms.com/blog/google-business-listing/
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Think of your Google listing

as your digital display window “An optimised Google

Revamp your Google Business Profile fo include experiences that guests may Business Profile increases local

be searching for, like "outdoor dining" or "trivia night diSCOVerability and makes

it easy for diners to book

, \ with you. It’s a tool for local

s marketing that helps diners

- ' find exactly the information

they care about and gets them
in the door.”

Keep your business hours, website, menu, social media links and photos
updated. Regularly monitor reviews and post on social to keep your feed fresh.

How does cantaloupe mini stuffed churro Need something Mascarpone These sharks don't

sorbet taste better box | nutella, sweet to help beat this Cheesecake» bite & ! Cherry
than actual... blueberry cheesecak... heat? For all of July t... Strawberry Lychees... Vanilla Shark Week...
2.6 mi 4.6 ™ (593) - 29 mi 18.9 mi 2.6mi 20.1 mi AShley DO
e Rosella NYC p La Churreria e, World Farmous Waiti... e The Noortwyck G\ Brownie Points Bake... .
" |nstagram - & days ago & Google - a week ago M |nstagram - a week ago ® |nstagram - a week ago € Facebook - a week ago GIObOI BUS| ness Developmen‘l‘l

Google

Image courtesy of Google


https://sevenrooms.com/blog/google-business-listing/
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TREND #35

The next big
opportunity for Al
1S 1N reservations

Diners are adapting faster than restaurants are innovating.
Nearly three-quarters of UK consumers are comfortable
using Al in the reservation process, but most operators aren't
using Al to process reservations.

41% of restaurant operators currently using Al are using
it in marketing—primarily for generating campaign ideas
(47%) and monitoring and responding to online reviews and

feedback (44%). Al-assisted reservations are lagging behind.

73% of 24% of
consumers operators
are comfortable with using Al are using
Al in the restaurant it to process
booking experience reservations

Let AI book the tables—
SO you can craft the
experience

To meet consumer demand, set up Al-
assisted booking systems to help process
phone, email, text and chat reservations.

@ More than
Y 1in 3 consumers

are open fo communicating
with Al to share they're
running late (35%)

@ Over one-third
of consumers
are comfortable with Al booking

or modifying reservations over
email (38%)

2025 UK Restaurant Industry Trends 10

Good morning,

Welcome to Apples & Pears &
I’m Hannah, here to help with
your engquiry

Are you interested in any of

the following?

O Book a Table

O Private Dining

O Weddings

(O Buy Wine Online

O See our Menus

(O Join the A&P Club

O See our Upcoming Events

(O FAQs

O Gift Vouchers



https://sevenrooms.com/blog/restaurant-AI/
https://sevenrooms.com/blog/restaurant-AI/
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Friend of Chef Vegetarian

July Birthday

PERSONALISATION

To scale personalisation
from text to tableside,
the human touch alone
won't cut it

Guests expect high-end experiences and personalisation at every
turn. To keep up, operators have to overcome tech hurdles.
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Guests expect
personalisation,

but it’s hard to get right

Today, personalisation is what drives guest loyalty and
engagement. While email remains dominant, text is
emerging as a key engagement channel, with diners
eager to exchange their info for VIP treatment and
exclusive offers.

Small hospitality touches, like remembering a guest’s
birthday or offering a commemorative menu, make a
big impact.

Yet many operators struggle to scale personalisation.

Tech, Al and automation are now empowering

operators to deliver SuperHuman Hospitality™ at scale.

40

30

20

10

Top operator personalisation challenges

Tracking the Not having enough time Knowing who
success of efforts during busy shifts and how to
personalize for


https://sevenrooms.com/platform/email-marketing/
https://sevenrooms.com/platform/text-marketing/
https://sevenrooms.com/platform/artificial-intelligence/
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TREND #1 Consumers’ highest-ranked
High_end dining adds 1n-d1n1ng personalisations
personal touches at every
turn, but challenges persist

Operators are somewhat confident in the personalisation of their in-
service guest experience, with a third stating they effectively personalise
it to a great extent. Still, almost all operators (91%) face challenges with
personalisation in both marketing and in-service.

