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About the Weekly Briefing Report 

 

I write the Weekly Briefing Report to provide an immediate view of the market. My premium 

service (which additionally includes Monthly and Quarterly Briefing Reports) provides a more in-

depth view. Learn more and subscribe here. 

 

I value your feedback and I would particularly appreciate your thoughts on the topics you would 

like me to add to my coverage – contact me at peter@peterbackmanfs.com 

 

My insight 
 

Last week, I heard two stories from friends that highlight an ongoing weakness in the operations of 

(some) delivery operators. The first story was from a friend – I’ll call him Art - who lives in a small 

town (pop: 5,000) to the south of London where there is nil chance of ordering from a delivery 

company – I assume there are too few operators, and the customer concentration is too low to 

make it viable to set up a delivery service. But he was on holiday in Christchurch (ten times the size 

of his home town) on the south coast; he thought it would be a good wheeze to place an order 

from JustEat. The app accepted his order and gave him a delivery time of 19:10.  

 

He waited. 19:10 came and went, and the app still promised the delivery at 19:10. Now I don’t 

know if you’ve ever tried making contact with a delivery company – I mean making proper 

contact because there is an issue. A human voice would be nice, or even a friendly chatbot, or 

perhaps some helpful list of things to do (other than start all over again). But that wasn’t possible. 

After hunger-induced frustration set in, Art drove to the restaurant and picked up the meal 

himself. The owner was most apologetic and explained that there had been no driver from Just 

Eat and no indication of when he would arrive.  

 

And so Art went to the app to complain. And lo and behold, there was an option to do just that. 

The process was simple: the app more or less said “Complain here”. And he did; immediately - 

within 1 second - he was rewarded with a return of his fee. So, after all, it is possible to meet a 

human’s need for communication on the app. But at what cost to Just Eat and the restaurant?  

 

The other story is from tech savvy, food mad Tel Aviv. My friend there placed her order with Wolt 

(just acquired by DoorDash but that’s not relevant to this story), and she was able to track the 

delivery and where the rider was – in real time. It became obvious that he was going to be late by 

going to the wrong place. A call to a phone number – posted on the website – produced a 

helpful real human being who took details and redirected the rider. The meal was delivered – just 

a few minutes late. 

 

And the lesson from these two stories? Tech is helpful and can be efficient. But customers are 

human beings. And human beings need reassurance, they need to talk to someone, they need to 

have their nerves soothed – in short they need proper, one-to-one human communication. And 

any resulting problems should only be solved by giving the money back, as a very last resort. 

 

Maybe delivery companies should remind themselves that their objective is not to deliver food – 

it’s to make the customer feel better with the food that’s delivered. 
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The numbers 

 

It’s normal to compare this period (whatever ‘this period’ is) with the ‘last period’ to get an idea of 

how a business is changing. During covid, when performance in ‘this period’ was so out of whack 

with the last period, it was reasonable to compare with the last ‘sane’ period. That was generally 

2019 (or the relevant month or quarter in that year). 

 

So, comparisons with 2019 seem to have become the norm. But for how much longer does this go 

on? And how useful is it? Or, even, how 

misleading is it? I’ve discussed this before 

but it’s still a live issue. 

 

I still see many (possibly, most) comparisons 

in corporate performance harking back to 

2019. My returning interest in this subject was 

awakened last week, by data from S4; it 

compared performance in the hospitality 

sector on Mother’s Day this year with 

Mother’s Day in 2019. That was four years 

ago – a lifetime in business development. 

Looking at this more generally, the 

argument for hanging on to 2019 as a base 

year is that using anything more recent 

gives rise to massive rises in percentage 

terms.  

 

So which is better (or easier): having a 

gentle growth (or decline) in a percentage 

figure? Or comparing with recent 

performance? The first is about optics 

(perhaps even, the struggle that some 

people might have in coming to terms with 

the meaning of “percentage change”). 

 

The S4 Mother’s Day data tells us that the hospitality market apparently grew by 6% since 2019 

(and it grew by 10% in the ‘dry-led’ segment - an unfortunate euphemism that, I assume, means 

‘food’). But how useful is that information? Managers have moved around, they’ve moved on – 

and those who are in post now may have no idea what business was like in 2019. 

 

The second option (making a comparison with the most recent period) gives an up to date 

measure of change and provides insight into changes which, depending on how the comparison 

is made, can cover issues such as the short term impact of rising costs on profitability, or the 

impact of current shortfalls in staffing levels on productivity. Key words here are ‘short term’, and 

‘current’. It’s changes at this timescale that need to be understood – especially at this current 

volatile and uncertain time. 

 

So, it won’t surprise you that I think it’s time to give up the reassurance of comparison with 2019 

and start embracing the real changes that are being seen in corporate performance. 

 

It’s time to be weaned off 2019. Here’s a warm welcome to 2021 as the new base year! 

The Pret Transaction Index, published by Bloomberg, 
is getting increasing coverage. Here is my take* on 
what it shows about London (City, West End, outer 
suburbs, stations and airports) both in comparison 
with January 2020 (green) and four weeks prior 
(orange): 

 
* Contact me if you want to know how I arrived at this 
chart 
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News in the past week 

 
Financial & Legal 

 

• Moratorium restricting landlord’s ability to pursue unpaid rent lifted 

• VAT on foodservice meals returned to 20% 

• Scotland requirement for masks in some indoor settings to remain until place - until 

after Easter; from Easter mask mandate will be only guidance  

• National Minimum Wage increased to £9.50 – plus 4.4% - for employees over the age 

of 23 

 

Landlords 

 

• New West End Company reports West End footfall down -16% in March versus 2019 

 

QSR 

 

• Pret joins at-home coffee pods Podback recycling scheme  

 

Pubs 

 

• Shepherd Neame turnover in manged pubs rose 10% in the quarter to end March 

versus 2020 

 

Leisure 

 

• The Brighton Pier Group turnover in the six months to end 2022 rose 17*% versus the prior 

year 

• Ten Entertainment Group LfL sales rose 41.7% in the three months to mid-March 2022 

versus 2019 

 

Suppliers 

 

• Carlsberg will be exiting the Russian market 

• Heineken will be exiting the Russian market 

 

Around the World 

 

• Sodexo organic sales rose 19.4% in the six months to end February 2022 versus 2021 

 

 

Delivery Offers in the Week 

 

• Deliveroo: Open me for 20% off (or more) 

• Deliveroo: Get £20 off with your Deliveroo Stamp Card 

• UberEats: Get your favourite treats with 50% off 

• UberEats: Save £8 from your selected favourites this Eat Wednesday 

• UberEats: Get 50% off your next 5 orders 

 


