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Summary of Teaching Note
The development of technology for use in restaurant operations 

has proliferated in both front and back of the house operations. Res-

taurant managers are continually looking at ways of implementing 

technology to manage their operations efficiently and effectively.  Tech-

nology adoption ranges from managing guest profiles and social media 

to menu presentation in the front -the-house operations.  Restaurant 

back-of- the-house operations range from inventory and purchasing 

systems to human resource issues and data security (Lutrario, 2015).  

Technological advances can be exciting but can often provide 

services that are not necessary or beyond the needs of the business. An 

important consideration is that technology does not necessarily replace 

the need for knowledgeable employees, but it may help them excel 

(Giebelhausen, Robinson, Sirianni, & Brady, 2014).  There are also privacy 

concerns and cyber security to consider when adopting certain technol-

ogies. There is technology capable of tracking a guest’s as well as their 

purchasing habits and behavior, visit with/without their knowledge.

The focus of this case study is to identify technological impact 

potentials and explore how restaurant managers/owners make deci-

sions regarding technology applications in their operations. 

Case Study Learners
This case is appropriate for upper class undergraduate and gradu-

ate level courses.  A basic understanding of the restaurant business is 

preferred to enhance the student’s ability to properly assess the needs 

of a restaurant based on its operations, goals and vision/mission. This 

case can be used to further student knowledge of future technol-

ogy needs in restaurants and how to improve restaurant operations 

through technology.

Teaching Objectives 
The use of double loop learning objectives can help students to 

identify a problem, then reflect on assumptions, and test decision va-

lidity.  By the end of the case study, the student should be able to

• Identify and discuss the relationship between organizational 

vision-mission and adoption of technology.

• Compare and contrast different types of Front-of-House and 

Back-of-House technology applications.

• Recognize and evaluate the impact of technology adoption 

from employee and guest’s perspective.

• Critically review the impact of technology on service delivery 

and restaurant operations.

• Identify and discuss the motivations and barriers to technology 

adoption and strategies for address these issues.

teaching note
The Case of the Tower Cafe: Identifying the Right Technology for a Small Independent 

Teaching Approach
This case can be used over three class sessions, (60-75 minutes 

in length) with a week between each class session. The class sessions 

should be used to initially set up the case and then review different 

sections throughout the 2-3 class sessions.  Time in between class ses-

sions should be used to do research on types of technology, common 

restaurant practices, and restaurant industry best practices. Utilize 

Discussion Questions and Case Deliverables listed in case study.

Teaching Activities
Class Session One:

Introduce the case study and begin with an open discussion 

about the restaurant industry including challenges, opportunities, and 

threats based on their firsthand knowledge either as current/former 

employee or as a customer (15-20 minutes).

Divide the class into two groups. Have one group look at the 

towercafee.com website and identify the features of the website. Have 

the other group look at the towercafee.com website and look at how 

the website reflects the vision and mission stated in the menu (10 min-

utes). Have groups report out on their observations (5-7 minutes).

For the remainder of this first class, divide the class into small 

groups. Have students read the entire case study and then conduct 

an analysis of technology currently being used by the Tower Café 

(25-30 minutes). Depending on level of knowledge, the class may not 

complete the analysis and will need to finish it independently before 

the next class.  Have them answer discussion questions 1, 2 & 3. Use 

the remaining 5- 8 minutes to review what they have determined so 

far then assign them to research types of technologies currently being 

marketed and used in restaurants by conducting an online search and 

bringing their results to the next class. Instruct them to answer discus-

sion questions 4, 5, & 6 and bring their answers to the next class.

Class Session Two:
Review their findings regarding their online search. Discuss their 

answers to questions 4, 5, & 6. Divide students up into small groups 

again.  Based on the information they have brought in from their 

online research, have the students in their small groups answer discus-

sion questions 7 & 8 (10 minutes). Then have a large group discussion 

of reflecting the answers to questions 7 & 8. Include discussion of simi-

larities between the groups (if there are any) (5-8 minutes). 

Then back to small groups and have students discuss and critically 

analyze the impact of social media on restaurant operations. How does 

restaurant technology manage the guest experience?  What is the im-
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pact of building a profile of repeat guests? (10-15 minutes). Again, take a 

few minutes to highlight discussions in large group (5 minutes).

Finally, challenge students in small groups to debate privacy-

security issues with the use of technology in restaurants (cameras, 

profiling through frequent guest cards, mobile pay, etc.) (10-15 min-

utes). Bring out any highlights or things that were being discussed into 

a brief large group discussion (5-7 minutes).

For the remainder of the class break the students up into pairs 

or small groups and have them begin to assemble their recom-

mendations to the Tower Café using the list of questions under 

“Recommendations for the Owners” in the case study (15 minutes).

Before dismissing class, instruct students that they are to com-

plete their recommendations and be prepared to present and discuss 

them in the next class. Be specific regarding your expectations for next 

week’s class including what you expect to be written and turned in, 

what references you are requiring them to provide, how long their pre-

sentation is expected to be, requirements for their oral presentation of 

the recommendations, etc.(5 minutes). 

Class Session Three:
Have students present their recommendations based on your 

requirements.  Once all of the students have completed their recommen-

dations presentations, have a discussion based on what they presented.  

Suggested questions for the final discussion and wrap up may include:

• Questions around why they chose a specific technology over 

another

• What are the “must haves” vs the “nice to haves” included in 

their recommendations (priority ranking)

• What they think ownership will say regarding their recommen-

dations

• What the cost implications of their recommendations are and 

are those costs aligned with the 2½% of sales goal

• Do a final wrap up of technology in the restaurant industry 

based on additional readings listed below.

• A note:  This case study can also be used as a one three-hour 

class period during a semester class by:

• Assigning the students to pre-read the case study and do the 

online search prior to class.

• During class, assemble students into small groups to compare 

their research and thoughts around the case study.

• Have students put together a recommendation for the “owners” 

based on the questions under “Case Deliverables”

• Have students report out on their recommendations. 

• Once all of the groups have gone, have a large group discussion 

using the questions mentioned under “Class Session Three” above.

• Do a final wrap up of technology in the restaurant industry 

based on additional readings listed below.
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