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Those with allergies / dietary
restrictions
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Couple
52y/o,51y/o
Palo Alto, CA
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Student
21y/o
Cupertino, CA
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Gott’s Roadside
Assistant General
Manager



Everyday People

Can you walk me through a typical dining experience?

How do you currently discover and decide on specific dishes to order when dining out?

How do you go about deciding where to eat and what to order?

How do images of food contribute to your decision-making process?

Do you have any dietary preferences or restrictions? How do these impact your dining choices?

What would make your ordering experience even better?




Ophny / Jenna

“Foodies” | 40 min. in
person interview at

Town and Country

Interviewer: Faith
Notetaker: Melissa
Tools: Otter.ai (transcription)

“So you can read reviews
and reviews... but it's a
crapshoot”
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Ophny + Jenna

Thinks

Feels




Ophny + Jenna

“Yes, that's our go

from the bartender, they
question whan they say x
s thelr favorite If ts
actually their favorite.

Fakn Zhong

Dining out is an
intimate experience
which is why they

They have eaten and
experienced so much
food that they usually
trust their own
opinions over others’
reviews

appreciate keeping the
details of their meals
private

Farnzneng

Fuien Zhany

"So you can read to and we just
reviews and reviews become regulars
[..]it's a crapshoot, at the bar”
but it's fun. It's fun
todo” “It's kind of like the |
wave of the future” (1 i cisenyL
“"We usually go (referring to and they all had
with like specials” membership clubs) certificates”
“We're not young, we're in vews. ke
our 505. 50 we know asndwe 7
el ave L
Vig've been around long e those are word of mouth.
anough to know that we o R ey
o what we like”™ Instagram® (referring to
Wehavean Amex “We read E; “Sometimes we'll o lnghe wale)
platinum, so they in every a gologs e Faith Zsna
book us stuff if we that we go York to try different
ever really need things”
help.”
ot Ftr o ot fn o says
Rarely leave Love taking photos Does
5 Don' ask
reviews but read i ol butavee
them a lot Enjoy trying new
restaurants and
always trying to stay
e oon top of what's open
- 5 . ; into "pay-to- and new in the area
weaieen  ENjOYS taking photos ot
membership 5 % g rchase
Ordler withithe programs (e.c but never kHOWS wmm
Dorsia, Cita) t i
intention of sharing = < .
their food with each ouny reviews
veresens What to do with them ke toread
other Kabtn urg about what to order
but usually order
— bve to provide based on their own
Occasionally posts istaurant opinions
food photos on IG, peommenaiations; arnpenn
thinks it would be cool : “hen asked, but
o have photos posted Melissa Lee 2sitant to share
on Bay Area Buzz line to strangers
| Fattnren

Katinpeng

Kalin P

Thinks

They think about
optimizing their dining
‘experiences by
carefully researching
restaurants and menus
in advance

Faith oy

is their favorite if it's

Fasiehiens The best dishes

are found through
While they frequently ask Inatand Sreo
for recommendations
from the bartender, they

question when they say x

of food

V't really

i if they know
he service is
to be good
actually their favorite. 2

Faith Zhang

Feels

Sometimes skeptical
about recs from the
restaurant but still
usually listen

¥atineog

Feels it's a hassle

eating with a larger

group of people

Faltn Zrang

Confident in their
own food opinions

Karnbeg

other patrons.

Fath Znarg



insights

Food enthusiasts are picky about what they
choose from a menu, and even more selective
about the tools they use to help them decide.

need

People need a way to easily combine
restaurant recommmendations, fan favorites,
and personal preferences all into one.




insights

Restaurant recommendations are valued, but
customers may sometimes be skeptical of the
bias and intent behind the recommendation.

need

People want to receive personalized expert
recommendations in a transparent and
objective manner.




Jason

Stanford student with many
allergies | 40 min. in person
interview at Tresidder

Interviewer: Faith
Tools: Otter.ai (transcription)

“If | tend to not eat a lot
from a restaurant, it just
becomes less memorable”
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“I would say | dine
out like twice a
week”

{Talking about Panda
Exprass) "l ke how | can
see the foods. I'm like,
okay, | want that"

“llike stalls 100, because
they highiight the food
and you can kind of pick
what you want, and have
Iike a tangible mage of it*

"I don't think I'm
that careful when
it comes to

“it's like a whole social
thing where I'm like, oh,
sorry, like | have these
allergens. And it's like a

the
little bit of that ary
confrontation. So | try to
avoid that.”
Kaitlin Peng
deters me*

11went 1o 8 few restaurents
where something's siresdy ore
A, 90 hey weren 50k 10
axiract 1 5o kind of
unceestand from  bghtics
stancholt, ke thay cant raaky
19ka tings out”

“If 'm in a new
location, | want to
try like the best
thing nearby”