(mlm)

= Preferred seating

@ Tasting menus customised to their preferences

m Recommendations based on past history or preferences

For personalised marketing, 47% of consumers say the top perk they want
from restaurants is birthday and anniversary promotions, yet nearly half of

restaurants don't offer this. For personalising the in-dining experience, 42% C()nsumers, higheSt—ranked
of operators don't give guests their preferred seating and only 41% offer personalised Inarketing Oﬁers

customised tasting menus, but consumers are looking for these touches.
@ Birthday or anniversary perks
@ HOT TIP

Use a restaurant CRM to personalise guest experiences. el eive off I
XClusive offers or early access fo events

With guest profiles that build themselves and industry-proven marketing
templates, SevenRooms' CRM, Marketing and Operations platform helps
you personalise every guest interaction and measure the impact on your
bottom line.

@ Reservation offers that match their typical dining schedule



https://sevenrooms.com/restaurants/
https://sevenrooms.com/blog/restaurant-email-marketing-roi/
https://sevenrooms.com/blog/restaurant-email-marketing-roi/
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Leading restaurants offer experiences that draw the eye

According tfo consumers, the best booking experiences include knowing which seating area they're
reserving, seeing photos of the dining area and being able to preorder food and drinks for a discount.

When reserving private dining at Bubala London, guests can On their reservation page, Flat Iron Square includes
preselect feasting packages to best suit their party’s needs. pictures and descriptions of their different seating areas.

BUBALA

<  Sun, 27 Apr - 12:00 - 19 guests @ 4:44

Private Dining Room Packages (Dinner & Weekend) Required — Select 1

Bubala Knows Best £55pp

Bubala Knows Best £55pp

View more

Bubala Knows Better £65pp

Bubala Knows Better E65pp
Sparkling drink reception for guests as they arrive...

View mare

Flat Iron Square



https://www.sevenrooms.com/explore/bubalaspitalfields/reservations/create/upgrades/?party_size=19
https://flatironsquare.co.uk/book-a-table/
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TREND #2 Personalised email campaigns

Personalised emails driving the highest repeat visit ratest
turn CliCkS int() Covers @ Auto-sending the wine list before the next visit for ‘'Wine Spenders'

For promotions, menu updates, special events and
merch, email is still the top choice for communications.
SevenRooms' data shows that personalised email

marketing—delivering the right message to the right guest @ Tagging 5-star -feedback guests and auto-sending a thank you from GM
at the right time—drives higher engagement and revenue.

@ Auto-sending the current menu to first-time diners before their first visit

73% of consumers

prefer connecting with restaurants via emaiil

Top-performing email subject
59% open rate lines with 70%+ open ratest

Average open rate for targeted, automated emails

®

@ Your pre-selected banquet menu
12X more revenue

@ Targeted, automated emails generate 12X @ <name>, see you again soon?

more revenue per email than mass sends't
A heartfelt thank you from us

'Revenue is calculated based on bookings from email campaigns linked to completed POS spend data;
if unavailable, an average spend per cover is used.
TData sourced globally


https://sevenrooms.com/platform/marketing-automation/
https://sevenrooms.com/platform/marketing-automation/
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Emails are still cool,
but texts are coming in hot

Email may still be the go-to marketing channel, but text is an untapped
opportunity you can't ignore—41% of consumers prefer connecting
with restaurants via text, but less than half (45%) of operators plan to
invest in text marketing in 2025.

Top revenue-generating text campaigns
from SevenRooms operators includet

- Holiday celebrations like Valentine's Day and Mother's Day
- Weekend on the terrace

. Last call for NYE reservations

'Revenue is calculated based on bookings from text campaigns linked to completed POS spend data; if unavailable, an average spend per cover is used.

2ROl is calculated by subtracting subscription fees paid by the restaurant from the total revenue generated from text campaigns.
TData sourced from the U.S.

®

41% of consumers

prefer connecting with restaurants via text

24X

Average ROI for text marketing on
SevenRoomst?

£1,391

Average revenue generated per text
campaign on SevenRooms'!

