Unifying your food service &
retail operations for success
What you need to know about your back- and front-end systems
before launching a retail-restaurant business

The rise of
retail-restaurants
Unable to compete with the item selection, 24/7 availability and
convenience of online shopping, brick-and-mortar retailers are
finding innovative ways to attract customers to their locations and
keep them in-store as long as possible. Many are finding a recipe
for success, and new revenue streams, by mixing hospitality, retail
and services together to create “multi-concept” shops.
Furniture giant IKEA, famously operates a popular restaurant in
every store. What started as a way to keep customers shopping
for longer has ended up becoming a very valuable source of
revenue: today, one of three customers visit IKEA just for the
food, Business Insider reports. Italian high-class food emporium
Eataly has become successful in three continents by combining
a well-stocked supermarket with a selection of eat-in and takeaway restaurants on the same premises. And while quick service
and fast casual restaurant chains have been selling logoed t-shirts
and aprons for years, what’s new is the expansion of the trend to
high-end brands, both in the retail (Armani, Tiffany’s and Shinola
all run upscale food service areas in some of their stores) and in the
restaurant space, where Michelin-starred chefs are making space for
shelves of sophisticated merchandise on their restaurant premises.

Benefits of retail-restaurants:
•
•
•
•
•
•
•

The enhanced convenience keeps people in the building
longer
Increases consumer spending
Creates a memorable, unique customer experience
Builds brand loyalty and repeat visits
Creates more touchpoints to gather consumer data
Differentiates from retail competitors
Fewer licensing and health-inspection hassles*
(*Food Safety News, 2016)
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These retail-food service businesses are a far cry from the
restaurants and tearooms you saw in department stores back
in the early 20th century. These new operations involve a
sophisticated level of integration between retail, hospitality
and services, where the entire venture is operated by one
central brand to create a well-rounded and unique experience.
By offering a new kind of experience that digital commerce can’t
deliver, in-store dining has now become one of the fastest
growing segments in the hospitality industry. It’s a lucrative
business, and one with a lot of potential for experimentation.
Companies that are able to pull a winning combination often
reap the rewards of brand engagement, from increased
customer spending to the ability to collect extensive data over
multiple verticals. Activewear brand Tommy Bahama recently
opened a combination restaurant and retail “island outlet” in
the new Legacy West development in Plano, Texas. According
to Rob Goldberg, Executive Vice President of Restaurants, Bars
and Good Concepts, sales in the retail segment of these island
outlets tend to be up to 30 percent higher than retail sales in
non-combo locations.
Although it might seem like a match made in heaven, retailers
and restaurants have their own separate sets of operational
challenges that must be considered before taking the leap. A
retailer making the decision to expand into the food business –
or, conversely, a restaurant selling merchandise or other retail
products – is completely transforming its business model,
opening the door to new processes and obstacles that require
the right business management technology to tie it all
together.
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Building a successful
retail & restaurant
business with a unified
software solution
While most retail businesses are faced with problems like stock visibility, sales
management and digital commerce, managing a restaurant means adding to your
struggles issues like kitchen management, table handling and food quality. These
are very diverse issues, which become just harder to handle if you decide to run
the different parts of your operations as separate, using multiple software systems
which have to be integrated to communicate properly.
The key to opening a successful hybrid retail business is to have a unified software
solution that enables you to manage everything in one platform, all the way
from back of house restaurant operations, to retail sales to customer accounts.
Here are 4 ways that unified business management software can help profitably
deliver a multi-concept shopping experience.
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1. Create a holistic,
meaningful brand experience
Does your brand cater to image-conscious young professionals
by providing them affordable, trendy fashion? Are you an upscale
grocer who sells gourmet products? To attract a loyal crowd of
customers, you need to create a consistent brand identity, and
align your retail and restaurant services into a coherent
concept.
The bottom line is that any hybrid venture you embark on, be
it a fashion store-café or a supermarket chain offering cooking
courses, needs to form a consistent brand image. A retail
chain supplying professional wares to health-conscious sports
enthusiasts will probably reap more successes, and create more
loyalty, by opening a juice and salad bar rather than a pizza and
bowling alley on its premises.

“LS Nav has such a powerful foundation that it can easily be
adapted to different contexts and requirements. LS Nav is
simple to build on, with features that are easy to expand and
customize, and efficient to run your business.”

Offering a holistic brand experience depends as much on having
a clear business vision as on selecting the right the tools to
run your operations. By using a unified business management
software across your whole concept, you can create a unified
brand experience across all your sales channels, no matter
whether your customers are shopping for clothes or enjoying
food at the restaurant.

