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SERVICE OPERATION DESIGN FOR HOHOHO THERAPY CLUB 

1. About the Business Plan 

1.1 The Business Concept 

The basic business concept is that of a theme café (Appendix 1). It would combine a typical 
café (food and beverage provider) with stress and anger management as the theme. The food 
served would be a range of light meals and healthy snacks. Beverages served would be 
various kinds of coffee, tea, and juice. The stress and anger management theme would be 
applied on every aspect of the café’s environment, service people, décor, and menu. The 
competitive advantage of the business is that they provide stimulating games, events, and 
extra services for stress and anger management. Details about the products and services are 
discussed more intensively in the following sections. 

A group of NCKU students wants to help society by providing a new service called “The 
Healthy Heart Healing Club.” (HoHoHo) The name HoHoHo was chosen as an expression of 
cheerfulness, happiness, and openness in an effort to make life become much brighter, lighter, 
and simpler. HoHoHo believes that a deep understanding of people is the key to success in 
today’s marketplace. It is a ground-breaking and creative company to provide an innovative 
service for a stressful society. 

A feasibility study has been carried out and currently is still in the evaluation and refining 
phase. 

1.2 The Background/Opportunities 

Stress is often portrayed through anger. Anger, when expressed healthily, can be a productive 
way of release and control of negative emotions. Anger release and management have 
proven psychologically therapeutic benefits (Nickel, 2005). Despite the positive benefits 
associated with anger expression, it is discouraged in modern society and seen as immature 
or uncivilized (Rime, 1995).  

By society dissuading the healthy release of anger, it essentially prohibits psychological 
harmony in regards to internal feelings and external behavior and thus causes cognitive 
trauma. It is evident that individuals require a socially acceptable environment to healthily 
express anger. However, with the negative social perception of anger expression, increasingly 
busy schedules, and a lack of outlets to express anger, finding a safe medium proves difficult. 
The HoHoHo group recognized this lack of a safe emotional expression environment and sees 
opportunity for a market that is crucial in mental health and also occupied only by hired 
professionals in respect to psychotherapy.  

Taiwan possesses the highest stress levels out of any country in the world (Thornton, 2006) 
and it has no existing environment to provide the expression of individual anger in a fun and 
healthy way. To test the market potential, HoHoHo has carried out online quantitative 
research. The result can be seen in Appendix 2. 

James
Note
The opportunity could work better as the start point.
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1.3 The Business 

HoHoHo’s objective is to provide a unique service to individuals with high stress. It will 
provide a positive experience through games and social activities that are fun and promote a 
healthy body and mind.   

HoHoHo’s mission consists of social, product and economic aspects: 

The social mission is to establish a place that provides an environment in which the 
demanding needs and expectations of our core customers are fulfilled and satisfied.  

The product mission is to provide an enjoyable, cool, comforting, and safe environment to 
provide healthy and high quality services and goods. HoHoHo will also strive to promote 
business practices that encourage humane and natural treatments.  

The economic mission is to operate the business on the basis of sustainable and profitable 
growth, increase the value and assets, and explore development opportunities through self-
generative business practices. The company will also work to assure a positive working 
environment for its employees. 

2. Purpose of study 

The purpose of this study is to design a service that can provide a safe and fun environment 
to express anger. This type of service is clearly necessary in an anger repressive society and 
will benefit in the existing untapped market.  

In order to design this service, our group employed Lovelock’s Flower of Service to assess a 
productive and systematic approach to the core product - a place to relax and release stress - 
and the facilitating and enhancing factors. A blue print was subsequently designed because 
this service is unique in the café environment that was chosen. By creating a script with front 
and backstage elements, the purpose of our blueprint is to control all factors regarding the 
customer’s experience and interaction with the service. Furthermore, a superior service can 
be attained through enhancing weaker aspects while scrutinizing possible failure and wait 
points.  

3. Method of study 

HoHoHo is currently working on a business plan for a café focusing on stress release. The 
company requested our assistance in mapping out their service offering and recommending 
suggestions for improvements and solutions to weaknesses. It should be stated that this group 
has already completed extensive work with regards to their business plan, including 
consultation with existing business owners, market research and a mock business simulation 
(see section 3.3). 
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3.1 Observation 

Similar businesses were observed, including Masa Café and 85°C. Layout, service structure, 

customer behavior and interaction and service offerings were noted. Strengths and weaknesses 
within the existing service were also noted allowing the service proposal to be calibrated and 
enhanced while aiding the service flower and blueprint creation.  