£54,128

Highest revenue generated from a single text
campaign on SevenRooms!


https://sevenrooms.com/platform/text-marketing/
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Mrmns Heservations Private Lexing Lilfts

89% of consumers B ENTLEY)S ThE/); *@ﬁm:fy
could be enticed to sign up for
a restaurant marketing program

Join our dining

circle for exclusive
access to chef's
specials, private
@ events and insider-

only offers.

HOT TIP
Leverage local perks and tailored
offers to drive marketing sign-ups.

Nearly 9in 10 (89%) consumers are open to
signing up for restaurant marketing updates—
jumping to 98% for Gen Z. Their top incentives

An Evening with...
Dame Joanna Lumley

for joining marketing lists? Invitations to exclusive citnbsrlinhsdlboglinbinio ey srodedats
° ° ° P, Faoshed by i Y ADE DT,

tastings, cooking classes or mixology workshops. Viith a carocr spnig docadcs s stage, screen, and beyonrd, Dsm

Women are more likely to be enticed by Bt opaiibnortpelbtylrig

Lo BTy ol A TP LR e | Eratis

BOHOK MO

partnerships with local businesses offering
unique perks, and men are more likely to be
intferested in curated dining recommendations
based on their preferences.
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EXPERIENCE

Brits are spending
mindfully but
splurging on luxe
exXperiences

Even with economic challenges, guests are willing to pay a
premium for special events and luxury experiences.
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Despite economic concerns, “This thoughttul act has proven to
ouests still value premium me that not all restaurants ignore the

dining and entertainment reservation notes section. And because
of this experience, I have recommended

Most Brits are willing to spend up to £50 per person for a meal out,

and while economic concerns are present, many are still splurging on lt to many friends and lOOk fOrward to
upgraded experiences when dining out. dlnlng there again })

o

@ Rachel

A guest who was pleasantly surprised by

72% Of £69.8M+ in a restaurant’s response to her reservation note
consumers incremental revenue
plan to or have already generated by SevenRooms UK operators

returned to a restaurant from events, upgrades, experiences and
after a unique experience prepayments in the past 12 months



https://sevenrooms.com/research/2024-uk-restaurant-diner-trends/
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TREND #1 Personalised experiences diners are willing to pay more for

Diners are hungry for
elevated experiences 60
worth the splurge

UK consumers are willing to pay extra for
personalised touches, like custom tasting menus

40
and bespoke starters.
For holidays and special occasions, they'll spend even
more on elevated experiences like specialised menus
and keepsakes.

20

O Customised Curated appetiser Commemorative Personalised Preferred
tasting menus platter menu or special beverage pairings seating

occasion keepsake
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Dining experiences consumers are willing to spend Fazenda hlghhghts SpeCial events

more on compared to a typical meal

From wine dinners to cooking classes, Fazenda promotes
a variety of events to keep guests coming back.

60

40

g

| HHIN
| h‘a!ﬂ!!'g
REREE

i

| _}'I.f

20

VINA LEYDA WINE DINNERS WHISKY DINNER WITH THE EDINBURGH - EXCLUSIVE NON-
LAKES DISTILLERY AT FAZENDA ALCOHOLIC MASTERCLASS
BISHOPSGATE

O

A holiday menu A tasting menu Live music Specialty nights A cooking class
or celebration or dance for certain experience
demographics .
LEEDS - WINE EXPLORATIOMNM CHANDONM GARDEN TERRACE CELEBRATING INTERMATIONAL
DIMMER CACHACA DAY



https://fazenda.co.uk/blog?category=2
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DARWIN
TREND #2 | )

Restaurants tapping into the
experience economy are opening
up new streams of revenue

Restaurants are finding creative ways to maximise their existing offerings by adding
upgrades, whether that's taking advantage of seats with a view or large-format

i i i Guests Time Date
food or drink options to drive revenue. : o, e % | B .

