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HOW TECHNOLOGY AFFECTS FAST FOOD BUSINESS
[bookmark: _Toc367705424]INTRODUCTION
Fast food service operations are slightly different from those of manufacturing sectors that produce physical products. Services can be defined as intangible product such as government services, food and lodging sector, transport industry, banking and insurance, repairer and maintenance(Kanyan, Ngana, and Voon, 2016). Food service businesses are those outlets serving meals for an instant consumption within the place. These outlets commercially serve food to the people in exchange for their money. In the modern life of people, visiting fast foods have became the element of the day. Therefore this has called for an automation of services to cater for the large number of the customers flocking in the premises. Information technology therefore has been the remedy for this challenge(Oleynik, Nikolenko, and Yuzefova, 2015). The success of any fast food business depends on the technology applied for production and customer service. 
A. Problem Statement
Focus on technology is crucial to the fast food businesses and act as tool for the business to remain competitive in the market, meet customer needs and meet of its missions. Besides, fast food outlets play an important role in the service industry as whole especially in meeting the need for tight-schedule and busy customers by provision of ready-made food and at timely manner(Daikh, 2015). Moreover, technology has been the best option for the fats food business entrepreneurs. The paper will therefore seek to identify how technology affects the fast food business. 
[bookmark: _Toc367705425]B. Rationale For The Research
Technology application in fast food industry has the capacity to improve productivity and customer service. This will in turn lead to increased profit margins for the businessmen. With more surplus of money, the entrepreneurs’ savings will rise hence increased in investments. More business investment will create more jobs for the citizens hence improved in living standards and increased Gross Domestic product (Van der Zanden et.al., 2015). Government will gain taxes from business as well as licencing. 
1. Statement of The Research Objectives
The essay main objective is to examine how technology affects fast food business in Australia.
Specific Objectives 
i) To explain how technology use affect customer satisfaction and market competitive
ii) To determine the effects of technology on employee development and satisfaction
iii) To examine the positive impact of the technology in fast food service production 
[bookmark: _Toc367705426]C. Hypothesis
The main hypothesis in this paper is that technology has effects on the fast food business 
[bookmark: _Toc367705427]D. Definition of Terms
Food service business: all catering outlets that offer pre-cooked food to customers 
Technology: means all systems installed or applied both hardware and software
Employee: all personnel working in the food service operations in all departments either casual, contracted or permanent   
Market competitiveness:condition brought by large number of businesses competing with each other to satisfy customer needs and wants.
KDS: means kitchen displays system that are installed in fast food kitchens
Customer service:all provisions given to customer to enhance satisfaction of the products offered
Communication:means conveyance of information from one department to another through use of technology. 
[bookmark: _Toc367705428]E. Summary, Including a Restatement of The Problem
Fast food businesses have found it relevant to adopt technology in their operations. Technological advancement and need for automatic service delivery call for considerations with aim to maximize the profit while minimizing the cost. The paper will try to focus on the effects technology has imposed to the food service operations. 
[bookmark: _Toc367705429]REVIEW OF THE RELEVANT LITERATURE
Digital revolution in the fast food industry is changing and with quick effect. Technology is helping food service departments’ form ordering to information access to run their operations in an effective and efficient way. About 92% of operators agree that technology is crucial for food service industries (Food Service Director, 2014). Technology use is accompanied by a learning twist worth effort. To remove this anxiety, training of the mangers must be done followed by introduction to the junior employees. The mangers admit that even the daily sales and purchases are done electronically. This is termed as a major milestone to the industry that has improved the employee confidence. However, the study noted that some forms of service require manual production but can be supported by technology to enhance production efficiency.
Overview of The Technologies Applicable in Food Service
Operators of the food industry must be ready to embrace technology in their operation (Tory, 2014). Just a beginning, customers are using credit cards as means of payment for services. Food service entrepreneurs have to focus incorporating technologies to improve their production business either in food production, and front of the house. The major technologies that may be applied are; touch screen food vendors, Tablet management system that enable customers to order food online through phone as well web-cam monitoring system (Law, et al., 2013). There have been automated technologies such as ATM for food delivery, food delivery robot are a tremendous innovations applied in fast food operations. Computer and mobile phones application help these firms to perform functions such as in production, service delivery and marketing. Configurations of their products into platforms such as social media and websites avails the products to the customers for viewing. 
Beltis (2017) identified some of the important hardware and software that can be applied in food operation industry. Through a touch screen terminals, POS technology was established arguably for the purpose of efficiency in taking orders.  The technology allows workers to take orders in quick and effortless manner. Orders are then relayed to the kitchen for an order processing minimizing the time taken and wastage of paper work order taking and presentation. Receipt printers are another technology that has taken over the receipt papers by use of Impact Printer and thermal printer. Attaching a Cash Drawer to POS has also been a good move to lock out money thus ensuring safety. Self-order kiosks have gained popularity in most of the restaurants in outlets such as Protein Bar, McDonald’s among others.  Hand held tablets allow customers to order and pay for their bills on the table providing even receipts. Pole display screen is another technology thatdisplays price of commodities on sale (Beltis, 2017). Finally, Kitchen Display Screens (KDs) display kitchen orders in an organized for the back of the house operations to assist production team.
