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Background

Delivery is a hot topic for restaurants: It can help them reach new customers, improve customer loyalty, and increase 

check size. But, there are many decisions to be made once a restaurant decides to deliver. Is it better to do delivery 

in-house, or choose a third-party service? And what aspects of delivery do customers care about most?

To answer these questions and more, Tillster partnered with research firm SSI to survey 2,000 QSR & Fast Casual 

customers on their delivery habits and preferences. The Tillster Delivery Index reveals these findings to help 

restaurants craft their delivery strategy. 

Delivery Drives Orders Across All Age Groups

More than 50% of QSR & Fast Casual consumers have 

ordered online for delivery in the past 12 months.

Customers would order more from their favorite restaurant if delivery was o�ered.
And, delivery is important to all age groups - not just younger ones. 

More than 70% of QSR 

& Fast Casual customers 

would choose a restaurant 

more if delivery were 

o�ered. 

Both QSR & Fast Casual 

customers would order from 

their favorite restaurant 

1 more time per month 

if delivery were o�ered. 

Delivery is most important to the 18-34 
age group–more than 80% of this group's 
customers would order more from a 
restaurant if delivery were o�ered. 

Age group 35-44 follows with 78% 
likelihood of increased orders if delivery 
were o�ered. 

More than 50% of age group 55-64 
would order more if delivery were 
o�ered, and more than 40% of age 
group 65+ would as well.
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Most customers prefer to order directly from a restaurant website or mobile app as 
their first choice. This is likely because customers crave direct interaction with their 
favorite restaurant brands. 

Customers Prefer to Order Directly from a Restaurant

Customer Preferences: Third Party vs. Restaurant Website or App

RESTAURANT THIRD-PARTY

More than 55% of customers prefer 
to order directly from a restaurant 

website or mobile app

Only 8% prefer to order from 
a third-party site

ORDER ORDER



Delivery Fees

Customers want to know what they're paying for, and they prefer a designated 
delivery fee vs. delivery menu prices that are higher than in-store menu prices. 

More consumers now expect a delivery o�ering from their favorite QSR and Fast Casual brands. 
Therefore, restaurants should consider this in order to reach new customers and improve loyalty. Tillster 
Delivery allows restaurants to o�er food delivery at scale, without having to build in-house capabilities. 

To learn how Tillster can help your restaurant with delivery: 

Visit Tillster.com  |  Email Sales@Tillster.com

How do you prefer that restaurants you order 

from recoup their delivery costs?

Designated 
delivery fee83%

Higher prices on 
delivery menu items 
vs in-store menu items17%

$5

$5
Meal Total: $15

Delivery: $5

45% of customers would pay more 

for their orders to arrive faster 

However,

so there is opportunity to vary pricing for service.

of customers are willing to 

pay up to $5 in delivery fees

80%

so this is a clear threshold for setting prices.


