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FOREWORD
We are disappointed legislation designed to protect
workers tips is reportedly being shelved. I believe most
U.K. hospitality operators aim to do their best in this area
however there are still too many unfairly administered
tip/tronc schemes in existence where large portions of
tips do not go to the staff. Recent research by KAM shows
84% of staff worry that they are not getting their fair share
of credit card tips and service charges. As tipping
becomes increasingly digital and from multiple sources
(such as pay at table apps, delivery platforms) I believe
improved legal protection for workers is required. TiPJAR
is about transparency and fairness for staff tips, we won’t
shy away from continuing to fight for this in the years to
come.
We hope this data will encourage even more operators to
see that instilling a fair tipping culture in your business
won’t only help you attract and retain talent, but also
increase footfall and drive a deeper brand loyalty within
your customers.

James Brown - Co-Founder, TiPJAR
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Summary

The data quoted in this report is from exclusive research conducted by KAM with a nationally
representative sample of 500 UK adults (+18) alongside 250 interviews with hospitality staff,
including front-of-house, back-of-house and management roles.

CURRENT ATTITUDES
TOWARDS TIPPING
60%
Of consumers are ‘for’
tipping in hospitality

21%
Of consumers are ‘for’ service
charge being automatically
added to their bill

43%
Of consumers say that knowing
their tip goes directly to the
staff would encourage them to
leave one
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As a nation, tipping may not be as embedded in our
culture as, say, the US, but we do believe it has a
rightful place within UK hospitality. Only 1 in 10 UK
consumers are against the concept of tipping, with the
vast majority actively supporting the act of rewarding
staff for a job well done. There is a trend towards
tipping being thought as more positive by those of a
younger demographic, with 3 in 4 Gen Z, in favour of
tipping. This could be led by a larger proportion of
these people either engaged in or knowing somebody
working within hospitality roles or ‘gig economy’ style
work, for example. Or maybe reflective of a more
empathetic outlook on society as a whole.
There is, however, a disconnect and a distinction
between what consumers would consider being a
voluntary tip, compared to a perceived ‘default’ tip, in
the form of service charges, with more than half of all
consumers against this practice. There is more
resistance here from consumers as they believe that
the essence of tipping should be at their discretion.
Even though we see that they believe tipping to be a
positive practice, there is a barrier that a service
charge creates that they just can’t seem to get over.
What is clear, however, is that staff on the frontline
are having a direct impact on the majority of reasons
that customers say would prompt them to leave a tip.
Friendly and welcoming staff (52%), good service from
one person in particular (45%) and skilled staff (27%)
are all in the top reasons as to why customers would
leave a tip. With 43% of consumers saying that
knowing their tip goes directly to the staff would
prompt them to leave one, it’s also apparent that
customers care where their tips end up.

HOW DOES ‘NONCASH’ TIPPING WORK?
The vast majority of consumers care about where the
credit/debit card tips or service charge that they leave
go and they also believe it’s important that these ‘noncash’ tips are shared amongst staff in a fair way.
However, the majority of them don’t know, or
understand, where the tips they leave go and a lot of
them don’t think that the full amount of these tips
actually goes to the staff. This could potentially impact
customers' likelihood to leave ‘non-cash’ tips, whilst
also creating additional animosity to service charges
being automatically added to the bill.
Transparency is a major trend in terms of how
consumers behave. We are increasingly looking for
transparency across our decision-making journey. It
influences the brands we trust, the places we visit and
the products we purchase. We see transparency being
important across many major trends such as food
sourcing, environmental sustainability, and brand
ethics. So, it shouldn’t be a surprise to see customers
wanting to know more about where and how the
money they leave, in the form of tips, is being
distributed.
We know that 52% of consumers say ‘friendly and
welcoming staff’ is a reason why they would leave a tip,
and a further 45% say that it’s service from ‘one staff
member particularly’ that prompts a tip. Finally, 43%
say they would be more likely to leave a tip if they
knew the full amount was going to the staff. It’s clear,
that in order to satisfy the consumer desire for
fairness and clarity that they would benefit from a
system that allowed them to see clearly how and
where the non-cash tips they were leaving are being
distributed.
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64%
Of consumers don't understand
where 'non-cash' tips go

87%
Of consumers care where their
credit/debit card tips or
service charges go

89%
Of consumers think it’s
important that 'non-cash' tips
are shared ‘fairly’

92%
Of consumers believe that the
‘fair’ way to share tips is
between staff who were
working that day

BENEFITS OF A FAIR SHARING
OF ‘NON-CASH’ TIPS

1 IN 2

Customers would be more likely to visit a venue if
they knew ‘non-cash’ tips were being shared fairly
This rises to as high as 63% for Gen Z and 60% for
Millennial customers.

We no longer live in the world where your brand can be a black box, where you can keep
everything away from the customer's view and only allow them to see what you want them to see.
Brands, be those products or venues, are now a glass box - customers want to see through to the
core of the brand. It’s not just about what you put on the outside, it's how you think and behave
on the inside that really counts. How you treat your staff, your political stance, what you stand
for, what your CEO says in public – all this and more has a profound impact on what customers
think of a brand, the extent to which they trust a brand, their loyalty and ultimately the extent to
which they will engage with it.

