9 Things You Should Do Today
To Grow Your Catering Business

For multi-unit QSR and fast casual restaurant chains, catering is not just
‘an interesting side business’; it is a must-have revenue stream critical for
survival, if not growth. Doing it right takes a great deal more than saying
‘We Cater’ on your website and on your table cards. In this white paper,
Erle Dardick, former deli & catering operator and current CEO of
MonkeyMedia Software, explores what it takes to build and manage a
successful catering operation, from sales and marketing through to
execution and A/R. This is the first in a series of white papers on catering
best practices, and serves as an overview of the main operational areas

discussed in further detail in other papers.
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Best Practice Guide for Successful Multi-Unit Restaurant-based Catering

There should be no doubt that catering
represents a  tremendous  revenue
opportunity for multi-unit restaurant chains.
In a recent story published in USA Today,
Technomic, a restaurant industry research
firm, valued the US catering segment at $33
billion*. While this has traditionally been the
domain of independent full-service caterers,
the current trend points clearly to a shift to
restaurant-based catering, for  both
corporate and personal business?.

Done right, catering can add a significant
revenue stream to your restaurant concept.
In fact, depending on the segment you’re in,
catering can grow to represent as much as
30-45% of your total sales, as it does for
many locations at Einstein Bros. Bagels.

But what does ‘Done right mean? The
answer is all-encompassing, from menu to
sales, production to delivery, and all the fine
points in between. On these fronts, catering
is very different from your traditional in-store
business.

This white paper guides you through the
various elements you’ll need to consider to
make catering work for your operation. We'll
start by looking at the order flow, then move
to production, and then we’ll cover sales
and promotion.

Catering can represent as
much as 45% of total sales.

Order management

Taking the catering order might seem like
the easy part. Compared to production, it is,
but the order process is still very different
from table or counter service. For starters,

many catering orders are often business-to-
business — that is, they're coming from a
nearby office or a local pharmaceutical rep,
and they’re going to feed a business group,
not a soccer team. Why does this matter?
Business-to-business transactions are by
definition more formal, and can command a
higher degree of customer loyalty. What's
more, they’re often larger in size and value,
and should be recognized as such. This
means that the staff you use in-store to
greet table service or take-out customers
requires different training for handling
corporate customers. What's more, your in-
store staff is more than likely too busy with
walk-in traffic to be able to deal efficiently
with phone or online orders.

Best Practice #1: Use a dedicated customer
service team to handle order-taking

The mandate for this team (it might be one
person if you're small) is to own the catering
business. All catering orders should funnel
through this team for consistent handling
and execution. The logic is the same as is
used in your restaurant already: you are
more efficient and more productive if you
have different teams serving customers
than you do preparing the food in the
kitchen. Since catering orders come to you
in advance, are typically corporate, and can
change frequently right up until delivery, you
need to have a team specialized in this
domain. If you run a multi-unit operation,
you can achieve economies of scale by
centralizing catering order management at a
call center, which leads us to the next best
practice.

Best practice #2: Offer your customers multiple
ways of placing orders with you

Make it easy for your customers to place
orders by offering them multiple ways of
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