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The Melting Pot, the premier fondue restaurant and leading polished casual dining franchise, offers 
guests a unique, interactive dining experience where they enjoy a choice of fondue cooking styles and 
entrées, cheese fondues, salads and indulgent chocolate fondue desserts.

The first Melting Pot opened in 1975 and the company has grown steadily since then with more 
than 130 restaurants in 35 states, Canada, Mexico and other countries. There are more than 20 
international locations in development.

In the midst of aggressive expansion plans, company president Mike Lester knew an updated POS 
system was needed and preferred an enterprise-level, cloud-based system, particularly as he planned 
to migrate to tablet devices in the restaurants. 

He assembled a cross functional team within the brand to develop the criteria for choosing the new 
system. The team created a list of 60 attributes that a cloud-based POS system must have in order to 
manage operations today and into the future.

Only one solution, Custom Business Solutions’ NorthStar Order Entry, had the most checks in the 
‘yes’ column of this comprehensive list. Through conversations with Custom Business Solutions (CBS), 
Lester felt he could depend on their expertise.

CBS pioneered the industry’s first omnichannel ordering system, introducing NorthStar in 2011.

SITUATION OVERVIEW
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The Melting Pot identified two company-owned 
locations, St. Petersburg and Tampa, Fla., and two 
franchise locations, St. Louis, Mo. and Salt Lake 
City, Utah, as early adopters which served as beta 
testers of the implementation process, brand wide. 
A lab was set up in The Melting Pot office before 
CBS installed the system in these locations. The two 
franchise locations were selected because technical 
issues with their existing POS systems required 
immediate and complete changes. The company-
owned locations took advantage of the mobile 
capabilities of the software to allow servers to take 
orders on iPad Minis right at the table – all with the 
same software.

One of the advantages of NorthStar Order Entry is 
the familiarity with the device’s functionality. Because 
the system utilizes familiar iOS interactions, many 
of the servers required little training to learn the 
software. CBS project managers remained on site to 
provide any additional training needed to ensure a 
smooth launch with the new product. 

Through the pilot, CBS noticed a deficiency in the 
current procedure so they suggested adding a 
combo button that would make workflow more 
efficient and to help manage kitchen processes. 
Additionally, The Melting Pot sought other features 
that were not standard in the Order Entry software 
but would be valuable for multiple restaurant 
businesses.  The CBS development team worked 
with The Melting Pot to add these features.

SOLUTION IMPLEMENTATION

With NorthStar Order Entry’s open API, there is 
opportunity for future integration with systems like 
WineQuest so that updates to the restaurants’ wine 
lists will automatically push to Order Entry. 

NorthStar Order Entry utilizes industry-leading 
hardware to provide increased data security and 
Payment Card Industry (PCI) compliance. Each 
terminal is equipped with a Magtek card reader. 
These devices encrypt the card data at the swipe, 
storing only the approval on the system, providing 
some of the highest level of data protection for The 
Melting Pot guests. 

NorthStar Order Entry provides The Melting 
Pot with one aspect of its valuable triple data 
redundancy including ANX firewall, Internet 
connection and NorthStar. In the event of a 
loss in Internet connectivity, the software would 
continue to run with the onsite server so there is 
no interruption of service. Credit card transactions 
can be completed through the firewall. When the 
Internet connection is restored, sales data will be 
pushed to the cloud and credit card authorizations 
would be obtained.
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The Melting Pot saw an immediate improvement 
in the speed of service and the tablets have 
already led to an increase in operational 
efficiencies in the restaurants.

In the first location roll out in St. Petersburg, Fla., the 
server tablets allowed drinks and cheese fondue to 
be prepared and even delivered while the server was 
still at the table speaking with guests.

Lester originally began looking for a POS system 
to improve operations aspects for the business, 
including enhancing the guest experience and 
increasing table turns. 

Guests find the tablets to be very interesting and 
The Melting Pot is working toward offering guests 
the ability to pay at the table that will increase 
turnover and give guests more timing control of 
their experience. 

NorthStar Order Entry will also allow The Melting 
Pot servers to digitally showcase new and 
promotional food items at the table. Enticing 
food photography and detailed pairing notes will 
enhance the guest experience. 

The software will also allow The Melting Pot to 
be more immediately aware of future service 
enhancements. One function CBS is developing 
will allow guests to leave feedback while they pay 
at the table and managers will be automatically 
alerted to resolve any customer service issues 
noted before the guest leaves the restaurant. 

NorthStar Order Entry provides better, more real 
time data than The Melting Pot had previously. 
With the increased amount and quality of data, 
The Melting Pot can make more informed, 
actionable decisions – and see the implications in 
real time – in multiple locations. 

RESULTS
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...The Melting Pot can make 
more informed, actionable 
decisions – and see the 
implications in real time – 
in multiple locations.

 “With new cloud-based technology creating 
efficiencies, providing increased data security 
and taking the segment in a different direction, 
I believe hardware-specific POS systems will 
eventually become extinct,” says Mike Lester, 
president, The Melting Pot Restaurants, Inc.

Lester is planning to have NorthStar Order Entry 
deployed across all 130+ Melting Pot locations by 
Dec. 1, 2017. With a three-year roll out schedule, 
the company expects to onboard approximately 
one new system per week. 

Internationally, participation is voluntary. 
NorthStar Order Entry will be deployed in The 
Melting Pot locations in Mexico City, Edmonton, 
and Dubai.

Main Contact: 
Mike Lester, President, 
The Melting Pot Restaurants, Inc.

Phone/email: The Front Burner Brands 
communications team coordinates interview 
opportunities for Mike: 

Natalie Turner – 813.849.2122, 
nturner@frontburnerbrands.com
or Alisha dos Santos – 813.210.6612, 
adossantos@frontburnerbrands.com
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Bringing everything you need together, since 1994.

Point of Sale
Guest Ordering 

Web Ordering
Mobile Ordering

Recipe Viewer
And More!

We are experienced market leaders who know the restaurant industry like nobody else. 

Our technology springs from fresh ideas, made to order, that bring together all the 
details, all the data, and all the reporting insights that you need for success.

Small or large business, we’ve got a system that is right for your operation – from the 
main office, to the front of the house, to the back of the house. Restaurant operations 
are accumulating mounds of valuable information each and every day. Inside all that 
data is opportunity and insight. You just have to know how to tap into it… That’s where 
we come in.
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