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About the survey

Restaurant usage

RMS surveyed 800 

people in the United 

States from 

Aug. 5-11, 2020.

Generation

2%

26%

24%

32%

16%

Silent

Boomers

Gen X

Millennials

Gen Z

39%
Moderate
users

44%
Frequent
users

Order from restaurants

at least 5x
per week

Order from restaurants

at least 3x
per week

Food profile

45%
I live to eat

55%
I eat to live

51%
Female

48%
Male

Gender

17%
Infrequent 
users

1%
Other
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Respondent breakdown

23%
West

22%
Midwest

37%
South

18%
Northeast

Geographic areaHousehold IncomeChildren
Under the age of 16 in the household

29%

49%

22%

Urban

Suburban

Rural

3%

20%

32%

45%

No answer

Over $100k

$50k to $100k

Under $50k

RegionEmployment status

64%

18%

13%

5%

None

1

2

3+

3%

6%

6%

5%

7%

9%

20%

44%

Other

Student

Homemaker

Unable to work

Looking for work

Self-employed

Retired

Employed for wages

RMS surveyed 800 people in 

the United States from Aug. 5th 

to Aug. 11th, 2020.



Changes in 
Consumer Sentiment 
Since May 2020



Insight One

Contactless channels continue to grow.
Delivery and meal kits have had the greatest 
increase. 

Activity shifts
Share of people reporting doing "more" or "much more“ vs. pre-pandemic

5

Despite the lifted 

restrictions on eating out, 

when compared to May, 

the dine-in segment saw 

no increase, indicating 

hesitation from customers.

Deep dive

9%

19%

25%

23%

9%

7%

28%

35%

30%

10%

7%

37% 37%
36%

24%

Apr May Aug Apr May Aug

6%

Apr May Aug Apr May Aug Apr May Aug

Delivery Takeout Drive-thruDine-In Meal kits

14%

9%

Meal kits showed 

the biggest growth, 

increasing by 14% 

in comparison to 

May’s results.



38% of Millennials order 
contactless at least 5x per week 

Distribution of Frequent Contactless Users
delivery, takeout and drive-thru
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Gen Z had the biggest  
increase in frequent 
user status from May 
to August

Deep dive

10%

29%

49%

12%

7%

25%

38%

22%

May Aug

10%

Gen X Millennial Gen ZBoomer

May Aug May Aug May Aug

* Frequent users order from restaurants at least 5x per week

Insight Two



This group of frequent users 
of contactless channels…
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Skew younger

Mainly use third-party aggregator apps

Prefer delivery when ordering from a 

contactless channel

Will shop different apps for the best 

delivery value

Report the greatest tolerance or 

willingness to pay a premium for delivery

Less likely to abandon their order, even if it 

is higher than expected



20%

15%

19%

10%

10%

11%

51%

64%

August

May

As soon as possible 1 to 2 weeks 3 to 4 weeks More than 4 weeks

Insight Three

Consumers are more likely now to 
“return to restaurants soon”

When do you next plan to dine out at a restaurant?
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45% of respondents plan to 

return to their pre-COVID 

eating out habits

Deep dive

Respondents planning to dine 

out “less” or “much less” 

post-pandemic decreased 

slightly in August

20% of respondents in August

plan to eat out as soon as possible



Insight Four

Breakfast habits stay the same 
since May

Since COVID-19, have your breakfast 

eating habits changed?

9

New healthy habits
25% reported eating healthier 

foods for breakfastYes
33%

33%
Yes

Reported making 

breakfast at home

47%
Reported making 

coffee at home

35%

Eating more
27% reported eating more for breakfast 

as a result of WFH

No longer having set times 
24% reported that their time is more 

flexible, and they no longer have a set 

time for breakfast

They also reported…

Of those reporting change…

28%

33%

72%

67%

August

May

Yes No



Insight Five

Lunch habits continue to change 

Since COVID-19, have your lunch eating 

habits changed?
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Eating less
11% stated that they eat less and 

5% stated they eat no lunch at all

Yes
33%

33%
Yes

reported making 

lunch at home 

56%
reported eating healthier 

foods for lunch

27%

Eating more
19% reported they are eating 

more for lunch as a result of WFH

Eating at home
16% reported that they no 

longer go out for lunch

They also reported…

Of those reporting change…

44%

33%

56%

67%

August

May

Yes No



Insight Six

Consumers continue to 
expect further increases 
in restaurant prices
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55%
of respondents in August expect 
prices to be 10% or higher

More than half of  

respondents expect prices 

to be at least 10% higher 

as a result of COVID, 

compared to 1 in 3 

respondents foreseeing 

these increases back in 

May 2020. 

Deep dive

30%
of respondents in May expect 
prices to be 10% or higher

0%

10%

20%

30%

Less than

-10%

-5% -1% 1% 5% More

than 10%

MAY AUG

How much lower (higher) do you think prices will be?



12

Summary of insights

1. Contactless channels continue to grow.

Delivery and meal kits have had the 

greatest increase. 

2. 38% of Millennials order contactless at 

least 5x per week. 

3. Consumers are more likely now to “return 

to restaurants soon”.

4. Breakfast habits stay the same since May. 

Approximately 1/3 of respondents report 

changing habits during pandemic.

5. Lunch habits continue to change. In 

August, 44% reported a change, compared 

to 33% in May. 

6. Consumers continue to expect further 

increases in restaurant prices, with 55% 

expecting increases of 10% or higher.



