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A CASES ANALYSIS ON
SUCCESSFUL OPERATIO
TIME CONTROL OF FOOD
SERVICE PROCESS FOR
TWO DIFFERENT THEME
RESTAURANT CHAINS

Tsong-Zen Liu Ph.D.
Department of Food & Beverage Management,
National Kaohsiung University of Hospitality and Tourism

o Introduction
6 Research Methods
o Results and Discussions

Conclusions
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Introduction: Motivations

“ What happened good and bad in theme
restaurant chains at Taiwan

= Standardization v.s. Flexibility
= Time Constraint v.s. Free Access

“ How to increase the food service efficacy of
restaurant servers? Efficient and effective

Introduction: Goals

“ analyze the successful operation time
control models by comparing the food
service processes of two famous theme
restaurant chains

“ Taiwan style (rigid) v.s. American style
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Research Methods

1. Collecting background data of

the restaurants

2. Analyzing S.O.P:s

3. Computing service blueprints

4. Integrating the valued data of

restaurants

5. Cross comparing the

elationships with results of
erviews and observations

AU
interview records anaI‘y‘s‘::b
1. Setting up questions of 7:,3
interview 3

2. Choosing the respondentss
3. Setting up time and placg of

interview =
Doing the interview

observation analysis:

1. Deciding the process items to
be observed

2. Choosing the observing objects
3. Setting up times and places of
observations

4. Training the observers

5. Observing the service prog
at real site

6. Recording the results off
observations

7. Analyzing operation
periods

Content
analysis

In-depth
Interview

On-site
Observing

Results : Cases Study

American Style (17 branches)

* 1. Area : international brand of
American

* 2. Main dish : pork ribs, kinds
of steak, American style foods

3. Product attributes : A la
carte dishes based, cordial and
comfortable service, warm,
modern and happy atmosphere

* 4. Objective customer level:
25-35 year-old young people

¢ 1. Area : local brand of Taiwan

e 2. Main dish : pork steak with
curry source

« 3. Product attributes : set menu
dishes based, cordial and
comfortable service, warm,
simple and modern atmosphere

* 4, Objective customer level:
25-35 year-old young people
who are officers, families or

who are officers, families or students

students 5. Average consumption: NT$
* 5. Average consumption: NT$ 250 to 300

400 to 500 * 6. Number of seats and staff :

* 6. Number of seats and staff :
213 seats, 18 servers and 12
chefs

108 seats, 17 servers and 12
chefs

] [
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Results : S.0.P. Comparison
E X restaurant (American)

Description Time Description Time

Results : S.0.P. Comparison

Description Time Description Time
ETI Add tea during the dining Deliver salad and soup 7 mins

Welcome customers Welcome customers

: : Ask for requiring steam Execute quality assurance
“ ;r;;rtoduce STANCHRTS 1 ™D E———————— 0.5 min n rice and confirm other needs 4
» Ask the dining quality at 11 mins Deliver main course and
Add tea and give menu 3mins L‘q‘;’;}ofuce server and give . main course 1/3 finished clean appetizers
N n Ask to clean table at main Execute quality assurance S
N = :
Confirm  orders and 5 ... Confirm and repeat orders , . = 1} course finished of main course t
introduce sources and drinks ) Prepare desert and send Ask for requiring more 3 mins )
“ Key in orders to POS Key in orders to POS 2 mins § ;r;:!eccustomer suggestion 14'mins ?r?ar;rlsscoi?ge I R {
Send order to kitchen and : Send order to kitchen and 1 i
- 7 mins ot 3 mins H Deliver deserts and drinks Deliver deserts 3 mins
- Deliver appetizers Deliver drinks Customers leave seats e Customers leave seats Simine
T P e 0 Check out and settlement Check out and settlement
sk for requiring more eliver 7" small round disc = =
- Cabtage e e — T See customers out ‘ See customers out .
Clean table and prepare 1 mins Clean table and prepare 1min |
n Deliver main course Deliver appetizers ! new setting new setting |
- —~

Results : S.0.P. Comparison Results : On-site Observation
X restaurant (Taiwan)

SOP oM 0_SD Max Min SopP OM OSD Max Min

“ The total used time periods for completing
one cycle of customer service process are

46 minutes (X TaiWan)and 37 minutes (Y i 1.00 0.00 1.00 1.00 1 0.81 1.50 8.00 0.50
American) respective|y 2 1.33 0.49 2.00 1.00 1 1.48 0.82 4.00 1.00
" ) . 3 3.44 3.36 13.00 1.00 2 3.36 2.12 8.00 1.00
<> The'serwce style of Y restaurant is more . R AI AT AR TSl AT
ﬂeXIbIe than X reStaurant' 7 8.22 3.56 16.00 4.00 7 8.72 4.03 19.00 4.00 &