Think about the experience holistically. For a memorable experience, guests are
willing to pull out all the stops. Guests at Darwin Brasserie, for example, can upgrade 08:45

to window seats to take in panoramic views of London's skyline. By switching from a e
first-come, first-served model to offering premium seat upgrades in the reservation 11:00
process, the restaurant increased digital sales by 626% in two months. Window Table A La Carte

11:00
A La Carte

11:15
A La Carte

11:15
Window Table A La Carte

11:30
A La Carte

11:30
@ HOT TIP Window Table A La Carte

Work with what you've got

11:45
A La Carte

11:45
Maximise what's already in your dining room by offering reservation upgrades, such as Window Table A La Carte

priority seating, to drive revenue. Use high-quality visuals to showcase the experience.

12:00
A La Carte

12115
A La Carte

12:30
A La Carte

12:45 13:15



https://sevenrooms.com/blog/drive-revenue-online-payments/
https://sevenrooms.com/blog/drive-revenue-online-payments/
https://sevenrooms.com/tools-resources/success-stories/darwin-brasserie-window-seats/
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Types of experiences at SevenRooms

venues with the highest price points “With food and beverage,
N there S alxyays a margin, but
with the window seat charge,
@ Themed or seasonal dinners every pound goes Straight tO
@ Holiday celebrations, like New Year's Eve parties the bOttom line-”
Giovanni Abbattista

General Manager, Darwin Brasserie

Most popular upgrades for SevenRooms AN

venues beyond the dining experience ‘?ﬁ?ég?

e " DARWIN
Traditional afternoon tea bR OAS S ERIE

Birthday gift bags

@ Seasonal bouquets from a local florist


https://www.solotel.com.au/restaurants/whats-on
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TREND #3 What interactions with staff do you value the most while dining out, if any?

Don’t overlook
the impact of
‘back-to-basics’ 25
hospitality

30

20
The most valued staff interaction by guests at
a restaurant? Saying welcome back.

: : : 15
Simple measures like a host welcoming
guests back or the chef stopping by a table
go a long way with diners, driving them to
: 10
recommend restaurants to their networks and
return for future visits.
84% of Brits value personal interactions with 05
the staff, but a third of operators said they
struggle to personalise guest experiences due
to alack of fime durmg busy shifts. O Host welcoming Chef stopping Sommelier or server  Hearing detailed Getting to know Conversations
me in or back by my table who takes their time descriptions or the manager with bartender
and introducing  to learn more about stories about when they stop
themselves or my fastes dishes when they by my table

discussing the meal  and preferences are served
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CUSTOMER JOURNEY

Restaurants are
growing revenue and
relationships beyond

the dining room

Restaurants are increasingly showing up for
consumers in new ways pre- and post-dining,
opening up new revenue channels.
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Restaurants are selling 77% of consumers

would buy a different type of offering from

mOre than meals, they,re restaurants, like cookbooks or cocktail kits
selling a litestyle

etch. Chocolate Box (6 chocolates) | £12
Consumers in the UK want to stay connected to their favourite chefs and =y 0 @
restaurant brands beyond the dinner table. From exclusive recipes to curated ;
. . . . . etch. chocolate box 1o takeaway after your meal.
merchandise and special tfreats, these offerings create a deeper relationship

with guests while unlocking new revenue streams for restaurants.
etch. apron | £30

Do ®

Branded brown bib apron to takeaway arter your meal

Restaurant merch and gifts serve as built-in brand awareness tools,
turning loyal guests info ambassadors and amplifying word-of-mouth
recommendations—a critical strategy for any restaurant marketer.

At the same time, personalisation is key to enhancing the digital guest
experience. Diners are not only willing to share their information for a more
curated experience, but they're actively seeking tailored recommendations
pre- and post-dining.

Signed Great British Chefs Cook Book | £25

Do ®
signad Great British Chefs Recipe Book: Open Kitchen featuning recipes from

Steven Edwards to takeaway after your
Read more

Steven Edwards apron | £35

Branded white Steven Edwards bib apron to takeaway after your meal

Unigue add-ons at etch. include a box of chocolates,
aprons and a cookbook.



https://www.sevenrooms.com/experiences/etchbystevenedwards/etch-experience-5534727451672576
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TREND #1 Products consumers would buy from restaurants

Move over, gift cards!
Brits are hungry for 0o
more diverse offerings partry ems

like spices or
Today’s diners want more than just a meal—they want dried pasta
a piece of your brand. From cookbooks to wearables,
restaurant-driven retail is on the rise.

