Intro

Create scope, plans, hypothesis, corporate goals, business
profile

Secondary Research

Quantitative - Gather existing data, Research paper,
competitor analysis, Company data

Primary Research

Qualitative - Field research, Interviews, Surveys,
Service Blueprint, Journey maps

Generate research insight and design guidelines

Converging map, look for common themes, Affinitization

Determine possible solutions

App, Website, Human Interaction, improve
infrastructure, etc.

Create Prototypes

Wireframes, Tangible/Intangible prototypes,
Sketch, Proto.io, Adobe suite....

User testing/ Seek for Feedbacks

Final deliverables
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Xi’an Famous Foods

Business Profile

This New York City based restaurant chain-let is named for the capital of the Shanxi province in central
China and serving its famous and special foods.

It's a family-owned business. They opened the first XFF in 2005.

The Owners Features
Jason Wang, 27, // I \\
graduated from
Washington Univer-
sity in St. Louis in
business. Co-own
XFF with his father.
10 Locations in NYC Postage Size

David Shi, Jason's
father, co-owener of
XFF. An early immi-
grator from China.

Quick-eat Industrial Kitchen




Secondary Research

Quantitative - Gather existing data, Research paper,
competitor analysis, Company data

Strategy Intent

Explore event
catering, given that

many have made
such inquiries on the
website.

This helps us to capture the
current state of play in the known
market space, which allows us
and the client to clearly see

the factors that the industry
competes on and where the
competition currently invests.
The main area that we are trying
to target are Service quality,
eating environment and also
adding the idea of playfulness.
Based on out research, realized
that the factor of playfulness
would be one of the advantages
to compete with the restaurant
industry.

Basic financial Data We provide a
little known
Chinese special
food in its most

140,000 Customers gutientic oum;
per year on weekdays

Af\/ Annual revenue: at
least $1.1 million

® Bachaus @ Chipotle Food cartin NY @ Xi'an Famous Food

High

Low T T T T T T
Price Quality of Service LocationB rand Eating Number Byproduct Industrial Food
food quality (word of environment of and kitchen Truck
(Taste and (Order) mouth) stores fun

Nutrition)
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Service Package

ENHANCING
FACILITATING
CORE SERVICE

FEATURES/BENEFITS

The holistic view of the service provided by Xian Famous Food. Visually reveal the service
into four layers, Core service, Facilitating, Enhancing, Features/Benefits. This map helps us to

understand the elements of the hole service.

Ecosystem Map

Bank

POS sys‘tem NYC Rental
A Agency

Delivery
Companies

Social Network

Ingredient
Suppliers
FAP

Industrial
............ > Kitchen

NN Utlhty.
Companies

The New York Depart-
ment of Health / OSHA

Garment
Factories

Ecosystem mapping methodology,
creates a visual map of complex
ecosystems of Xian famous food. We
can understamd the relationships and
influences from the market, stakeholder,
supplier, etc.



Primary Research

Qualitative - Field research, Interviews, Surveys,
Service Blueprint, Journey maps

Service Blue Print

Physical
Evidence

Searching, Selecting

Ordering, Purchasing

&A& 9k Do f

Waiting, Eating

Get food i
‘ ‘ ,—|M.r .

I Y
Customer ’ Pt g
. Find a location Arrived at store Fead menu Decide to order Togo arnot? Order food Ta go or nat? Find a seat Add sauces Start to eat and Leave the store
Actions e s
N

On Stage
Interactions

Back Stage
Interactions

Support Processes

B0 1

g, Eating

Start to eat

Positioning Disorganized Ene causing

system bad experience.

Yep

Urban spoon
Some of the location For first time customer, 18 hard
e not easy 1o find. The to decide what 1o rder and what
signal is not cbvious are the most popular dishes.

anough.

Jor

After eati

Finish eating }
and
Place dishes

’-

Clean table (
Take out the
garbage
spared The space s too narmow and No staff wc
e is customers need to be tables, cus
& they squeezed arcund during to eatinai
eating. table.

ned ik

Get food
R Deliver food
‘ Take order ‘ l B, Call number |,_,ww____| Clean table C)
Take out th
garbage
H Disorganized. It hard for - Need to wait for spared The space is oo narrow and Mo staff would clean the
Star attitude is bad people 1o hear their numbers, seals when the glore i customers nead Lo be Rablis, CUSomers need
stall always screw up the se- packed, sametimes they squeezad around during 1o aat in & dirty and oily
quence of numbers during would fight for it eating. table.
peak time. ~ Tubles are dity and ody

The space is too narrow and customers
need to be squeezed around during
eating.