57%

Of customers would be more
likely to leave a tip if they knew
they were being shared fairly

Rising to 66%
for Millennials

Customers want to have a clearer view of the process and the system that operators have in
place to ensure that staff are being treated fairly, which in turn will have an impact on their
customer decision journey. If customers had greater transparency over where their tips went
(and saw that they were shared fairly) then it would drive footfall to venues (who operated this
policy) and it would also encourage them to leave greater tips. This would benefit everyone all
round – customers would feel better about leaving a tip (and a service charge), staff would feel
they are getting their fair share (from a bigger pot) and the business would benefit from increased
footfall and revenue.
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STAFF ATTITUDES TOWARDS
‘NON-CASH’ TIPS
Although more than 8-in-10 of current hospitality staff
claim they fully understand how non-cash tips are
calculated on their payslip, almost all of them believe
there still needs to be greater transparency in terms of
how tips are shared amongst employees. It appears
that they understand the amount they receive each
month but perhaps are less clear as to the process by
which their business reached that amount.
There is a clear need, in the current climate, to make a
career in hospitality an attractive proposition. We
know the influence that high skilled and highly
motivated staff can have on the customer experience.
Great service is a key factor that differentiates a night
out from a night in and is a key driver of venue choice.
Effort and contribution should equal reward. There
shouldn’t be any mystery around how non-cash tips
get distributed amongst staff members. A lack of
transparency can create a lack of trust. A lack of trust
can impact on both staff happiness and staff
productivity. It can ultimately end up in a situation
whereby tips, which should be a motivator, end up as a
demotivator to staff performance.

84%
Of staff fully understand how
the credit/debit card tips or
service charges they receive
in their payslip gets calculated

92%
Of staff believe there needs to
be more transparency in their
business as to how
credit/debit card tips or
service charges are shared
amongst employees
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A FAIR SHARE FOR
HOSPITALITY STAFF

84%
Of staff worry they are not
getting their fair share of
credit/debit card tips and
service charges

Delivering on the customer experience is
fundamental to the success of a hospitality
business - staff friendliness, speed of service
and staff knowledge and expertise are not
only three of the most important factors that
influence a customer’s choice of venue, but
they have all increased in importance over
the last 12-18 months.
Customers now place an even greater level
of expectation on where and when they
spend their money eating out and are more
likely to value staff interactions that are
adding value to their experience.
Management teams, therefore, have a
responsibility to ensure their staff are getting
rewarded in a fair manner for the role they
play in delivering the customer experience
which is so vital.
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Staff would appreciate greater transparency
in how credit/debit card tips or service
charges are shared amongst employees in
their business. More than 8 in 10 of them
worry they are not getting their fair share.
Staff believe they should go to the staff who
are working at the point the tip is given and
they believe they should have a greater say in
how tips are shared. Management believe it is
their decision to make. An ideal solution,
therefore, would be one in which the
management has control but where the staff
have an input and also where they can see
clearly (without having to go direct to
management) the tips that are coming in and
where they are going – so there are no
‘surprises’ when it comes to their payslip at
the end of the month.

90%
Of staff believe a fair way to
share ‘non-cash’ tips is for
them to go directly to staff
working that day

KEEPING BACK TIPS IS
KEEPING BACK REWARDS
67%
Of staff have questioned tips
on their payslip because they
believed they weren’t correct
29% said nothing happened as a
result of their questioning

66%
Of staff have knowingly had tips
held back or had deductions
taken from their tips
74% said they weren’t informed
of the reason

75%
Of customers think it’s unfair to
keep a percentage of non-cash
tips back for any reason
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"No surprises" would be a good thing as 2 in 3 staff
have questioned tips in their payslips and had
deductions from the payslips in the past, with many
claiming they were given no reasons as to why this
happened. Staff in hospitality are entitled to greater
clarity over how their pay is calculated and for them
to have greater foresight into how much pay (from
tips) they are expected to receive each month,
allowing them to be able to plan financially and to
allow them greater peace of mind. This would
ultimately create a more pleasurable working
experience.
It should be a warning sign, and a wake-up call to
the hospitality industry that staff are questioning the
amount of non-cash tips they are receiving. Again, it
suggests a clear lack of transparency and trust in
the processes which are currently in place. With
nearly 1 in 3 saying that nothing happened as a
result of their questioning, it suggests a lack of
process in place to handle queries of this nature, or
worse, a contempt for staff. Furthermore, 1 in 3 staff
said they also see tips held back for reasons such as
to cover the cost of breakages, to cover tax, to go
towards basic staff salaries and to go towards staff
uniforms. It’s clear that some businesses are using
non-cash tips and service charges as a way to fund
basic staff remuneration rather than in addition to
their base. The majority of customers think it’s
unfair that a business can keep a percentage of
non-cash tips for any reason. They would probably
be taken aback by seeing these results too.
Something needs to change.

