
Reigniting Hospitality:

10 Trends To 
Help You Operate 
Smarter Post-COVID



The past 
16 months 
have had 
plenty of ups 
and downs

You know better than anyone that 
outbreaks, lockdowns and restrictions 
have been bloody tough. But, we’ve 
always come out the other side.

And we’re 
ready to 

bounce back

So, let’s come 
together and 

refocus on what 
we do best:

Serving 
Australia.



Click to play

The future’s 
looking brighter
We’ve felt our fair share of knocks and blows, 
but we’re ready to return to great times and 
bustling venues.

We know that the great people of Australian hospitality (like you) are ready to 
come back stronger and smarter than ever before. 

We see a future of full hearts, venues and appetites - and our industry and 
its people are shaping it. 

There’s spirit in more than our glasses - which is why we’re optimistic about 
the future of hospitality.

Let’s build it together.
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The 10 hospitality 
trends to watch
We’ve run the numbers and chatted 
with the best in the business to help 
you build back smarter post-COVID.

1 We’re desperate to be social

2 Fridays are out. Saturdays are in.

3 Renewed love for the local pub

4 Spirits soar

5 Premiumisation Innovation: there’s no going back10

6 Grateful customers = increased tips

7 The labour challenge

8 Contactless payments are here to stay

9 The reinvention of back of house

Let’s dive in.
04Reigniting Hospitality



With international borders shut, punters are turning their attention closer to home. 
That means local experiences (like heading to our nearest pub or restaurant) are top 
of our agenda. 

From sipping cocktails to digging into a pub feed, we’re ready to spend big after 
months of being cooped up at home. 

And the good news? Even capacity restrictions aren’t dampening spirits (with 
Aussies happy to spend a little extra at our favourite venues). 

Australians know better than anyone how tough last year’s lockdowns were. So, when restrictions 
eased, hospitality spending soared (lifting by 28%).

And kick-ons were back, too. Our data shows revellers stayed out significantly later than they did 
pre-lockdown. 

In fact, between 10pm and 11pm alone venues recorded three times the number of orders 
compared to pre-lockdown levels. That’s despite the fact that venues were capped at a maximum 
of 50 people (and limited to seated service only).

And our Founder Stevan Premutico is on the money when he says, “the numbers prove that 
Aussies have come out in droves to support their local venues over the past year.”

Trend: 1

Case 
Study

We’re 
desperate 
to be social
Travel is off the cards for the time being, so Aussies 
have been flocking to venues to spend big on eats 
and drinks instead.
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Fridays are out. 
Weekends are in.
Working from home might be keeping more Aussies 
in the suburbs, but they’re ready to head out when 
the weekend rolls around.

With more offices embracing remote working, Friday night drinks aren’t the go-to 
event of the corporate social calendar. While the CBD might be quieter at the end of 
the work week, punters are still ready to spend when Saturday rolls around.

Across the weekend, venues have seen a boost in spend. Since restrictions eased 
back in June 2020, Friday nights have been replaced by Saturdays as the busiest 
day of trade. And even Sundays are seeing an increase in sales as customers stick 
closer to home to drink and dine at their local spots. 

That means boozy brunches, long Sunday lunches and after-dark weekend drinks 
are where we should be focusing our attention.

Trend: 2
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Trend: 3

Renewed love 
for the local pub
Australians are sticking closer to home, 
with suburban pubs seeing a big spike in 
pints, pups and parmys.

Working from home comes with plenty of perks: commutes and suits 
have been swapped for track pants and 24/7 access to the fridge. 
And our neighbourhood pubs have seen an uptick in trade, too. 

Our data backs this up, with Australia’s favourite locals seeing a boost 
in business over the past 12 months. In particular, suburban watering 
holes have seen a big growth in sales, up an impressive 14%.

To break up those endless Zoom calls, customers are flocking to their 
local for a midweek drink or feed. Now, pubs are the meeting point of 
choice for mates and co-workers alike.

With 17 Sydney pubs and bars under their belt, Solotel Group have seen this 
trend unfold first-hand. From Newtown to Parramatta, CEO Elliot Solomon 
has seen an uptick in sales thanks to the working from home crowd.

Case 
Study

“We’ve seen that as people spend more time working from home in the suburbs, of course 
there’s more opportunity for them to visit their local pub throughout the week. Whether 

that’s a midweek lunch or afternoon catch up, it’s been great to see.” tells Solomon.
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Spirits soar
More punters are raising a glass of spirits 
than ever before.

They’ll always be a place for our favourite craft beer and Australian wines, but another order 
has taken the top spot post-lockdown: spirits. 