Since the space within the restaurant is very small,
customers are all squeezed in the tiny room. People are
often bumped with each others. Especially during winter
times when people are wearing bulky clothes.
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Survey

Two questionnaires for people who
have used to be to XFF and who
haven't been there before

35 people took our questionnaires. We asked
people who have never been to XFF for their
stereotype of Chinese food. This set gave us a

big picture of the impact of Chinese food in USA.

Another questionnaire is about the experience
of XFF for the people who have used to be there
before. We studied and founded out insights in
taste, dining environment.

Reviews

130 online reviews from Yelp, Urban
Spoon and OpenTable

We've collected 130 conline reviews from Yelp,
Urban Spoon, and OpenTable to understand how
people feel about Xi An famous food. Once we
categorized the reviews, we started to affinitize
them. This process facilitates discovery of all

the previously unseen connections that link
common things of a group together effectively.

It draws out a common theme from large amount
of information provided from the reviews,
interviews, and surveys.

Whylwhy not recommend Xi'an Famous

Food to other people?
Answered: 4 Shipped: 1

.Ewt:-:i a1 ks E:JJ

Do you have any suggestions for this
restaurant?

Answerec: 3 Swpped: 2

| @ iesponses 41 mm | @Responses i3) | textanaysis |y Canegonies |
o

PROFEATURE

PROFEATURE

Arialyss, upgrads 1o 3 GOLD of PLATINUM plan

AM \ew resgongents nswers

auenic Chingss ood hers in NYC:
SBADIS 1Z31AM  View FesgonGents snsmers

Do you like Chinese food?

et Chinese restaurant in hat you can hardly angthing Kk hat n Manhattan, Besdes, e

To use Tt n . Ta use Ten
Anaiysis, USra0e 19 3 GOLD of FLATINUM pian

] oo

nt, open some in ather caes

IHihey Lould imprave the sneronment thatwould be awssomal
SEO01S 12308 View respandents mswers

Haw frequently do you eat Chiness food?

= )
o you want ta try some different and
‘Why do you like Chinese food? special Chinese food?

Sz
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Feel Hungry

Find a location @

Determine possible solutions -
FEEDBACK
App, Website, Human Interaction, improve

infrastructure, etc.

Step outside the restaurant

Create Prototypes

Step into the restaurant

Place the dishes

Wireframes, Tangible/Intangible prototypes, 5
Sketch, Proto.io, Adobe suite.... Finih eating

Find a seat and start eating

Read the menu

Pay for the bill

User testing/ Seek for Feedbacks

Wait for food

Being called and take food

Final deliverables



Determine possible solutions

App, Website, Human Interaction, improve
infrastructure, etc.

Identify Goals

Hard to find the nearest location

Bad dine-in experience due to bad
interior arrangement and customer flow

[ ]
o
[ ]
"ﬁi
Long waiting time due to spending to
munch time on the menu

Customer Loyalty



SIGN IN/PROFILE User On-boarding: What is the easiest and quickest way to set up an account? What information do we need to collect?

INGREDIENT COLLECTION GAME

Scan the QR Code on your receipt > Collect ingredient > Check collected ingredients and coupons through ‘My Bag' =

=  “Cook” a dish once you collect all the ingredients of one dish to get a free coupon =1 Redeem coupon

Find Scan in the side bar. Scan the QR l'%'l
Code to collect an new ingredient. fosn

Click to

get coupon

Slide to choose
different coupons

Create Prototypes / AP of P
Wireframes, Tangible/Intangible prototypes, ,9 N
Sketch, Proto.io, Adobe suite.... — il

zza;:z:l fforre:.his dish cguea

© means that you

still need to collect

@B Liang i Cold-skin Noodles f;ZZLj’E’Ldie”‘s = Or just click @D
to redeem

@% Lamb Pa
<




Kitchen

Pick up window

O ol 1o O
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Project One
4 .
Trafﬁc Oder window
With Menu and Ask With Menu and No Asking
(Students from Grad space) (Students from Bench Room& computer lab)

With Menu and Ask

With Menu and No Asking
(Students from Grad space)

(Students from Bench Room)

User testing/ Seek for Feedbacks 8 mins 6 mins




Estimated Cost

Renovation Cost App Development Cost Gamification Cost
Relocate the cashier and pickup window Basic Development Cost: $10K - $20K (Free FOOd)
Purchase more tables and chairs Integration To Social Media: $20K - 30K
Redesign menu Database + Infrastructure: $3K - $10K
$ 12,000 - $ 15,000 ea. $ 3,3000 - $ 60,000 $ 3,000 - $ 5,000 /mo

10 Locations $ 120,000 - $ 150,000

ESTIMATED TOTAL NEW COST  $45,300 - % 75,500 ea

Final deliverables