Mobile friendly website, digital logbooks and mobile ordering were noted to be very important technologies applied in food service technology. These technologies provide a platform for best customer service(Ivkov et.al, 2016). Others that have been crucial include; voice ordering systems, social media, online reservation and ordering, geo fencing, Google glass, robots and mobile apps. All these are geared towards customer service and meeting company’s needs. Therefore, continuous upgrade of the systems and technology to meet the demands of the day is recommended. Internet connectivity has been the last inception in the food service industry enabling online communication and interaction with customers during the process of service delivery. 
Technology and Employee Satisfaction and Production
Scholarly articles indicate that customer always seek for better quality services and a variety of food products. Productivity is therefore linked closely with employee satisfaction and technology used (Antic and Bogetic, 2015). Technology application will support employees in operations such as food service, production of food, customer enquiry, as well meeting the set goals and objectives. Technology can be used by fast food service businesspersons in training their staff on the best quality and quantity accepted in production. The automated systems not only make work easier and simple for the employees but also aid in improving the quality of products provided. Customers opt to visit fast food restaurants that give a faster and high quality services. This is only archived by integrating technology in productions. However, one must be aware of the set backs brought about by the same technology. Kanyan, Ngana, and Voon (2016) observed that technology adoption displace people hence rendering them unemployed. Others are found to even reduce the employee morale to work especially systems are complicated in operation. Proper training and induction is highly recommended for that matter.  
[bookmark: _Toc367705430]A. Importance of The Question Being Asked
Fast food businesses are largely affected by technological advancement. With customers moving from analogue to digital world, the fast food business operators and the entire hospitality industry ought to be in phase with the technology. Assessment of the effects of technology in the business operations is therefore important. This will enable one to draw both positive impacts and the negative ones for better management of the business.
[bookmark: _Toc367705431]B. Current Status of the Topic
The topic is based on analyzing how technology has impacted the fast food industry. 
[bookmark: _Toc367705432]C. Relationship Between the Literature and the Problem Statement
Previous publications show that technology really impacts on the fast food industry in many ways. Due to that, it is therefore assumed that these effects are directly impact on the operations of the industry. The study therefore has to be done to ascertain how the technology affects operations of the industry. Employee satisfaction and production is also crucial when examined to also come up with better conclusions on the best practices. 
[bookmark: _Toc367705433]D. Summary and Relationship Between the Variables and Hypothesis
Technological innovations have been the topic of the day. This is due to continuous research and inventions done in the field of technology. Fast food businesses have also not been left behind. Technology has been a key tool to enhance productivity and service delivery at large. The research sought to examine how this technology has affected their operation. The key important variables in consideration will be increased production, employee motivation, increased consumers, competitiveness, communication and high profit. These variables were found to be the most affected by technology. 
[bookmark: _Toc367705434]METHOD
The researchers applied qualitative content analysis as main method to collect data. 
[bookmark: _Toc367705435]A. Participants (Including a Description and Selection Procedures)
The researcher obtained data from published articles, journals, books and other publications. The selected publications included those that focused on technology in fast food operations and food outlets between years 2013-2016. The main consideration in this study was on Production, employee motivation, consumer satisfaction, market competitiveness, communication efficiency, profit maximization.
[bookmark: _Toc367705436]B. Research Design
The research relied on secondary data obtained from journals, scholarly articles, printed books and government publications. All the data collected was tabulated in a sheet for purpose of quick analysis. The research used secondary data analysis to draw conclusion from the collected data.
[bookmark: _Toc367705437]C. Data Collection Plans
The research relied on primary data collected from the selected samples. The data was collected in one month between month of July and August. Questionnaires were used as the main data collection tools. It was supported by secondary data from published articles, journals, books among other publications. The researcher filled the questionnaire in regards to answers from the respondents. 
1. Operational Definition of All Variables
The study considered the following as the main variables; increased production, employee motivation, increased consumers, competitiveness, communication and high profit. All these factors were considered as mostly affected by technology.
2. Reliability and Validity of the Instruments
	The researcher conducted a thorough research of selected articles to test reliability of the instrument. A Coefficient of 0.65 was selected to test reliability of the used instrument. To ensure that the data is reliable, the researcher selected only the publications that dealt with technology use in fast food business. The validity was supported by thorough research on different government and recognized research centres. 