11 6.67 4.01 14.00 0.00 14 10.16 490 22.00 2.00 g
12 10.61 8.90 30.00 0.00 1 11.52 8.88 30.00 0.00

“ The real elapsed time of whole service
process of Y (American) restaurant may be
larger than that of X (Taiwan) restaurant

f=e

4 4.89 596  25.00 1.00 2 920 1238 5300 1.00 |
4 3.44 1.89  7.00 1.00 3 436 433 18.00 0.00
1 3.44 6.82  30.00 1.00 2 3.00 3.11 1500 1.00
ISl 46 4533 37 5525
SOP: Setting Operation Time, O_M: Measure Operation Time, VW;:
O_SD: Measure Times' Standard Deviation

Results : On-site Observation

“ Six observers were trained to execute the % Slowing down the guests’ number and speed of
observation activities at lunch and dinner reception process in order that servers have
times from January to April 2012. sufficient time to complete service procedures.

“» Numbers of on-site observations are 18 and < Enhancing the service procedure and
25 for X and Y restaurants respectively. information communication skills of servers in

ST rder rom h rvi lity.

< The service delays of X restaurant were “fl order to promote the service quality

happen at step 3, 4, 5 and 10. number of T 4 < Initiatively concerning and helping new guests

service delays was 36. to complete ordering dishes in order to decease

the waiting time during order process.

< Thanks the 2011 graduate students of food and beverage '
management department who are Yin-Yin Su, Yi-Zhen Su,
Ying-Rou Kuo, Chun-Wei Kuo, Yi-Cheng Chui and Yi-Ling
Hsien for their hard assistant works on making the )
interviews and on-site observations. b1 v

“ The service delays of Y restaurant were
happen at step 1, 3, 4, 5, 6, 9 and 10.
number of service delays was 44.

£
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4= : About the BAI

International Conference on Business and Information (BAI) is an annual meeting for scholars around
the world. Papers are invited from all related areas of Business and Information.

The aim of the BAI Conference is to serve as a forum for scholars of the business and information
disciplines. The BAI Conference has been established on a global basis.

The BAI2012 had been held at Renaissance Sapporo Hotel, Sapporo, July 03-05, 2012.

The BAI2011 had been held at Landmark Bangkok Hotel, Bangkok, July 04-06, 2011.

The BAI2010 had been held at Rihga Royal Hotel Kokura, Kitakyushu, July 05-07, 2010.
The BAI2009 had been held at Parkroyal Hotel Kuala Lumpur, July 06-08, 2009.

The BAI2008 had been held at JW Marriott Hotel, Seoul, July 07-09, 2008.

The BAI 2007 had been held at InterContinental Hotel, Tokyo Bay, Tokyo, July 10-13, 2007.
The BAI 2006 had been held at Pan Pacific Hotel, Singapore, July 12-14, 2006.

The BAI 2005 had been held at the Hong Kong Harbour Plaze Hotel, July 14-15, 2005.

The BAI 2004 had been held at the Chientan Youth Activity Center, Taipei City, Taiwan, March 26,
2004.

The 2013 International Conference on Business and Information (BAI12013) is to be held at Bali,
Indonesia. The scholars are encouraged to submit papers or abstracts on any aspect of business and
Information including but not limited to the following topics:

Accounting

Business Administration

Business Policy and Strategy
Economics

Electronic Commerce
Entrepreneurship

Financial and Banking

Health Care Administration

Human Resource

Information System and Technology
International Business

Management and Organization Behavior

Management Education

11



Management Information System
Managerial Consultation
Marketing

Operations Management
Organizational Development and Change
Non-Profit Sector Management
Research Methods

Social Issues in Management
Technology and Innovation

Web Technology and Management
Other Relevant Topics
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A CASES ANALYSIS ON SUCCESSFUL OPERATION TIME CONTROL OF
FOOD SERVICE PROCESS FOR TWO DIFFERENT THEME RESTAURANT
CHAINS

Tsong-Zen Liu,
Department of Food and Beverage Management, National Kaohsiung University of Hospitality and
Tourism,
No. 1, Shung-Ho Rd., Hsiao-Kang, Kaohsiung City 81229, Taiwan ROC
Itzen@mail.nkuht.edu.tw

ABSTRACT
Goal of this paper is to analyze the successful operation time control models by comparing the

food service processes of two famous theme restaurant chains. These two restaurants employ America
and Taiwan management style respectively. The research methods include service blueprint analysis,
interview records analysis and systemic diverse sampling observation analysis. Results of this
research showed that there are eight and four obvious time delayed check points for America and
Taiwan management style theme restaurants respectively. In addition, the four main factors which
affect effective time control to decrease the service efficacy are the familiar degree of customers to
restaurant, the customer number of one meal period, the work efficiency of food preparation and, the
familiar degree of field servers to service procedure. Therefore, this study gives the following
suggestions to these two theme restaurant chains. First is slowing down the guest number and speed of
reception process in order that field servers have sufficient time to complete service procedures.
Second is enhancing the service procedure and information communication skills of field servers in
order to promote the service quality. Third is initiatively concerning and helping new guests to
complete ordering dishes in order to decease the waiting time during order process.

