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Foreword
Maximising profitability matters at any 
time, but it’s particularly important in the 
current climate. Something as simple as 
reducing no-shows or missed bookings 
can mean the difference between 
surviving and thriving. 

The right technology can make an enormous 
difference to your bottom line, but it needs 
to be teamed with the right partner too. 
Together, you can find ways to deliver growth 
that’s sustainable, to boost your profits while 
reigning in your costs, and to make your 
business even more successful by enabling 
you to do what you do best.

That’s what liveRES delivers.

We live and breathe hospitality. It’s where 
we came from, the industry we love, and the 
only sector that we work in. We know the pain 
points and the pressures, and we know that 
no two businesses, venues or even shifts are 
the same. That’s why we work closely with our 
partners to identify and address their specific 
needs. 

Over the next few pages we’ll discover 
the tangible ways liveRES can boost your 
productivity, from reducing no-shows to 
increasing the number of times each table 
can be turned. We pride ourselves on 
making it easier and more profitable for our 
partners to do what they do best: deliver great 
customer experiences.
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- David Charlton, Commercial Director, liveRES
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Prepare to launch
Launching a new venue can be as 
terrifying as it is thrilling – even if 
you’re a veteran. From the existential 
dread of wondering whether anybody 
will actually turn up to the practical 
concerns of delivering a superb 
customer experience from day one, 
the whole thing can be incredibly 
stressful if you don’t have the 
right information. 

liveRES takes the fear out of launches by 
putting you in control. Not only do you know 
who’s coming and when, but with real time 
table availability and EPoS integration you can 
identify when tables will become free again. 

That’s useful for reducing the stress on your 
staff, and it also helps manage walk-ins much 
more effectively by taking the guesswork out 
of table management. 

Crucially, that enables you to welcome rather 
than turn away unexpected arrivals. As Adam 
Pearce explains, Butcher & Catch “is a 
destination restaurant, so immediacy and live 
availability to a reservations diary was key.”
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“
Adam Pearce is co-founder of Sheffield’s Butcher & Catch, which stakes 
its reputation not just on serving exceptional food but on delivering an 
exceptional customer experience too.

Using liveRES meant we could open with 
confidence, knowing that we had full control over 
volume and flow of bookings. We could protect 
ourselves from any potential negative customer 
experiences due to overbooking, which in turn 
led to a totally successful launch.”



The phrase “work smarter, not 
harder” has become a bit of a 
cliché, but that doesn’t mean 
it’s a bad idea. In hospitality, 
maximising table usage is 
crucial – and the smarter your 
table management, the more 
profit you’re likely to make. 

That’s something Jolly Farmers can 
demonstrate. Part of the multi-site 
operator McMullen, Jolly Farmers is a 
pub-restaurant with capacity for 160 
covers. General manager Carolyn 
Jordan says that before implementing 
liveRES: “it was just pen and paper and 
pot luck.” 

In addition to reducing stress on her 
staff and eliminating double-booking, 
the system has also enabled Jordan to 
run a much more profitable venue. 

In addition to maximising efficiency 
and minimising stress, liveRES delivers 
other significant benefits. Real-time 
availability enables customers to book 
with complete confidence, and it helps 
the business by showing availability 
when the table is vacated rather than 
when the booked period ends. And the 
information in the booking and EPoS 
systems can be analysed to develop 
insights into how the business operates 
and to identify opportunities to do 
things even better. 

As Adam Pearce explains, that 
knowledge is power – and profit. 
“We have been able to analyse data 
for busy times – such as Friday and 
Saturday nights – and identify when 
most customers were requesting a 
table,” he says. “By tweaking available 
booking times, we are now able to fit in 
an extra sitting, significantly increasing 
the yield and revenue.”

Get more through the door
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“
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If you use the table management 
system you can turn some tables 
five times in that day. We only cook 
till eight but we have turned some 
of the tables around up to six times. 
Last Mother’s Day we did 602 covers 
in total and our capacity is 160.”

Carolyn Jordan, General Manager, Jolly Farmers.



“

Online booking is a wonderful thing, 
but not everybody wants to or can 
book online. They may have unusual 
requirements, or accessibility issues, or 
they might just prefer phoning. 

And yet many venues barely think about them: 
some 65% of phone calls to hospitality venues 
go unanswered. Imagine how many covers those 
venues have left unoccupied.

Mitchells & Butlers don’t need to imagine the 
numbers. They’ve crunched them. Moving to

liveRES Bookings By Phone powered by IOVOX 
means that 40% of previously unanswered calls 
are now turned into bookings. That results in an 
extra 27,000 bookings per week, which works 
out as 86,000 covers. 