3. Results of Pilot Study
A pilot study was conducted for 10articles randomly selected from different sites to ascertain the reliability of the data collected. The alpha coefficient for the pilot study was 0.851; therefore showing the items have a higher reliability than the accepted one (0.65)   
A. Proposed Analysis of the Data
Data collected was analyzed by use of Statistical Package for Social Science (SPSS) and Excel. Analyzed data was presented by use of tables and graphs. Conclusions were drawn from the analyzed the data and supported by the secondary data.
Analysis of areas affected bytechnology
[bookmark: _Toc367703722][bookmark: _Toc367705438]Table 1. Score for articles showing effects of technology on different areas
	Affected Area 
	Frequency (out of 40)
	Percentage (%)

	Production
	32
	80

	Employee motivation
	20
	50

	Consumer service
	30
	75

	Market 
	30
	75

	Communication
	27
	67.5

	Profit
	25
	62.2



From the table 1 above, it can be noted that generally, technology has greater impact on fast food outlets. However, there is variation on the nature and extent of application and effect. For example, the results indicated that production largely was affected by technology. This was due to the today’s technological mode of food production in fast food industry. Technology use was found to greatly affect customer service and market competitiveness. This was as result of automatic customer service systems installed in fast food operations such the robots delivery technology, POS system, ATM among others identified on the literature. However, despite the use of technology in the premises employee motivation, communication and profit maximization was affected lowly. This is due to fact that some outlets are still in the initial stages of technology application and thus they have not fully incorporated fully technology. Focus was first on production and customer service. 
Analysis on How Technology Has Affected Customer Service & Market Competitiveness
The research relied on the opinion authors on how technology has affected the market and customer service. The results indicated the following results. 
70 percentages of data collected indicated that customer service was really improved with the use of technological service delivery. It was found that customers were happy with the automatic service delivery as it reduced the tedious queuing for food service, reduced mistakes and high quality services. However a divergent opinion (30%) said that technology had limited effect on customer satisfaction. This was due to the fact the employees have no direct conduct with the customers to gauge the level of satisfaction. Results plotted on a graph will show the higher the use of technology, the higher the level of customer satisfaction up to a certain point where the graph starts dropping. Market competitiveness also behaved the same way as customer satisfaction. Technology application in marketing and operations will give the outlet a competitive advantage over others not applying the same technology to a point at maximum where need for advanced innovations is needed. If no such innovations, the company competitiveness will definitely start to fall. The results are illustrated below
[bookmark: _Toc367703994][bookmark: _Toc367711417][bookmark: _Toc367721541]Figure 1. Comparison of Customer Satisfaction & Market Competitiveness With Technology Use

Series 1 represents Customer Service Market
Series 2 represent Technology Use
The results indicate that technology use will have a corresponding increase in customer satisfaction till a certain point where technology will no longer be the contributing factor. Therefore customer satisfaction and market will start to drop if innovations and alternative measures are not applied. 
Analysis of Employee’s Morale and Technology Use
The results from analysis of technology and employee morale had a mixed reaction with that with positive implication scoring 70% while 30 % had a negative on technology view. Largest number viewed technology to be a golden chance in their daily work. This is view that technology made work easier for them. Waiters, cashiers and kitchen staff indicated that through technology, they could communicate freely and fast. Through of POS technology and KDS could limit time lost in movements to the kitchen and back(Law et. At., 2013). Flock of customers was also reduced eliminating tress attached to the customers within service area. Employees were also happy to be in the 21st global generation of technology use in service delivery. 
All this improved their morale to work. However some staff indicated that use of technology was a threat to their work. Inception technology to fast food displaces the human labor hence rendering some staff jobless. Others said that it was a wastage of time since some systems introduced were complicated and needed technicality in handling them in case of break down. This lowered their morale to work and even made some employees lady. 
Analysis of Advantages of Applying Technology in Fast Food Business 
The results indicated that technology had tremendous benefits to the fast food operations. Some of the identified advantages identified directly affected production while others supported the management. Technology in food production, food service and transport enhanced food quality and quantity. Efficiency in production enhanced customer satisfaction and hence repeats in customers. 90% of the customers obtained were repeat customers a phenomenon associated with customer satisfaction and good services(Fuller, 2016). Top managers noted that technology has reduced the risks associated with management of fats food business by use of books and paper work. Automatic production, service, billing and cashiering enable the accountants easily analyse and present the profits or losses incurred. This results to an informed decision making in the business. Technology catalysed Staff morale and development as well simplifying work and reducing long and tiresome work involved in manual production. 
[bookmark: _Toc367705439]IMPLICATIONS AND LIMITATIONS
Implications of this research were that technology not only came to help the fast food businesses in production, but also is a social platform to expand business through globalization. Technology has its own advantages as it has the disadvantages. Critical analysis is therefore crucial analysis of internal and external elements affected by technology. Technology should not be installed only for fan and display but for the goal of helping in business growth and development. The balance between the use of technology and manpower is important due to the nature of customers. The major goal should be customer satisfaction, minimizing of losses while maximizing profits, employee growth and development and enhancement of efficiency. 
Limitations of The Study 
	During the study, the researcher encountered some limitations that are important for correction in future studies. First, the researcher was restricted by limited sample size. The samples were only drawn from Hobart city. This was due to limited time and resources to traverse the entire state. Secondly, the research relied on English questionnaire limiting non-speaking residents from participating in the research. Language barrier was noticed hence need for a translated questionnaire. 
[bookmark: _Toc367705440]APPENDICES
[bookmark: _Toc367705441]A. Copies of Instruments Used
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[bookmark: _Toc367705443]B. Results of Pilot Studies
[bookmark: _Toc367703724][bookmark: _Toc367705444]Table 3. Pilot Study Table
	Variables 
	Total Number of publications
	Cronbach’s Alpha 
	Outcome 