Our data has shown a massive growth in demand for spirits post-COVID, surging by a 
whopping 400% from March 2020 to March 2021. 

At the top of this exponential growth are Vodka, Rum and Whiskey, with Vodka and Gin 
doubling in demand over the past year.

Whether sipped neat or mixed into our favourite drink, spirits are here to stay. And even 
cocktails have scored a boost, making up close to 20% of all drinks ordered on me&u (a 
sharp increase from pre-COVID levels). 

Clearly, there’s plenty of spirit flowing through our hospitality venues.

Trend: 4
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Trend: 5

Premiumisation
Top-shelf liquor is feeling the love (and filling our glasses).

More Aussies are opting to treat themselves to the finer things in life post-lockdown. And 
we’re not afraid to venture beyond the house option and splash out on a premium pour. 

We’re seeing a big shift towards customers preferencing premium spirits. 
 
Take this stat: 70% of vodka orders made through me&u have requested a premium brand 
(like Grey Goose or Belvedere). 

And venues are seeing the same trend pop up: Sydney’s Golden Sheaf saw almost 1 in 3 of 
all gin orders ditching the house spirit for a top-shelf brand.

Matthew Murray (Group General Manager of Royal Hotels Group) points 
to the use of contactless ordering tech as an enabler for changing tastes. 

“Customers no longer feel silly for not being able to pronounce a brand 
correctly or feel uncomfortable asking for the price difference between 
items. It is now all at their fingertips and they are happy to explore the 
ranges we have on offer and spend appropriately.”

And giving punters the opportunity to see what they’ll end up with is also 
driving an increase in premium liquor sales. As Murray explains, “visual 
prompts help how our customers interact with our different offerings 
and make conscious decisions to step up from an entry-level item.”

Case 
Study
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Trend: 6

Grateful 
customers 
= increased tips
Giving customers the tools to give back in a few taps.

In the era before contactless payments, tipping was as easy as popping change into a jar 
or leaving an extra note on the table. But since tap-and-go came along, it’s been tricky to 
offer opportunities for punters to give back to the frontline of hospitality.

But, we’re committed to changing that. me&u’s built-in tip features make it easy for 
revellers to support your team.

You and your staff have had a tough year, and customers are looking for ways to show 
their appreciation for your hospitality. And now, they can do it in just a few taps.

Stacks of Australia’s top venues are using me&u’s contactless tipping tools to recognise and 
reward their staff for top-notch service.

“The tipping function is the favourite of all the staff. me&u definitely incentivises people to tip 
the staff for the hard work they do,” tells Kenny D’Souza, Mr. West.

And Megan Allison from The Belvedere Hotel agrees, explaining, “as cashless payments began 
to dominate, it did become quite hard to come by tips. After the introduction of me&u we’ve 
seen a 50% growth in tips across the business.” 

Case 
Study

+0.6%

+6.8%

+3.1%

+11%

+3.3%

+9.3%

Recognising hospo legends with contactless tips

+5.6%
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Trend: 7

The 
labour 
challenge
With a steep decline in international workers, 
operators are turning their attention closer to home 
and focusing on career progression for their teams.

While borders remain shut, hospitality operators are feeling the pinch for staff in their 
venues. The latest ABS puts this into numbers: hospitality payroll jobs were 11.6% 
below pre-COVID levels in mid-March 2021.

But, we’ve come a long way since the start of the pandemic. Bjorn Jarvis, head of 
Labour Statistics at the ABS reveals, “after losing more than a third of Hospitality jobs 
early in the pandemic, around two in three (67.3 per cent) of these payroll job losses 
had been regained by the end of February 2021.”

Now, operators are shifting their focus to working smarter. And tech is helping teams 
streamline time-consuming processes (like ordering and payments) to give them 
more time to focus on delivering great service and top-notch hospitality.

Staffing has been even tougher than normal over the past year. But, a stack of teams are 
finding ways to improve efficiency and build long-term teams post-COVID, too.

“We changed the way we operated through the introduction of me&u and happy to say that 
these operations helped improve our business. We are returning to seven-day trade with a 
similar size team due to labour efficiencies from me&u” 
Libby Cupitt - Customer Experience Manager Cuppitt’s Estate.

“One huge positive that I believe should and is coming from staff shortages, is there is more 
of a need for employers to offer attractive work conditions and career progression.” 
Rebecca Feingold - Goldy’s Tavern.

Using tech to navigate labour challenges
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Trend: 8

Contactless 
payments are 
here to stay
Goodbye cash - Aussies have made the 
switch to cashless payment for good.