Missed calls aren’t the only problem, though. In 
venues where staff do answer the phone, that 
often means pulling them away from serving the 
customers already seated. And where venues 
operate central reservation lines, the lack of 
real-time availability can make the experience 
less than ideal. That’s why Mitchells & Butlers 
rolled out the liveRES Bookings By Phone 

solution across 850 sites after a successful 
trial period. liveRES now handles bookings for 
Miller & Carter, Browns, Harvester, Vintage Inns, 
Premium Country pubs, and Toby Carvery. 

With 24/7 availability, automatic sharing of 
information across all systems, and smart 
booking that offers alternative slots if the 
customer’s preferred time isn’t available, the 
solution has generated massive additional 
revenue and delivered consistently high 
customer satisfaction. It’s made life easier for 
venue staff too

No more missed opportunities
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Every missed booking didn’t just mean 
losing income – it also meant our customers 
were left disappointed. We wanted a system 
that could capture every booking and offer 
customers a superior booking experience at 
any time of the day or night.”
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Dave Blackhurst, Operations Director, Mitchells & Butlers



Say no to no-shows
No-shows aren’t just a pain. They’re 
a financial black hole. The UK 
restaurant industry loses £16 billion 
a year to the curse of no-shows, with 
an average no-show rate of 20% in big 
cities. In smaller venues, just a handful 
of no-shows can wipe out an entire 
evening’s profits. 

Being proactive rather than reactive can make 
an enormous difference. Sending reminders 
by SMS or email to customers in advance of 
their reservation time can significantly reduce 
no-shows. It’s more than just a polite prompt: 
contacting the customer between booking and 
their visit starts creating a bond, which makes 
them less likely to let you down.

And if customers do have to cancel then those 
reminders are often enough to encourage 
them to do so. That then updates your table 
management system, enabling you to put that 
table back into play. It sounds backwards, but 
making it easy for customers to cancel can 
actually be beneficial. 

The group, which hosts over 20,000 monthly 
diners, also ran a real-world test on the 
effectiveness of reminders – entirely by 
accident. “We noticed that one restaurant had 
worse no-show rates than the others,” the 
managing director recalls. “This was simply 
because we hadn’t activated the reminder 
emails, which just goes to show that it really 
was the liveRES functionality that made all the 
difference.” 

Reminders aren’t the only way liveRES can 
help you beat no-shows. Being able to analyse 
customer data enables you to identify repeat 
offenders. 
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“
Managing Director, Regional Restaurant Group

Previously people would try and call and the line would 
be busy, or they’d show up and tell you that it’s now four 
for dinner and not six, and you’ve lost a table. But with 
liveRES diners go online, change the numbers in a click, 
and it’s done automatically. That’s been really powerful.”



You don’t necessarily need to refuse their future 
bookings, though, because they could still be 
valuable customers. All you need to do is take the 
risk out of the equation by asking potential no-
shows for a deposit.

Deposits are becoming a 
big deal in the restaurant 
trade, with some 42% of 
restaurants now regularly 
taking pre-paid deposits. 

That’s not just for seasonal events such as 
Christmas, Valentine’s Day or Mother’s Day, but 
all year round. It’s particularly valuable for larger 
groups, where no-shows would knock a big hole 
in the evening’s profits.

Customer data enables you to offer carrots instead 
of sticks. EPoS data gives you an astonishing 
amount of information about your customers, and 
with the right system you can use that to identify 
what they like best and to personalise future offers 
or visits. By building a relationship between you 
and your customers you can help reduce no-
shows even further.
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You don’t need us to tell you 
that the current economic 
climate is a little uncertain. 
And yet some businesses are 
handing over tens of thousands 
of pounds to third parties for 
services that aren’t helping 
their businesses. In some cases 
those services are actually 
harming them. 

We’re talking about commission-based 
booking, where venues pay a fee on 
every single booking – even if the 
bookings are from repeat customers or 
on nights when they could fill the venue 
several times over. 

Such ‘partners’ use your customer data 
to market their own services, which 
often means advertising your local 
competitors. As long as they get their 
commission, they simply don’t care 
where your customer book.

As the managing director of one 
large regional chain discovered, the 
organisation’s existing reservation 
platform provider was charging 
£20,000 a year more than he’d pay for 
a flat-fee booking platform. Not only 
that, but the platform didn’t offer real-
time availability, had inflexible customer 
communications, and seemed keener 
on promoting its own brand than the 
restaurant’s. 

Liam Garrow is head of operations for 
Dylan’s Restaurant Limited. “Previously 
we used a third-party booking agent, 
but as we expanded the costs were 
becoming too much for us to justify,” 
he recalls. Effectively the business was 
being penalised for its own success: 
the more customers it attracted and the 
more repeat business it generated, the 
more money it was handing over to the 
third party platform provider. “liveRES 
offers a flat fee structure so there are 
no surprises,” he adds.