21% 19%
At-home meadl Cookbooks
or cocktail kits

Women are generally more interested in buying additional
items from a restaurant, with food items for one-time
purchase (e.g., pantry items) being the most popular
option for both men and women.

\

18% 17% 14%

Food subscriptions Home goods
like cheeses or like dishes or
frozen items glassware

Don't miss the opportunity to expand beyond the dining

room and give guests new ways to show their love. Online classes

or workshops
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TREND #2

Asking diners for data and
deposits isn’t a deal breaker

| agree to the Cancellation Policy O

| agree to the venue's required policy @

Our research shows that guests are not only willing to share their information with
restaurants but are also open to opting info marketing, making the reservation process a
key opportunity to encourage opt-ins. Receive news and offers via email for Five Figs

| certify | am above the age of 18

. - . . - - Recei ffers via email for all our locati
At the same time, providing credit card details to secure a table or join a waitlist has scelenewsiandoiiemrlemalliordl.olriocations

become standard practice, and many diners are comfortable paying reservation deposits.
Only 19% of British consumers have recently been deterred by being asked to provide credit
card details in case of no-shows.

Submit
42% of SevenRooms venues in the UK charge cancellation fees. On average, these fees are _

around £38. These strategies help secure bookings and reduce last-minute cancellations.

| agree to receive automated text messages, such as

reservation reminders, at the phone number provided

By clicking "submit” you agree to SevenRooms’ Terms of Service and GDPR Policy

th-'- de-l-ers Brill-s from ma king o restaurq nll- reservqficn? For SMS, reply STOP to unsubscribe. Reply HELP for help. Message frequency varies.

Message & Data rates may apply
(o)
239, \ 19% ‘

I Experience By @ SevenRooms
Being asked fo Being asked to Being asked if |

(o)
13%
pay a deposit share foo much want to opt into
personal data marketing
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TREND #3 Which restaurant services, if any, are valuable to you pre- and post-dining?

The rise of
concierge hospitality
In restaurants

UK consumers find thoughtful outreach pre- and post-
dining valuable. They're looking for more holistic, curated
dining experiences than just brunch or dinner alone.

60

Try partnering with nearby venues and offering
thoughtful recommendations as a way to grow within
your local community.

And consider your audience—Gen Zers are more likely
than other generations to prefer special offers at nearby
establishments while they're on the waitlist.

Y Nearby Special offers Pre- and post- Suggestions Ride-hailing to Clubbing
parking af nearby dining drinks/bar for nearby and from the experiences
establishments recommendations attractions, live venue (e.g., attached
while I'm on the nearby music venues, lounges)
waitlist or late-night art

galleries
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BRAND

A strong brand
flavour fosters
long-term loyalty

It's more important than ever for restaurants to
continually refine their brand to stay relevant, attract
the right guests and foster long-term loyalty.
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Trust wins tables:
why brand equity matters

Brand trust and connection significantly influence purchasing decisions
among UK consumers. To stay relevant and build loyalty, restaurants
must continuously analyse customer behaviour, sentiment and interests,
refining their brand to attract the right guests.

Fazenda uses guest data in the SevenRooms CRM linked with their
point-of-sale (POS) system to better understand guests and personalise
customer experiences. They also use automated guest feedback surveys
to keep a finger on the pulse of guest sentiment.

“SevenRooms’ [CRM| gave us the
ability to harness guest data and
leverage it to personalise the guest
experience in a way that was in line
with our business goals. It’s a more
modern solution that can change
and evolve with us.”