“Tm always very, very
receptive to try new
restaurants, like | go
onto Yelp all the time”

“I like stalls too,

because they highlight

the food and you can ;.':um
kind of pick whatyou
want, and have like a

tangible image of it”

Kaitlin Peng

Jason

Very passionate when
talking about bad pizza
from restaurant in
Jackson Hole
{expensive vacation
spot)

“its like & whole social
thing where I'm like, oh,
sorry, like | have these
allergens. And its fike @
litte bit of that

confrontation. So l try to

‘avoid that;

Says

When going to
new restaurants,
still tends to eat
dishes he's more
familiar with

Tends to visit
restaurants he's
already familiar
with

Doesn't use many digital
tools to discover
restaurants, mostly
discovers them through
word of mouth

Eats chicken base
dishes a lot more
kinds of

Tends to order

food that have

pictures more than
food that doesn't roid

sines
ad
nut
Kaitlin Peng
try, first focuses
on those that have
arating of 4+
When people post food

on Instagram that looks
good and tag the location,
he adds the location to
his fist of places to try

Doesn't normally
leave reviews, but if
he does he only
leaves bad reviews

Frequents
restaurants that
have little to no
nuts on their menu

When going to

new restaurants, s
still tends to eat i
dishes he’s more
familiar with

Kaitlin Peng

Does

Takes photos of food
and will post on
Instagram if its really
good

Nicer areas should

Feelings and who

have better food/ he's with also
service impact what he
HR) the rd
wne  IUS UNNECESSAry to e e
tangil -
e |@@ve reviews unless
desire
.
it was a bad
Menu photos are a o most restaurants
big factor in H en are good with
deciding where to experlence ﬁm substituting
eat it's ex \g o ingredients
able t
newr - Melissa Lee b
and tl
in the
Thinks
1 Feels
Relieved when Frustrated by the
restaurants have imewhat additional efforts
allergen Vel \comfortable he has to put in if
information for by . . th trying out allergen info is not
farns onlne o Likes being et super transparent
e Jac
.
experimental but also .
. .
i plays it safe with
Visuals highly Generally
impact his menu- bad accomodated for at
o ) restaurants because e restaurants
restauran P
specialitie Of feal'

Melissa Lee



insights

People with dietary restrictions may want to
explore unfamiliar foods but can be
uncomfortable confronting a waiter about
their dietary needs.

need

People want to feel confident exploring new
foods and be able to easily access
information about the menu items.



insights

Pictures and visuals play a large role in a
customer’s decision-making process when
selecting a menu item.

need

People want to make informed choices that
will guarantee satisfaction with their menu
choices.




Domain Expert

How do you go about designing your menu?

What are the most common factors that customers consider when selecting items from your menu?

Can you walk me through a typical customer ordering experience?

How does your restaurant process customer feedback?

In what ways do you think the customer order experience could be improved?
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Gustavo

Assistant General Manager |
30 min. in person interview at
Gott’s Roadside

Interviewer: Joe
Notetaker: Kaitlin
Tools: Otter.ai (transcription)

“Most people usually think
about the price then look if
it’s organic”




Gustavo




Gustavo

Customers are happy
"We don't really “Menu has enough with server
basically remained recommendations
respond to Yelp, e | Customers have all and the provided
we respond more same since the information they
to website startecoue need to make the e
submissions” sbout b
e e Houng e what to order
Wetssatoe
Even with customer
“POS system tells feedback, the menu
Ay what customers oot should stay the same
people” use the ordered and how ELE T
digital menu long it's been since
they ordered it" Fan 2nana
wernss e
Falth i
Sam ey Mettes Loe
Says
Does
s <
‘submitted through
the website over Yelp
Menu specials are ki Confident in culinary
dependent on director's choices
'seasonal ingredients
P
Fen Trang N Peg
Never looks at ratings Proud that he was
Wl customize . or reviews from able to become a
recommendations
Google ‘manager within 2
each person workflow of the years
= Femn Iy s ey S
o Hoana

s Hoang hgs.



insights

People in the food service industry feel a
strong sense of responsibility for the
customer’s experience.

need

Workers want comprehensive guidelines
and feedback to ensure positive customer
experiences.



Key
Learnings

Selective
Decision-Making

Customers often weight a
multitude of different
factors when making their
menu choices.

Transparency

Personalization

Discovery +
Exploration

Dining is an
Experience

that is shaped by more than
just the quality or taste of
the food.

Digital
Influence



e Continue interviewing a
diverse range of people

W e Continue analyzing and

synthesizing interview data
Next Steps

R

e Narrow down problem

domain within dining
experiences
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e Define specific problem
statements
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Appendix

(Additional Picture Artifacts)

Ophny + Jenna Gustavo
Environment of s S
interview |

Gott’s Menu

“ Environment of
interview
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