Keywords: Case Analysis, Theme Restaurant Chain, Operation Time Control, Food Service Efficacy

INTRODUCTION

As facing the trend of industry quickly promotion and environment highly competition, food
service industry need to consider how to adopt more efficient operating procedure and give
consideration to good service quality. Hence, increasing the food service efficacy of field server will
become an important issue that needs to be overcome for theme restaurant chains recently. The
research targets of this study are two famous theme restaurant chains that employ America and Taiwan
management style respectively. Standard operation procedure produced by enterprise headquarter,
deep interviews of field servers and real-time measurements of field observations will be used to
analyze and compare for recognizing the gaps between these triangle factors.
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In this study, there were 4 field servers be interviewed and more than 18 real-time service
processes including lunch and dinner periods be observed in the two theme restaurant chains. Results
of this research showed that there are 8 and 4 obvious time delayed check points for America and
Taiwan management style theme restaurants respectively. In addition, the 4 main factors which affect
effective time control to decrease the service efficacy are the familiar degree of customers to
restaurant, the customer number of one meal period, the work efficiency of food preparation and, the
familiar degree of field servers to service procedure. Therefore, this study gives the following
suggestions to these two theme restaurant chains. First is slowing down the guest number and speed of
reception process in order that field servers have sufficient time to complete service procedures.
Second is enhancing the service procedure and information communication skills of field servers in
order to promote the service quality. Third is initiatively concerning and helping new guests to
complete ordering dishes in order to decease the waiting time during order process.

RESEARCH METHODS
The qualitative methods used in this study include service blueprint job analysis, interview
records analysis and systemic diverse sampling observation analysis. Cross comparisons of the three
analysis results are used to describe the relationship between the corporate’s business philosophy, the
staff’s operation opinions and the customer’s acceptance behaviors. Detail items of three research
methods are shown in Table 1.

Table 1: The detail items of three research method for cross comparison

S.0.P job analysis interview records analysis observation analysis
1. Collecting background 1. Setting up questions of 1. Deciding the process

data of the restaurants
. Analyzing S.O.P.s
Computing service
blueprints

Integrating the valued
data of restaurants
Cross comparing the
relationships with
results of interviews
and observations

. Analyzing

interview

Choosing the
respondents

Setting up time and
place of interview
Doing the interview
Sorting out interview
transcripts

interview
results

. Analyzing

items to be observed
Choosing the
observing objects
Setting up times and
places of observations
Training the observers
Observing the service
process at real site
Recording the results
of observations
operation
time periods

CASES ANALYSIS

This section will represent the cases analysis of two different restaurant chains with Taiwan and
American management styles. The standard operation procedure (S.0.P.) of two theme restaurant

14



chains will also be described in this section.

Taiwan management style restaurant chain
There are 17 branch restaurants of this restaurant chain. In this paper, restaurant with Taiwan
management style was denoted as X restaurant. The brief introduction of X restaurant can be
described as followings:

1. Area: local brand of Taiwan

2. Maindish : pork steak with curry source

3. Product attributes : set menu dishes based, cordial and comfortable service, warm, simple and

modern atmosphere
. Objective customer level: 25-35 year-old young people who are officers, families or students
5. Average consumption: NT$ 250 to 300
6. Number of seats and staff : 108 seats, 17 servers and 12 chefs

American management style restaurant chain
There are 17 branch restaurants of this restaurant chain in Taiwan and hundreds restaurants in the
world. In this paper, restaurant with Taiwan management style was denoted as Y restaurant. The brief
introduction of Y restaurant can be described as followings:

1. Area: international brand of American

2. Main dish : pork ribs, kinds of steak, American style foods

3. Product attributes : A la carte dishes based, cordial and comfortable service, warm, modern and

happy atmosphere

4. Objective customer level: 25-35 year-old young people who are officers, families or students

5. Average consumption: NT$ 400 to 500

6. Number of seats and staff : 213 seats, 18 servers and 12 chefs

Comparisons of two restaurants’ S.O.P.s

According to the official documents of these two restaurant chains, this study analyzed jobs
descriptions and operation procedures and conduct into 19 similar steps for comparing time required.
Results of S.0O.P. comparison are shown in Table 2. The total used time periods for completing one
cycle of customer service process are 46 minutes and 37 minutes for X and Y restaurants respectively.
Although setting time period of Y restaurant is shorter than X restaurant, the service style of Y
restaurant is more flexible than X restaurant. Then, the real elapsed time of whole service process of Y
restaurant may be larger than that of X restaurant. This phenomenon will be tested in next section by
on-site observing the whole service processes of X and Y restaurants.

