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About the Weekly Briefing Report 

 

I write the Weekly Briefing Report to provide an 

immediate view of the market. 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 
 

I’ve taken a break from recollections from 1978 – I’ll return to this topic next week with a 

contribution from Ian Neill. 
 

Instead, here is a real life story from today. An acquaintance stayed at a Premier Inn a couple of 

weeks ago; the bed was so squeaky that even breathing made it squeak. So hardly any sleep. 

After complaining, the cost of the overnight stay was refunded in full – all £180 of it. 

 

And here’s another recent story: A friend spent a night at an Airbnb apartment. The bed was, shall 

I say, not completely cleaned after the last guest. My friend complained. And the cost of his 

overnight stay was refunded in full. And yet another story: a few weeks ago I ordered a delivered 

meal from a restaurant. It arrived (very) late, it was missing some of the things I’d ordered and 

included others that I hadn’t. I complained; within 5 seconds, my meal cost was refunded in full. 

 

I think you probably get the drift. The point I want to make is that, in today’s distributed, 

technology-driven world, dealing with customers is difficult. If you aren’t interacting with the 

customer at a personal level, when they can’t see your body language – and you can’t see theirs 

– it’s difficult to strike any sort of human relationship. So when things go wrong, you must use a 

blunt instrument – give them their money back. 

 

Now, that might work; it might make the inconvenienced guest content – perhaps sufficiently so 

to pass on a positive message about your offer. But a refund has a financial cost. And more. In the 

world of hospitality, which is built on the personal nature of its relationships, merely ‘giving you your 

money back’ turns that personal relationship into a transactional one. 

 

Surely there is a better way to apologise than to reach for the purse. It’s a truism, but true 

nonetheless, that a mistake is an opportunity to build a better relationship. If that must be done at 

a distance, the opportunities for putting things right, and enhancing the relationship, are lessened. 

 

All businesses must find a way of living with technology – it just can’t be ignored. So, turning 

hospitality into a tech-driven business might look good in the pitch deck. But the core of hospitality 

is that it is personal; adopting technology must not mean sacrificing that core.  

 

Today, practitioners in the hospitality space face the challenge of bridging the technology-

hospitality gap. Are their solutions up to the job? 
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The numbers 

 
The first figures from the 2021 census were published last week. Apart from being a treasure trove 

for genealogists in 2122, there is a vast amount of useful data coming down the line over the next 

year or two.  

 

The headline for England and Wales (information for Scotland and Northern Ireland is published 

separately) show a population of 59.6 million – an increase of 8.3% since 2011. As an aside, that is 

an annual increase of 0.8% which means, just by standing still, your sales figures should have 

grown by 0.8% a year. And 

you should subtract that 

percentage from the 

change in your sales 

volumes before you start 

patting yourself on your 

back. 

 

But hopefully more 

informatively, I’ve been able 

to do an initial analysis of the 

changes in the numbers of 

people in each age cohort 

in each ‘unitary’ authority in 

England and Wales. 

 

The chart shows the 10 

authorities with the fastest 

growing population - and the 10 slowest growing. The fastest growing areas are at the top and 

slowest at the bottom.  

 

Then, recognising that 20-34 year olds are a major customer cohort, driving progress in delivery, 

and setting the groundwork for the development of the sector over the next twenty or thirty years, 

I’ve mapped them as a percentage of the total population in the authority’s area.  

 

What do they show? Well: London features amongst the fastest growing areas – and amongst the 

slowest. And London, again, has the fastest growing proportions of 20-34 year olds. 

 

But the numbers also point to the potential to map other parts of the country for further useful 

insights.  

 

This is a very preliminary analysis and I can’t pretend that it is ground-breaking – yet. But I hope 

that as more data are published and more time can be spent on it, insightful results will emerge.  

 

And bearing in mind that we taxpayers have already paid to collect the data, it should hopefully 

also be a cost-effective solution to help those people who are looking to obtain data that will 

shed light on these, and other, important topics that have an impact on the foodservice sector.  

 

The rest of this Weekly Briefing Report provides a summary of the limited news in the last week: 
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News in the past week 

 
Foodservice 

 

• Barclays Corporate Banking reported senior managers in the hospitality sector 

received an average salary increase of 7.7% in the last year 

• A survey from BBPA, BII, UKHospitality showed that 37% of hospitality business are 

currently showing a profit 

 

QSR 

 

• Cake Box sales rose 50% in the year to end March versus 2021 

 

Pubs 

 

• Love Lane Brewing bought out of administration via pre-pack administration 

• Heavitree Brewery turnover rose 29% in the half year to end April versus the prior year 

 

Leisure 

 

• Ten Entertainment Group LfL sales rose ‘over 30%’in the last month 

 

Around the World 

 

• Intercontinental Hotels Group will pull out of Russia 

• Sodexo sales grew 18.3% in the latest quarter versus 2021 

• Pret a Manger and Reliance Brands announced plans to open 100 Pret stores in India 

 

 

 

 

 

Delivery Offers in the Week 

 

• Deliveroo:     Get 20% off this Tasty Thursday 

• UberEats:       Save £8 this Eat Wednesday 
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