Out of commission



Know the score 
on the floor
The more you know, the better you 
can manage your business and 
the better the customer experience 
you can deliver. By combining table 
management with EPoS information 
you can see the exact stage for each 
customer, which enables you to better 
manage wait lists and walk-ins: when 
tables are vacated the systems are 
updated immediately. 

That all helps to reduce the pressure in what’s 
often a high-stress environment, with results 
not just for front of house staff but back in the 
kitchen too. “If you can make chefs’ lives a little 
bit easier and still take the same amount of 
money – actually more – then that’s got to be 
a bonus,” Carolyn Jordan says. And that also 
affects the food on each customer’s plate. “If 
they’re under less pressure they’re producing 
better quality food because they’re not rushing.”

That detailed information enables you to see 
the big picture in real time, as Liam Garrow 
explains. “The quality of the reporting is 
excellent, giving us detailed and timely reports, 
with up-to-the-minute performance data for each 
site.” 

That data makes it easy to identify bottlenecks, 
and being able to analyse historical data 
enables you to identify trends and recurring 
issues.
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“
Carolyn Jordan, General Manager, Jolly Farmers

The live view of the customer is one thing liveRES 
has over its rivals,” a group managing director says. 
“From seated to starters and mains, it all shows up in 
the system and is linked to EPoS. You can see where 
diners are in their meal and when a table will become 
available, which you don’t get with other systems.”
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“It’s so user-friendly, even your most junior member of 
staff can easily find customers a table just by pressing 
Quick Add. If it’s really busy you can check the waitlist 
and tell customers exactly how long they have to wait.” 

“We used to have to put everything on an Excel sheet 
and then join tables together, doing table plans for the 
next day, then going back to update after getting more 
phone bookings.”
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Carolyn Jordan, General Manager, Jolly Farmers



12

Smart restaurants know that the 
customer journey shouldn’t end 
when the table is cleared: having 
gone to all that effort to attract new 
customers, the next stage is to turn 
that experience into an ongoing 
relationship. And customer data is 
an excellent tool to help you do that. 

We’ve mentioned EPoS integration a few 
times, and it’s particularly powerful here. By 
combining booking information with details 
of what your customers actually ordered, 
you can develop a really detailed picture 
of their preferences over even a few visits. 
And when you know what they like, you can 
use that data to tempt them back into your 
venue. You can also incentivise post-dining 
feedback by offering something the customer 
will value in exchange for their honesty.

The key benefit here is precision. There’s 
no point sending special offers for nights 
when particular customers would be visiting 
you anyway, or promoting a steak night to 
customers who are vegan. Customer data 

enables you to create smart, personalised, 
effective marketing that makes customers 
feel valued and that ensures your marketing 
spend isn’t wasted in a scattergun approach. 

“The whole issue of customer 
communication is enhanced with liveRES,” 
the group managing director says. “For us, 
that’s been critical. We’ve increased our 
profitability by managing our customers, 
by communicating effectively with them. 
The money speaks for itself, but the real 
distinction is the customer relationship.” 
And when it comes to your customer 
relationships, three’s a crowd. “You’re 
in charge of your own brand, and your 
relationship with your customer. You haven’t 
got a third party interfering, that’s the key 
thing.”

The lack of a third party is also important 
because it means you have access to 
everything, always: with third parties, you’re 
reliant on the data they’re willing to give you 
and the contractual relationship between 
your business and theirs. 

Creating real relationships
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“We have total ownership 
of our data, that will help 
shape the way in which we 
engage with our customers 
moving forward.”
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Liam Garrow, Head of Operations,  
Dylan’s Restaurant Limited



The right partner for 
your business
There are plenty of booking systems that 
promise all kinds of incredible things. But 
liveRES stands out because it improves 
your profitability at every business stage 
while keeping you in control. 

By combining table management with your EPoS 
system it delivers not just real-time availability but 
very detailed information on every aspect of your 
business. That gives you the information you need 
to eradicate bottlenecks, improve efficiency, and 
turn first-time visitors into loyal customers. Most of 
all, it enables you to do what you do best: deliver 
customer delight.

Contact us for a one-to-one demo to find out more 
about how liveRES can boost your business’s 
bottom line.
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Get in touch

https://insights.zonal.co.uk/request-a-liveres-product-demo


© 2019 liveRES All Rights Reserved  
Unit 1 Cheshire House | Hurricane Close | Stafford | ST16 1GZ

info@liveres.co.uk | Sales: 0333 234 1209 | Helpdesk: 0333 234 1210