15



Table 2: Results of S.O.P. comparison for two restaurants

Step X restaurant Y restaurant
no. Description Time Description Time
Welcome customers . Welcome customers _
1 min 1 min
2 Introduce and lead to seat Introduce and lead to seat
Add tea and give menu _ Introduce server and give _
3 2 mins 1 min
menu
Confirm  orders and ) Confirm and repeat orders i
4 . 3 mins . 1 min
introduce sources and drinks
5 Key in orders to POS Key in orders to POS
Send order to kitchen and i Send order to kitchen and )
6 1 min 4 mins
bar bar
7 Deliver appetizers Deliver drinks
8 Ask for requiring more Deliver 7”7 small round
cabbage 7 mins  disc and wet tissues 7 mi
- ) : - mins
9 Deliver main course Deliver appetizers
10  Add tea during the dining Deliver salad and soup
1 Ask for requiring steam Execute quality assurance
rice and confirm other needs ]
— - . 5 - 14 mins
19 Ask the dining quality at 11 mins Deliver main course and
main course 1/3 finished clean appetizers
13 Ask to clean table at Execute quality assurance
main course finished of main course
Prepare desert and send Ask for requiring more 3 mins
14 the customer suggestion 12 mins drinks and clean discs of
sheet main course
Deliver  deserts and i Deliver deserts )
15 . 4 mins 3 mins
drinks
16 Customers leave seats Ami Customers leave seats
mins
17  Check out and settlement Check out and settlement
18  See customers out See customers out 2 mins
19 Clean table and prepare 1mins Clean table and prepare
new setting new setting
Total used time 46 mins  Total used time 37 mins

RESULTS OF ON-SITE OBSERVATIONS
Systemic diverse sampling observation method was used in this study to record the elapsed times of

16



each operation step during the whole service process. According to S.O.P. of two restaurants, this
study separated and clustered the whole service process into 10 steps for effective time measurement.
Six observers were trained to execute the observation activities at lunch and dinner times from
January to April 2012. Numbers of on-site observations are 18 and 25 for X and Y restaurants
respectively. The results of on-site observations are shown in Table 3.

Table 3: Results of on-site observations for two restaurants

Key X restaurant Y restaurant

Step SOP OM OSD Max Min SOP OM OSD Max Min
1 1 1.00 0.00 1.00 1.00 1 0.81 150 8.00 0.50
1.33 0.49 2.00 1.00 1 148 082 4.00 1.00
3.44 3.36 13.00 1.00 2 3.36 212 8.00 1.00
2.28 1.56 6.00 1.00 4 264 182 7.00 0.00
8.22 3.56 16.00 4.00 7 872 4.03 19.00 4.00
6.67 401 14.00 0.00 14 10.16 490 22.00 2.00
12 10.61 890 30.00 0.00 1 1152 8.88 30.00 0.00
4 4.89 596 25.00 1.00 2 9.20 12.38 53.00 1.00
4 3.44 1.89 7.00 1.00 3 436 433 18.00 0.00
3.44 6.82 30.00 1.00 2 3.00 311 15.00 1.00
Total 46  45.33 37 55.25

NP WN

OO |N|OO|O|d~W(N
[
=

[EEN
o
[EEN

CONCLUSIONS AND SUGGESTIONS
In this study, there were 4 field servers be interviewed and more than 18 real-time service processes
including lunch and dinner periods be observed in the two theme restaurant chains. Results of this
research showed that there are 8 and 4 obvious time delayed check points for America and Taiwan
management style theme restaurants respectively. In addition, the 4 main factors which affect effective
time control to decrease the service efficacy are the familiar degree of customers to restaurant, the
customer number of one meal period, the work efficiency of food preparation and, the familiar degree
of field servers to service procedure. Therefore, this study gives the following suggestions to these
two theme restaurant chains. First is slowing down the guest number and speed of reception process in
order that field servers have sufficient time to complete service procedures. Second is enhancing the
service procedure and information communication skills of field servers in order to promote the
service quality. Third is initiatively concerning and helping new guests to complete ordering dishes in
order to decease the waiting time during order process.
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