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Delivering personalization with AI

It’s a time of high consumer expectations. The consultancy McKinsey found that 71 percent of consumers 
expect companies to deliver personalized content – and 67 percent of those customers say they are 
frustrated when they don’t get it. Personalization also drives loyalty: A survey conducted by Bounteous x 
Accolite found that 70 percent of respondents said menu recommendations based on past purchases make 
them feel like a restaurant “knows” them. In senior living facilities, where demographics are shifting and 
demand for the accommodation of personal preferences is increasing, being able to personalize a dish or 
menu can attract and retain residents, as well as help keep them safe.

Artificial intelligence is giving businesses a boost here – and the costs of implementation are coming down. 
Savor reports that IHOP’s use of AI-powered personalization technology is driving a 10-15 percent increase in 
check averages. The technology analyzes historical order data, then suggests complementary menu items – 
and 73 percent of guests have been adding those items to their orders.

Beyond helping foodservice operators make the most of their current menu, AI can steer future offerings 
– and identify how to drive guests to them. It uses guest data to predict future preferences and behavior, 
providing clues as to how to build a profitable future menu. On ordering interfaces like an app or website, AI 
tools can also recommend how to modify pages – or where to insert offer banners for specific segments of 
guests to drive the best results.

Room to grow? A study of personalization by the customer data tech firm Segment found that while 85 percent of 
businesses believe they provide personalized experiences, only 60 percent of customers agree.



Foodservice operators are managing a lot of uncertainty right now around food costs and how prices for 
imported menu items may fluctuate in the months ahead. Fortunately, this can be managed from several 
directions that may help insulate operators from volatility. For starters, have systems in place to monitor pricing 
frequently, particularly if you’re adapting recipes regularly. Work with vendors who can support that effort with 
forecasts, recommended ingredient substitutes, reliable traceability, and even revised agreements that provide 
group discounts or increased certainty around pricing.

Look for opportunities to optimize your menu and recipes. Where can you adjust portion size or ingredient use 
to make your business less susceptible to market swings? What items in your inventory can help you add heft to 
dishes if you need to omit others? If you understand what your most profitable menu items are, you can design 
your menu and promotions to steer guests in their direction, then weed out/modify items that aren’t pulling 
their weight (or would likely be impacted by anticipated high prices).

Manage your inventory with precision. Where can you bring in more ingredients that are less prone to market 
volatility? Where are there opportunities for profitable promotions? AI tools can help you forecast demand and 
plan accordingly. This is also a good time to review food safety, ensuring your staff is dating, storing and using 
ingredients in ways that promote safety – and that your kitchen is minimizing food waste wherever possible.

Navigating price uncertainty

The average restaurant saves $7 for every $1 invested in reducing kitchen food waste, according to Champions 12.3.



Experiential dining elevates adult/senior living

It’s not only a trend in restaurants. In foodservice 
settings in adult care and senior living facilities, 
experiential dining is on the rise, according to a 
report from Foodservice Director. What’s more, it 
may have an even greater positive impact in these 
settings than it does elsewhere. Offering a more 
interactive, social experience around food can 
address loneliness, build social connections and 
improve cognition.
(Continued on page 5)
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Opportunities for communal eating can help strengthen social bonds and trust, according to Dr. Robin Dunbar, an 
evolutionary psychologist. Hosting communal meals – or even themed dining nights that stimulate nostalgia and 
discussion – can increase appetite and nutrition in seniors, as well as help people make stronger connections with 
others at a time when they may feel isolated.

Eating is already a multisensory experience, but weaving action into it can elevate that experience, while enhancing 
memory and cognitive flexibility. So, offering a cooking class or chef-led tasting, or hosting a session of a book 
discussion with food inspired by the book, can all help. It boosts overall guest satisfaction too. Dr. Charles Spence, 
an experimental psychologist, said he conducted research that found that when people were asked to sample and 
rate the taste of oysters, those who ate with the added background sound of waves crashing on the beach reported 
higher satisfaction with their meal. What small changes could you make to how you serve food – or where you 
serve it – that can boost your experience factor?

A Technomic study found that 72 percent of diners favor experiential dining options like chef’s tables, themed dining 
events, and interactive culinary experiences.



Best practices for navigating dietary restrictions

Preparing meals for large groups can be a minefield when it comes to accommodating dietary needs and keep-
ing guests safe. Food allergies alone pose a huge challenge. (Nearly 11 percent of adults aged 18 or older have 
at least one food allergy, and more than half of adults with food allergies have experienced a severe reaction, 
according to Food Allergy Research & Education.) Chefs have the task of dissecting the ingredients in a dish, re-
taining the intended flavors and textures when substitutions are made, and avoiding cross-contamination during 
preparation. How can they best accomplish that? Multi-layered communication is critical. Up through your sup-
ply chain, ensure you trust the consistency, accuracy and clarity of ingredients. Conduct ongoing staff training to 
emphasize the potential severity of food reactions and how easily they can occur. Collaborate with partners using 
digital tools that keep documents consistent and updated. On menus, use clear markers or sections to identify 
ingredients that may pose problems to some guests – and again, use digital tools to ensure you’re providing the 
correct version of an ingredient list.

Going back to basics may help too. At a time when the use of prepackaged ingredients is widespread in commer-
cial kitchens, some chefs are relying on scratch cooking to deliver the precision they need. That’s what Michael 
White, executive chef in Food & Nutrition Services at Regions Hospital in St. Paul, Minn., and his team do. White 
says scratch cooking (often using local sources) helps him more closely oversee the ingredients that go into the 64 
different diets the hospital must accommodate, which include mineral and calorie restrictions, as well as texture 
and liquid modifications.