THE ROLE OF TIPS IN
DRIVING SATISFACTION
AND RETENTION
The current staffing crisis in the hospitality industry can be a
catalyst for change. A lack of quality staff and an increase in
demotivated staff within hospitality is damaging to the
overall experience for customers. We’ve already seen how
technology can help play a role in improving staff AND
customer happiness, with both sides recognising the
benefits that digital can add to the overall customer
experience at the key stages of the purchase and payment
journey through the rapid influx of payment solutions. So
what’s next?
Technology is now turning its gaze towards breaking down
the mystery for both staff and customers when it comes to
non-cash tipping, aiming to create a transparent process in
which all parties can see how and where their money goes.
Ultimately ensuring that it does what it’s supposed to do –
motivate and reward staff, whilst allowing customers to show
their appreciation for excellent customer service.
Tips play a significant role in both the overall work
satisfaction for hospitality staff and in influencing both
WHERE they choose to work and HOW LONG they remain in
those roles. Therefore, if a company could provide both a
guarantee that tips were being shared fairly, whilst also
demonstrating clearly, and transparently, the process by
which they calculate the sharing of all ‘non-cash’ tips. Then
they would not only be better placed to attract more staff, it
should have a positive impact on retention rates and add to
overall staff happiness - 88% of staff say the tips are
important to their overall work satisfaction.
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86%
Of staff say the tips they
receive are important
to their overall
work satisfaction

88%
Of staff say that the tip
process/fairness influences
where they work and how
long they stay in a role for

A SIMPLE AND ELEGANT
CHOICE FOR VENUES
QR CODES
PERFECT FOR TABLE-SERVICE ENVIRONMENTS
Since Covid-19, everyone now knows how to use a QR code. Any TiPJAR profile is
automatically assigned a QR code which you can start using immediately once your
account has been created. This makes a very simple and elegant choice for individuals
and smaller venues.

CASUAL DINING CLIENT CASE STUDY

The graph below demonstrates the impact of adding TiPJAR to an existing system. The
client to the right kept collecting traditional credit/debit card tips alongside trialing with
TiPJAR.

Tips doubled during the
trial (even card tips
increased)
10% of the people were
returning customers
using our system
Out of 500 transactions,
96.8% of the customers
covered the fees on
behalf of the staff
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SUMMARY
We're right in the middle of a perfect storm for the
hospitality industry. The last 2 years have led us to a position
of acute staff shortages and a customer base who need more
encouragement than ever to leave their homes and visit
cafes, restaurants, pubs, bars, hotels, etc.
One of the most powerful tools in a hospitality business'
armoury is its staff. Therefore, attracting and retaining
quality, highly skilled and highly motivated staff is paramount.
A fair tipping system helps to facilitate this.
Our research shows that, on both sides of the equation, staff
and customers alike, that a transparent (and fair) tipping
system will be a win-win scenario. It creates an increase in
spend and tipping from customers (if they know their money
is going where it was intended) and it is a catalyst for a happy
and motivated staff base. Transparency is a huge consumer
trend and should be adhered to, all the way from the
marketing teams to the frontline staff.

Blake Gladman - Partner/Strategy & Insight Director, KAM
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ABOUT

TiPJAR is an award-winning, cashless tipping solution co-founded by BrewDog Bars MD James
Brown. It is completely transparent and allows individuals and teams to have complete control
over the money they have been given in tips. TiPJAR has been cleared by HMRC, is live across
over 2000 venues in multiple countries and has helped thousands of staff collect over £2M in tips.
The ground-breaking start-up is on a global mission to help tipped workers in the emerging
cashless society and to help businesses reward and motivate their staff, as well as help customers
say thank you for great service. In its most simple form, registered users receive a unique QR
code and easy-to-remember weblink that directs customers to their TiPJAR account page,
where they can tip in as little as 4.2 seconds using a credit card, Apple or Google Pay. If you work
as a team, you can pass a proportion of your tips to a team-mate or all team members can split
their tips equally, just as you might with a cash tip.
TiPJAR is part of a cashless revolution sweeping society. The benefits of a digital world for
hospitality at site level include shorter opening up and cash up processes; no more safe counts;
no more change runs to the bank; a safer operation for the whole team; and later starts and
earlier finishes for all. The TiPJAR team includes co-founder Paul Stancer, Co-Founder Ben
Thomas, Julian Ross of Wireless Social, Gary Dolman Co-Founder of Monzo, and Henry Allen
former Octopus.

KAM are research and insight experts, providing the tools to understand your customer's
journeys. Using consumer and operator research and insights to help identify the ways in which
your business can improve. Whether your customer is the end consumer, an independent
retailer or a hospitality operator, understanding and influencing the customer journey is vital to
any business. Marketing (product, price, place and promotions) and people (field sales, BDMs,
front-line staff, etc.) are the core elements at play. Our research and insight tools and services
are designed to help you better understand why, where and how to create impactful and
engaging customer journeys
.
Access more KAM insight at www.kam-media.co.uk/access-all-areas-sign-up
Contact: hello@kam-media.co.uk
Follow: @KAMMediaInsight
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