	Production 
	5 
	0.801
	Very Good

	Customer service 
	9 
	0.722
	Acceptance

	Employee motivation
	7 
	0.802 
	Very Good 

	Market competitiveness 
	7 
	0.923 
	Excellent 

	Communication
	5 
	0.702
	Acceptable 

	Increased profits
	6 
	0.697 
	Acceptable 
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1. Appendix
	Beltis, A.J., 2017.The 7 Most Important Types of Restaurant Hardware & Technology. Toast: Restaurant Point of Sale & Restaurant Management System.

	Discipline(s): Hospitality, Business management, and Technology

	Key question: what are the main types of hardware and technology types used Australia?

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The authors of the article focus on the impact of on how the different technological hardware affect food industries in Australia and beyond the borders. Further, he notes the possible key factors needed for the improvement of their performance and how to avail the entire process.



	Law et al.  2013. Progress and development of information technology in the hospitality industry: Evidence from Cornell Hospitality Quarterly. Cornell Hospitality Quarterly, 54(1), pp.10-24.


	Discipline(s): Hospitality, Technology, and Management

	Key question: What is the key factors determining the progress and development of technology in hospitality industry?

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The authors discuss the various factors determining the progress and development of the technology in the hospitality industry. These factors have a relatively high impact on the overall development of the hospitality industry.

	Melián-González, S. and Bulchand-Gidumal, J., 2016.A model that connects information technology and hotel performance. Tourism Management, 53, pp.30-37.

	Discipline(s): Information Technology, Hospitality, and Business Management

	Key question: How are the various technological models connected to the hotel performance? 

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The author takes the opportunity to explain the various technological models and how they are connected to the progress of the business in both the short and long term. The provision of the definition has a critical impact on the overall understanding of the business progress.



	Antic, Z. &Bogetic, S., 2015. Food industry workers attitudes on the importance of factors affecting foodstuff quality management. Journal of Engineering Management and Competitiveness, 5(1), pp.29–39

	Discipline(s): Food Nutrition, Human Resource, and Management								

	Key question: How do workers attitude affects the overall performance of the food industry?

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The author takes the opportunity to analyze the value of attitude in the overall performance of the organization. According to their discoveries, the workers should be encouraged to promote a positive attitude for the overall progress of the organization.




	Dana Hatic, 2016. The Year in Food Technology and Innovation: From flying burritos to robot waiters 

	Discipline(s): Economics, Technology, Hospitality and Human Resource Management.

	Key question: What is the major impacts of technological innovation on the performance of the robot waiters and flying burritos?

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The paper takes the opportunity to discuss the possible effects of the technological innovation on the performance of the waiters and the fling barricators.



	Service Director, 2014. The impact of technology on foodservice. Retrieved September 20, 2017,

	Discipline(s): Economics, Technology, Hospitality and Human Resource Management. 

	Key question: What are the major impacts of technological innovation on the performance on the food service delivery in Australia? 

	Theoretical/applied
	Experimental/non-experimental

	Empirical/non-empirical
	Primary/secondary data

	Deductive/inductive
	Self-reported/observed

	Descriptive/explanatory
	Qualitative/quantitative

	Concise annotation
The paper seeks to unveil the possible effects of technology use in the food service and delivery in most of the hotels across Australia. The paper further aims to observe the various forms of technological innovations that have been used to improve the food production and service across the nation.
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