Natalia Andrade

Head of Marketing, Fazenda

RRRRRRRRRRRRRRRR


https://businessinfomag.uk/B2B-Technology/brand-trust-in-the-age-of-information-overload-intuit-mailchimps-new-study-reveals-how-brands-can-build-trust-and-connect-with-conscious-consumers/
https://fazenda.co.uk/location/bishopsgate
https://sevenrooms.com/tools-resources/success-stories/fazenda-delivers-exceptional-guest-experiences/
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TREND #1

Restaurants are
over-reliant on
reviews and dining
room observations

Operators are over-reliant on online reviews (49%) and
in-person guest conversations (47%) for evaluating guests'
perception of their brand. While 38% are using online
reviews to determine who their ideal guest is.

Reviews can be skewed or fake, and dining room

observations often only represent a sample of your audience.

Smart tools like automated reputation management help
restaurants proactively collect guest feedback, helping them
understand guest sentiment in their dining rooms to inform
and enhance dining experiences.

This feedback is then combined with guest data from
sources like your CRM, point of sale (POS) system and social
media to keep a more accurate pulse on who your guests are
and what they think of your brand.
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How, if at all, does your organisation evaluate your guests' perception of your brand?

60

Online customer
reviews (e.g.
Yelp, Tripadvisor,
Google)

In-person guest
conversations

Guest
feedback

surveys

Guestand  Social media photo Brand
sales data and tag analysis perception
(e.g. repeat (e.g. how guests surveys
customers, visually represent

average spend)  your brand on
social media)


https://www.marketplace.org/2024/11/26/20-years-of-yelp-do-we-still-trust-online-reviews/
https://sevenrooms.com/platform/reputation-management/
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TREND #2 Mr Foggs shows off the beautiful brand aesthetics
and bespoke interiors at each of their locations.

Hospitality keeps
guests coming back e

Hospitality and service (51%) is the main way that UK
consumers connect with a restaurant, followed by design
aesthetic and atmosphere (36%).

Good service and thoughtful touches are a necessity,
and a strong, on-brand aesthetic isn't just social media
bait—it enhances the in-service experience and
increases retention.



https://www.mr-foggs.com/our-locations/
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Al is serving up
smoother restaurant
operations

When Al takes over the heavy lifting, restaurants can
deliver better experiences, with most operators already
seeing the benefits of using Al in their operations.
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[f restaurants haven’t
jumped on the Al train,
they’re behind

Hospitality operating expenses have skyrocketed in recent
years, and average prices are up as much as 26% at some
restaurants. Increases to employer National Insurance
Contributions (NICs) and wages have majorly impacted
hospitality businesses, forcing many restaurants to seek ways
to reduce labour costs.

Al offers a lifeline, helping operators streamline manual
tasks, cut costs and optimise efficiency in an era of rising
expenses and shrinking margins.

®

©

74% 99%
of operators of operators

are already using Al using Al have already
seen benefits

1Y
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Write a message to Jack Dylan
thanking him for his recent visit.

HiJack &)
| just wanted to thank you

for visiting us last night. | trust your
meal lived up to expectations.

We hope to see you and your wife

Very soon. %
N,

=
0y
a
‘\. L
Y
Lo i

|


https://www.theguardian.com/business/2024/nov/10/uk-diners-already-fear-the-bill-but-the-budget-just-raised-it-again-warn-restaurateurs?
https://www.theguardian.com/business/2024/nov/10/uk-diners-already-fear-the-bill-but-the-budget-just-raised-it-again-warn-restaurateurs?
https://www.ukhospitality.org.uk/campaigns/national-insurance-contributions/
https://www.ukhospitality.org.uk/campaigns/national-insurance-contributions/
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TREND #1

The data’s in—

Al improves
decision-making and
team efficiency

By speeding up decision-making and response times to
guest enquiries as well as improving team efficiency, Al
allows staff to focus on delivering memorable, high-touch
experiences that build loyalty and drive revenue.

What benefits, if any, has your organisation already seen from using Al?