- John Gowers, IT Director
Blue Mountain Resort
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Blue Mountain is one of Canada’s largest ski resorts, offering everything from
accommodations, stores, and rentals to supermarkets and restaurants – all
under the same brand. Blue Mountain used to run each part of the business with
a separate application. This siloed environment had many drawbacks.
Management didn’t have an overview over all parts of their operations;
initiatives such as loyalty programs were far too costly to initiate; the company
could not identify best- or lowest-selling items across the board and was
therefore unable to create effective promotions. All in all, Blue Mountain
wanted to operate as a unified brand, but was unable to do so because of its
software setup.
Today, all of Blue Mountain’s transactions and services are managed through
a single, all-in-one system: LS Nav. Thanks to its rich food service and retail
functions, LS Nav meets all of the resort’s retail, hospitality and service needs,
including maintenance and inventory management.

2. Provide exceptional customer
service across the board
When managing different verticals, like retail and food service, it can be hard
to guarantee the same level of service across each part of the operation. At
the same time, you know that customers will look at the quality of meals you
serve as an extension of every product you sell, and vice versa. A slip-up in
one area of the business may lead to losing a customer for the whole brand.
Shoppers value knowledgeable, helpful staff, and have a better experience
when they feel engaged and tended to. In order for staff to accomplish
the level of service customers demand, they need to be equipped with the
right tools, training, and technology. When multiple systems are in use,
onboarding new staff can be a lengthy process, and moving staff members
across stations can become complex, and may for example require extra
training. When you use just one platform, employees only have to be taught
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to use one system. This means they can also easily be moved around,
for example from the shop floor to the café, with no further training
needed.
A centralized management solution with an easy-to-use Point of Sale
(POS) can make a huge impact on employee efficiency, productivity
and overall customer satisfaction.
Take the Ritz-Carlton as an example. The luxury hotel chain has
become synonymous with “legendary service” thanks to its focus
on empowering employees so that they can always make the guests’
experience unforgettable. Apple studied many of the Ritz-Carlton’s
core tenets of customer service and re-applied them in its stores.
The result is exceptional attention to the customer that keeps people
coming back: Apple and Ritz-Carlton, as customer-focused brands,
understand the importance of anticipating customers’ needs and
caring for their guests every step of the way. This translates into
small but differentiating elements, such as using mobile Point of
Sale devices to bring the checkout straight to the customer, with no
queue at the till.
Another factor that strongly affects customer experience is product
availability. A shopper can go from happy to angry in two seconds
flat when they discover an item is not in stock or the dish of the
day is sold out. By setting up an efficient end-to-end supply chain
and unified inventory system, you can always be sure you have the
items customers are looking for and ensure you can deliver what you
promise.

Unifying your food service & retail operations for success

3. Reward your loyal customers
So you have created a consistent brand across industries. Your customers
know who you are and what you stand for, they appreciate your good
customer service, and they repay you with their loyalty. This is the time to
reward returning business and encourage casual customers to keep coming
back. At this point, one of the most important pieces of the puzzle is using
a unified software solution that can help you deliver loyalty programs that
reward customers across the whole retail-restaurant environment.
Having the ability to create a single loyalty program that encompasses
your enterprise is fundamental:
•
•
•
•

to support and communicate your unified branding
to encourage customers to take advantage of all the services you offer
to create discounts, deals and offers that work across your whole brand
to help you maintain a single database of customer information – which
you can then use to optimize your marketing and purchasing

Freshfields Farm is a retail destination for fresh meats and produce in
Southeast Florida. The jump from neighborhood butcher shop to tier-one
supermarket grocer (plus ice cream parlor) required a substantial investment
in technology to modernize their processes and integrate all of their separate
systems. To meet their growing customer demands and ease management
burden, Freshfields Farm chose LS Nav, an end-to-end ERP and POS solution
for retail and hospitality. One of their desired attributes for the system was
the ability to run a corporate-side customer loyalty program and customer
relationship management (CRM) for campaign marketing. With LS Nav, they
can now recognize their customers and offer them enticing deals, no matter if
they are dropping by for a meal or to do the weekly shopping.

“The mobile customer services and loyalty programs
from LS Retail guide us in our understanding of how
to serve people better and provide us with the tools
to aid us in making Freshfields Farm the ultimate
retail destination for the finest-quality and freshest
meats and produce in the Southeast.”
Jay Mander, Chief Financial Officer
Freshfields Farm
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4. Track and measure your
performance
When sales and customer data are maintained in separate systems, it can be a
complex and time-consuming job to correlate all the information, unifying it into a
single, comprehensive overview. And by the time management gets the report on
how the company is performing and which items are best sellers, that information
is already outdated – making any possible action overdue, or useless.
To make things even worse, some companies don’t maintain an integrated
customer database and client information (sales per client, payments, etc.) is
stored in separate systems, leading to duplicate records and inability to serve
customers properly.
When a single platform is used across the business, HQ can get an instant,
comprehensive overview of all its processes, from sales to purchasing, to
allocation, to pricing and warehouse management. This real-time visibility gives
management the ability to:
•
•
•
•
•