Special Focus: 
Delivery Insights



Insight One

Millennials were early adopters 
to delivery; other generations 
are catching up
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Activity shifts
Share of respondent reporting doing “More” or “Much More” 

restaurant delivery vs. before the pandemic

15%

32%

20%

7%

37%
39%

31%

15%

43%

38%

42%

26%

2x higher

than in

April

4x higher

than in

April

3x higher

than in

April

Apr Jun Aug

Boomer

Apr Jun Aug

Gen Z

Apr Jun Aug Apr Jun Aug

Millennial Gen X

Families use 
delivery more than 
singles, though 
usage among both 
groups has 
increased

Deep dive



Customer Quotes

Delivery to me is… Millennials share their views
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Nice option to have!

The new norm, part of 

the gig economy

Convenient, but 

expensive
Convenient & safe

Expensive but 

sometimes worth it

My go-to!

When I don't have the 

time - otherwise 

unnecessary

Essential and fast

Powered by



Insight Two

Generations of all ages want to 
go straight to the source

16

Prefer to order food via the 

restaurant’s delivery apps

Prefer to order food via third-
party delivery apps

11%

35%

0% 20% 40% 60%

Boomer

Non-Boomer
Non-Boomer generations 
are more likely to shop 
across several providers
before making a 
purchase decision for 
restaurant delivery.

Deep dive

42%

50%

0% 20% 40% 60%

Boomer

Non-Boomer

Non-Boomer generations are more comfortable ordering 
directly from restaurants and third-party apps.



Insight Three

For those who prefer ordering delivery 
directly from restaurants, 63% choose 
restaurants with a loyalty program
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Family households 
favor loyalty 
programs more 
than singles (56% 
vs. 39% for single 
households).

Deep dive

Share of respondents reporting they “prefer” or 

“strongly prefer” ordering delivery directly from 

restaurants because of their loyalty programs:

60%

62%

71%

63%

50% 55% 60% 65% 70% 75%

Boomer

Gen X

Millennial

Gen Z



Insight Four

2 in 5 consumers expect menu 
prices to be higher or much 
higher when ordering delivery 
online
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3% 6% 47% 36% 8%

56%
of respondents expect delivery prices to 
be the same or less when ordering

44%
of respondents expect delivery 
prices to be higher or much higher

3% expect 
delivery prices to 
be much lower

6% expect 
delivery prices to 
be lower

36% expect 
delivery prices to 
be higher

8% expect 
delivery prices to 
be much higher

47% expect 
delivery prices to 
remain the same

54% of all respondents 
find delivery charges to 
be higher than expected 
when checking out. 

Deep dive



Insight Five

43% of respondents were less likely to finish 
a delivery order due to high delivery fees. 
Why? 

19

84%
said they are likely to order 
from a different restaurant

63%
said they are likely to order 
takeout instead

Restaurants with 

perceived high 

delivery prices are at 

significant risk of 

losing a customer to 

another restaurant. 

Deep dive



Insight Six

Non-Boomer generations are more willing to 
pay a premium for delivery while Boomers 
prefer ordering takeout from restaurants

20

46% of Millennials
are most likely to accept 
paying a premium for 
delivery

72% of Boomers
prefer ordering takeout

Premium Delivery Fees

72%

65%

63%

47%

24%

42%

46%

43%

0% 20% 40% 60% 80%

Boomer

Gen X

Millennial

Gen Z

Share of respondents reporting they “agree” or 

“strongly agree” for the following:

Deep dive

Family households 
are more likely to 
pay a premium for 
the convenience of 
delivery when 
compared to single 
households.

Willing to pay a premium for 

delivery

Prefer takeout rather than 

paying for premium



Insight Seven

When it comes to delivery transport, 
contamination and food quality are 
the biggest consumer concerns

21

47%
said they are concerned about the 
food quality compared to what they 
would get when dining in.

47%
said they are concerned about the risk 
of contamination during transport.

Boomers are least 
concerned with risk of 
contamination during 
transport (39%).

Family households are 
more concerned with risk of 
contamination during 
transport (55%) compared 
to single households (42%).

Family households are 
more concerned about food 
quality (59%) vs. single 
households (39%).

Deep dive
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Summary of insights

1. Millennials were early adopters to delivery; other 

generations are catching up.

2. Generations of all ages prefer to order straight 

from a restaurant. Non-Boomer generations are 

more comfortable ordering directly from 

restaurants and third-party apps.

3. For those who prefer ordering delivery directly 

from restaurants, 63% choose restaurants with 

a loyalty program.

4. 2 in 5 consumers expect menu prices to be 

higher or much higher when ordering delivery 

online.

5. 43% of respondents were less likely to finish a 

delivery order due to high delivery fees. 

6. Non-Boomer generations are more willing to pay 

a premium for delivery while Boomers prefer 

ordering takeout from restaurants.

7. When it comes to delivery transport, 

contamination and food quality are the biggest 

consumer concerns.
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Start your recovery strategy today. 

Visit revenuemanage.com

Email us at info@revenuemanage.com

Or call any of our five offices across the globe.

We are open and ready to help.

Increasing margins for food service and 

hospitality companies for 25 years.

We help executives and finance professionals in the restaurant 

industry address profitability challenges. Our data-driven 

approach to optimizing sales, menus and financial health 

helps iconic brands and upcoming concepts in more than 40 

countries. We currently count more than 100,000 restaurants 

as clients.
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