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HOSPITALITY & SERVICE

Restaurant digital
ordering readiness

Connect the menu, payment and kitchen workflow

Review whether the ordering experience can make an accurate promise and
whether the restaurant can deliver, update or recover that order during service.

THE WORK THE RESULT

Trace an order from menu selection to kitchen A launch decision based on verified service
acceptance, fulfilment, customer behaviour, with clear ownership for unavailable
communication and financial reconciliation. items, delayed orders and payment exceptions.

INSIDE THIS GUIDE

02 Menu and service promise 03 Kitchen and integration flow

04 Payment and fulfilment 05 Service rehearsal checks

06 Readiness decision
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01/ CUSTOMER EXPERIENCE

Restaurant digital ordering

Menu accuracy and service promise

The digital menu should reflect what the kitchen can prepare, how the order can be

fulfilled and what the customer will pay.

Define the sellable item

Give each item a clear name, current price,
description and available options. Check that
required choices, portion sizes, modifiers and
additional charges are understandable before the
item enters the basket.

Map each sellable item and modifier to the
kitchen or point-of-sale record. Confirm that the
displayed description and the operational
instruction agree. A readable menu is still
unreliable if an integration drops a required
choice.

Handle dietary information
carefully

Keep ingredient and allergen information under
the restaurant's responsible food-safety process.
Make the route for questions visible before
payment and ensure relevant requests reach a
trained person.

A free-text note or modifier does not establish
that a request can be accommodated. Do not
present a removal option as a guarantee against
cross-contact. Define when staff must contact
the customer or decline a request rather than
silently accepting it.
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Control availability at the source

Assign a person who can pause ordering, mark
an item unavailable and change service hours.
Define which system establishes the current
menu and how updates reach every ordering
channel.

Test sold-out items, closing time, scheduled
orders and delivery-area limits. Prevent a stale
basket from silently completing an order the
restaurant can no longer fulfil. Show the revised
choice or an understandable next step.

Make the promise complete

Before commitment, show the fulfiiment method,
location or delivery area, estimated timing,
applicable charges and total. Explain whether the
restaurant still needs to accept the order.

Test the menu and checkout on a small screen,
with keyboard navigation and with assistive
technology. Labels, choices and error messages
should remain usable without relying on colour,
hover or a tiny tap target.
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02 / OPERATIONS

Kitchen flow and integration ownership

An order should have one traceable identity and an explicit state as it moves between
the customer, payment service, ordering system and kitchen.

01 02 03 04

Submitted Accepted Prepared Handed over

The request existsand ~—  The restaurant —  Kitchen work is —  Pickup or delivery

can be located. confirms it can fulfil. complete and responsibility

checked. transfers.

Define the authoritative state Make the kitchen handoff visible
Record which system establishes order Confirm how staff become aware of a new order,
acceptance, payment status and fulfilment acknowledge it and identify an order that has not
status. These may be different records. Ensure been accepted. An unattended tablet, muted
staff can distinguish a submitted request from an notification or empty printer roll should have an
accepted order and a paid order from a operational response.

completed one. _ _ _ o
Test the information as kitchen staff receive it.

Carry the order identifier, item details, modifiers, Long names, modifiers and special instructions
fulfilment time and necessary customer must remain legible on the actual screen or
information through each integration. Check that docket. Give substitutions and questions an

a delayed message or repeated notification assigned owner before preparation proceeds.

cannot create a second kitchen order.

Plan for a busy or disconnected service

Set a realistic way to adjust preparation estimates, limit intake or pause a channel. Decide who

may do so. When the connection fails, preserve accepted work and reconcile the system before
retrying or reopening orders.
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03 / COMPLETION

Restaurant digital ordering

Payments, fulfilment and customer

recovery

Order, payment and delivery states need to agree, especially when a request fails

halfway through.

Reconcile payment with the order

Use the approved payment integration and keep
raw card details out of restaurant notes, chat and
support records. Confirm payment status
through the provider’s server-side result or
authoritative record, rather than relying only on
the browser’s success screen.

Test declined payment, cancellation, interrupted
checkout and a successful payment whose order
acknowledgement is delayed. Give staff a route
to find the transaction and avoid taking another
payment while the original outcome is unknown.

Control the handover

For pickup, make the collection location,
identification method and ready status clear. For
delivery, verify the address, service area and
responsible delivery party before acceptance.

Record when responsibility transfers and what
evidence confirms the handover. Define a
response for a late courier, an unreachable
customer, a missing item or an order marked
delivered that the customer cannot locate.
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Define cancellation and refunds

State who may cancel an accepted order and
who can approve a refund. Connect the
operational cancellation to the payment record;
changing one status may not change the other.

Tell the customer what was cancelled or
refunded and how to obtain help. Reconcile
unresolved refunds and payment mismatches as
part of the operating close, with an owner for
each outstanding item.

Communicate the actual state

Send confirmation after the appropriate
acceptance event and explain the next step. Give
a usable contact route for a delayed order,
cancellation or fulfilment problem. Avoid
messages that promise a completion state the
kitchen has not reached.

Limit customer details on dockets and delivery
records to what is needed. Review access to
ordering accounts and remove access when staff
or delivery responsibilities change.
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04 / VERIFICATION

Service rehearsal checklist

Rehearse with the people who will run service. Use authorised test transactions or
controlled test modes, reconcile any live financial activity and retain the observed
result.

01 An ordinary order reaches the right kitchen state Verified
Place an order with required choices and Evidence to retain
modifiers. Follow it through acceptance, Matching item details, one order identity and
preparation and handover. the correct customer status.
02 Availability changes reach the customer Verified
Make an item unavailable and test a Evidence to retain
previously open basket, a scheduled order No silent acceptance of unavailable work and
and the affected ordering channels. a clear recovery choice.
03 Payment uncertainty has an owner Verified
Interrupt checkout or simulate a delayed Evidence to retain
payment result. Confirm staff can locate the No duplicate charge or kitchen order, with a
authoritative outcome before retrying. documented reconciliation route.
04 Capacity and integration failures are manageable Verified
Test a missed notification, disconnected Evidence to retain
kitchen device and a service pause or A named responder, preserved accepted
changed preparation estimate. orders and accurate customer information.
05 Exceptions reach an accountable person Verified
Walk through a dietary question, delayed Evidence to retain
handover, cancellation and refund. Confirm Staff authority, customer communication and
the approved handling route. a verified final order/payment state.
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05 / WORKING RECORD

Digital ordering readiness decision

Review the result with the manager responsible for service, the kitchen lead and the ordering-system
owner. Resolve consequential order, payment or safety-information failures before opening the affected
route.

Location and ordering channels Service and system owners

Menu, fulfilment methods and hours reviewed

Unresolved gaps and service consequence

Record the failed rehearsal and the affected customer or operating outcome.

Required action, owner and completion evidence

Ready, limited release or hold Approved scope and next review

Repeat the affected checks after a menu integration, payment configuration or fulfilment process changes.
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