40

30

20

10

Quicker
decision-making

33% 33%

Faster response Greater team Reduced
times to guest efficiency (e.g., able operational
enquiries (e.g., to work shorter hours, costs

chatbots or voice  get more done, and/
Al assistants) or focus on things we

previously didn't have
the time for)
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Increase in guest
satisfaction ratfing
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Al speeds up review management
and customer service workflows

MESSAGING (D)
John Lee

According to SevenRooms operator datq, restaurants
R . . it Resend Booking Notification
using SevenRooms Al solutions respond to guests faster. Y Email

4

General Manager, Sweet Cafe Maya

Grecne
W +#1(718) 704-2022

Hello, | think | left my trench coat

@ 27 % d eC re CI Se S Lhnr::'? last evening. Did you find

John Lee « O6/22/24, 0644 PN

in time to respond to guest messages
including emails, SMS and reviews* HiGSoryn unning 2 few + “ND..J*) (*+ “Not Sure“.*’)

minutes late!

February 2024 - November 2024

@ 35% increase

in the number of responses to
1 * & A T e e e
reviews from the restaurant I D

February 2024 - November 2024

@ Mo problem, John. We'll hold your table Send
for vou enc Maya, yes we have it here. We're open from 11-10 every
= e day this week. Feel free to come pick It up at any time.

o [ ]
50% increase R
| % No. , -' % No problem.. | .
in the number of messages written ki

and sent in 60 seconds or less*

October 2024 - December 2024

*Global data



https://sevenrooms.com/platform/artificial-intelligence/
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TREND #2 Where consumers are comfortable with

. Al handling restaurant communication
By delegating manual tasks to

Booking or modifying

Al, operators can focus more
on the art of hospitality

O

©

©

43% of 41% of 33% of

operators operators operators

use Al for data use Al use Alin

analytics in marketing customer service
@ HOT TIP

Invest in Al & automation to drive greater efficiencies

For operators looking to get started using Al, fop investment areas include:
guest feedback summaries/responses, reservation and table management,
voice Al, automated booking confirmations and guest profile building,.

a reservation for them
over email

Communication to the
restaurant that they're
running late and ensuring
they don't lose their table

Booking or modifying a
reservation for them over
web chat or text message

Booking or modifying a
reservation for them over
the phone

Conveying reservation needs
(e.g., dietaries, accessibility
needs, highchairs, etc.)

Processing payment-related
requests for them (e.g., I'd like
to purchase a celebration
cake for my reservation)



https://sevenrooms.com/platform/artificial-intelligence/
https://sevenrooms.com/platform/table-management/
https://sevenrooms.com/blog/restaurant-AI/
https://sevenrooms.com/platform/marketing-automation/
https://sevenrooms.com/hub/guest-experience/
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Making JNaE
hospitality 3
SuperHuman

Join 13,000+ global restaurants that trust SevenRooms

"

By embracing tech, Al and automation to enhance—not replace—
human connection, restaurants can scale high-touch experiences,
deepen guest relationships and drive long-term success. SevenRooms'
automated CRM, Marketing and Operations platform is powering this
transformation, helping restaurants streamline operations, increase
revenue, delight guests and keep them coming back.

GET A DEMO


https://sevenrooms.com/
https://sevenrooms.com/request-a-demo/

Research methodology

UNITED KINGDOM CONSUMERS

SevenRooms partnered with Censuswide Research—a third-party,
professional research and consulting organisation. Total sample size
was 1,000 UK consumers. Fieldwork was undertaken between 27
December 2024-6 January 2025. The survey was carried out online.
The figures have been weighted and are representative of all UK adults
(aged 16+).

UNITED KINGDOM OPERATORS

SevenRooms partnered with Censuswide Research—a third-party,
professional research and consulting organisation. Total sample size
was 258 UK operators (hospitality decision-makers). Fieldwork was
undertaken between 24 December 2024-15 January 2025. The survey
was carried out online. The figures have been weighted and are
representative of UK hospitality operators.

SEVENROOMS PLATFORM DATA

Anonymised internal data representative of the United Kingdom and
globally-based restaurants using the SevenRooms platform from
January 2024-December 2024.

*Unless otherwise indicated, all statistics reflect the survey results collected by SevenRoom:s.

Report created in collaboration with Datalily.
www.datalily.com - hello@datalily.com

SevenRooms


https://datalily.com/?utm_source=report&utm_medium=cta&utm_campaign=sevenrooms-restaurant-trends-report-2025-uk