Make decisions based on up-to-date sales data
Drill down data by location, product type, sales channel and more
Plan strategy based on real insights
Accurately measure performance to pinpoint your best assets and keep costs
down
Take quick action – changing prices, reordering items, or moving stock
between store locations when needed
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When it comes to customer service, a unified platform enables you
to connect and analyze consumer habits and get a 360-degree view
of your customers, which can then be used to create more effective
promotions, offer personalized recommendations, and in general,
to design more effective and engaging customer experiences.
Scandlines is one of Europe’s largest ferry companies, operating
three short, high-frequency, high-capacity ferry routes between
Denmark, Sweden and Germany. Transporting both passengers
and cargo, Scandlines runs restaurants on its ships, and retail shops
both on the ships and at the departure and arrival stations. With
LS Nav, the company can efficiently run both its restaurant service
and retail sales, all the while getting the level of visibility they need
to manage a complex operation. Thanks to its unified software
system, Scandlines is able to track business performance down to
unit level in terms of sales, resources and costs across the board.

“It’s all about speed of service. Employees in catering and
retail should not be spending their time on validation. Our ferry
journeys are short, and customers need to be given the best
possible experience. We wanted a modern and future-proof
standard solution with best practices included.”
JHenrik Ingemand, Vice President, Catering
Scandlines
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Drive revenue with software for
retail + food service
Now that you understand the value of having a unified software solution to help manage both retail and food service operations simultaneously
in one platform, you need to know what’s out there. There are many retail and restaurant solutions on the market that cater to one or the
other - but it’s harder to find a solution that can effectively deal with the requirements of different industries.

Hospitality, services and retail present very different challenges.
Retail is essentially pay-per-scan: once a product is paid, the service is completed. Retail items can have different shelf
lives, which leads to complex inventory management and replenishment. Having a clear idea of past sales and a good eye
for future trends is necessary to order the right type and number of items.

In food service, the manufacturing of the end product is often done in-house. As food is perishable, distribution must be
timely to ensure that the product is still in top shape once the customer receives it. Food service also requires complex
tracking of stock through the various stages, as the items that restaurant managers order (raw items) are not the same as
the final product the customer receives (dishes). Stock-ordering requires complicated calculations and precise numbers,
as managers need to know not only what dishes are popular at specific times and what ingredients are available on the
market, but also how long each item can last fresh, and order accordingly, to avoid throwing money in the garbage can.
Services and events, unlike products, are realized not when sold, but only once the service is used by the customer. This
requires great organization, as your relationship with customers (and the possibility to wow or disappoint them) continues
until the event has taken place. To ensure success, companies must use reservation systems that give them clear visibility
of their available and booked resources, and that helps them manage their external resources – for example automatically
calculating commissions.
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During the software selection process,
be sure to keep in mind that the right
system should provide:
An end-to-end view of your business, from retail to restaurant
operations
Specific tools for retail and for food service, with in-depth
industry knowledge and a proven track record in both verticals
Central management of inventory, kitchen and POS terminals
Streamlined inventory management and stock replenishment
Accurate ordering and tracking of items
A single customer database with CRM and loyalty management
Fast and efficient sales with mobile POS and e-commerce
An easy-to-use and intuitive interface to speed up deployment
and staff training
Management reporting and business intelligence analytics
As a world-leading developer of all-in-one business management
software, with over 20 years of history in the retail and food service
industries, LS Retail offers unified software solutions that work
seamlessly for retail, hospitality and hybrid businesses - without
any integration needed. Our highly flexible solutions are used to
manage inventory, control costs and increase margins by retailers,
restaurants and retail-restaurants around the world.
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Launch your
retail-restaurant business
with confidence. Book a
demo today to see how
our software solutions
can help make your
hybrid business a success.
GET A SOLUTION DEMO
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We m a k e b u s i n e s s e a s y

LS Retail is a world-leading provider of business management software solutions for retail,
hospitality and forecourt businesses of all sizes.
Our all-in-one management systems power tens of thousands of stores and restaurants
worldwide, within such diverse industries as fashion, electronics, furniture, duty free,
restaurants, coffee shops, forecourt, c-stores and more.
LS Retail products and solutions are sold through a global network of partners.
For further information on the company and the products, visit www.LSRetail.com.
For any question or advice, do not hesitate to contact our experts.

Disclaimer
The information in this document is for informational purposes only. It is not a commitment to deliver any material, code, or
functionality. The development, release, and timing of any features or functionality described for LS Retail’s products remains at the
sole discretion of LS Retail. LS Retail makes no warranties, expressed, implied or statutory, as to the information in this document.
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