If there’s one thing Aussies have adopted in droves post-COVID, it’s 
contactless payments. With QR codes and mobile check-ins the new 
normal, punters now expect ordering to be just as seamless.

With mobile ordering and contactless payments, revellers can keep 
conversations and drinks flowing (without breaking away to line up at 
the bar). And it’s having a big impact on our vendor’s bottom line, with 
customers that order through the me&u app spending 27.5% more. 

And this isn’t a fleeting trend, with Aussies now expecting venues to 
make the switch for good.

Stacks of venues we’ve chatted to have seen big perks from switching to contactless ordering and payments. 

“It has been a dream to have the option for customers to order from their table. It decreases congestion in the 
venue... and has allowed customers to have more control over their drinking and dining experience, in the way 
that they can browse and order from the comfort of their own seats.” Rebecca Feingol - Goldy’s Tavern.

“We’ve seen 30% higher sales on me&u transactions compared to non-me&u transactions. It’s also a case of 
looks do matter. Where we’ve had really good imagery, especially on great plates of food or cocktails, sales go 
up too.” Justine Baker - Solotel Group.

Saving time and boosting sales with mobile ordering

Why customers spend 
27.5% more when they 
order with me&u
1. Smart Upselling
2. Packages & Promotions
3. Quicksells at checkout
4. Featured Products

32%

68%
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Trend: 9

The reinvention 
of back of house
Operators are redesigning their spaces and 
workflows to better serve Australians.

Finding ways to work smarter, not harder, is what will help venues thrive 
post-COVID. That means taking a hard look at current workflows and 
systems and even redesigning physical spaces to speed up every drink run 
and food order.

And a few simple swaps is all it takes to cut down order times from 8 
minutes to 3 minutes for drinks delivery at peak times. From moving 
dispensing bar sections closer to customers to re-engineering menus to 
focus on RTDs and on-tap cocktails, venues are shortening wait times to 
keep customers happy.

With ordering and payments taken care of with tech, staff can focus on 
pouring, mixing and running drinks in record time, too. And with friendly 
table check-ins with each order delivery, the great spirit of hospitality 
remains as strong as ever. 

Lifting the bottom line with smarter systems

The me&u team joined forces with Brisbane’s Howard Smith Wharves (HSW) 
to boost spend and increase repeat orders at their venues.

Case 
Study

With a restructured sequence of service, we helped HSW to:

3. Redesigning dispense bars1. New sequence of service 2. Optimising the menu

1. Boost per-order spend from $49.80 to $54.84 
 (an increase of 11%)

2. Increase subsequent orders by 3 points
3. Increased customer adoption from 33% to 58% usage
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Trend: 10

Innovation - 
there’s no going back
A new bar has been set, and tech is at the heart of it. 
Appetites have changed post-COVID. Aussies used to wait 15 minutes for a cab, but now they expect an Uber 
to pick them up within 2 minutes. Visiting physical stores used to be the only option before same-day delivery 
became a reality. 

And the expectations for hospitality have levelled up, too. 

Now customers demand more than just a digital menu: they want to be able to order and pay in a few taps, too. 
And when it’s time for another round, scoring the same drink should be a breeze (no queuing required). 

Our stats back this up: we’ve seen a 643% uplift in venues adding me&u to the tables year on year.

“me&u is a huge step in the right direction for us to learn about our customer. It is the 
key that will unlock the future of hospitality and how we look after our customers on 
an individual basis. We’re seeing a much greater frequency of reordering and a higher 
spend per head. It allows us to focus on making the product as best we can, and then 
serving it as best we can.” Justin Hemmes - CEO, Merivale.

Removing the friction from tap to table, 
but don't just take our word for it.
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me&u Partners
POS Venues
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It’s time to 
work smarter, 
not harder
Aussies are ready to head out, and operators have 
stacks of opportunities to keep them coming back 
for another round

Aussie punters are a resilient bunch, just like the great people of Australian hospitality.

Here’s what we know about operating post-COVID:
• Customers are craving seamless experiences that keep the drinks flowing and spirits high 

(without getting stuck at the bar). 
• Contactless is the way of the future and can boost spending even with restrictions and capacity caps in place.
• Convenience is key and smart, efficient tech is what will set venues apart from the pack.

Just quietly? We reckon the future of hospitality is looking brighter. 

So let’s build it together.
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Say hello  
to a smarter way 
to operate post-COVID
No app, just a tap.
Chat to our team 
hello@meandu.com.au

Or visit us at 
meandu.com.au