3.2 Consultation 

Consultation with existing service providers was conducted by HoHoHo. These interviews 
revealed in-depth confirmation or changes to the original observations. 

3.3 Participation in Simulation 

A simulation of the business was orchestrated to do a focus study on customers’ behavior, 
product and service testing and implementation of service concept. The simulation involved: 

 Immersion: HoHoHo creators enlisted themselves as service operators and providers in 
the simulation.  

 Active participation: Participants were enlisted to take part in the service simulation and 
experience food and beverage, games and activities and ultimately, service.  

 Interviews: Interviews were conducted on participants’ thoughts concerning stress, 
expected service and the service they experienced in the simulation. Service providers 
within the simulation were also interviewed to assess productivity (efficiency and 
effectiveness) of service operation. Successes and suggestions for improvement were 
noted. 

 Observation: Participant behavior was focused on within the simulation. Customer and 
Service provider interactions were noted for potential failure points. Different situations 
were assessed for congruent behavior and possible successes.  

4. Basic Service Package 

Since this cafe will be based on the concept of an anger and stress management theme café, a 
basic service package will be offered to customers to satisfy their needs as well as make 
business profitable. The basic service package, which is also called the Flower of Service, 
includes three main parts:  

Core service 

Facilitating services 

Enhancing services 

The relationship among those parts can be illustrated in Figure 1. Each part will be discussed 
in details below. 

James
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4.1 Core Service 

The café’s core service is to provide a place to relax and release stress. The customers will be 
served healthy food and beverages such as coffee, tea, and juice. The stress/anger 
management theme will be applied to every aspect of the café’s environment, employees, 
décor, and the menu. The environment is designed to help customers relax. They can also 
release their anger or stress by playing the stimulating games, taking part in surprising events 
and using many extra fun services.  

 

 

Figure 1 The Flower of Service 

 

The games and services provided by the café will be physical, fun, and stress releasing: 

 Boxing: The boxing game will allow customers to release their anger by providing a 
target to hit. This game will not need a separate room, so it will part of the decoration. 
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The café will provide a bag and gloves, and the customers can use anything 
appropriate to hit the bag (see Appendix 3).  

 Throw-all room: This will be a special closed room with soft objects (can not cause 
injury) that the customer can throw around. Throwing and smashing soft objects will 
also allow them to release their anger and feel better. 

 Stupid gift gallery: The café will provide a place where people can give away objects 
that connects them to traumatic or hurtful events. The previous owners and other 
customers can feel free to write down their comments about the objects. 

 Carving board: This will be part of the decoration of the café. Customers will be able to 
carve or write on it to express their negative emotions. 

 Special events: They will be held every one or two months, planned for one and a half 
months, and promoted for two weeks before the event is held. Psychologists can be 
invited to discuss hot topics in the field of stress/anger management. Also, a non-
aggressive shooting game could be held. The staff could act as fun targets running 
around and dancing on the stage. The ‘weapon’ of choice could be a water gun or a 
soft toy (see Appendix 4). The winner will be given a gift. 

 Aromatherapy shock: Customers will engage in a competition where they have to 
match an aroma with something that has been sprayed with it. It will offer a fun and 
amusing (objects will be sprayed) distraction, and the winners will be given a gift.  

4.2 Facilitating Services 

4.2.1 Information 

To help the customer to be well-informed about the service, we propose the following steps.  

 Advertising. Several methods could be used. For example: Using public figures and 
experts as icons, word of mouth, holding charity events, cooperating with other 
related organizations, such as local radio stations, posting online (BBS), and 
distributing flyers and DM (direct marketing).  

 Put numerous outdoor promotional posters outside of the café to deliver information 
about the café, its services and regulations to customers. On the entrance doors it is 
best to put signs informing about the cafe’s service hours- from 11:00 am to 10:00 pm, 
“no food or beverage from outside”, and upcoming events.  

 Use indoor signs to better accommodate customers. There should be a big layout 
board (see Appendix 5) displayed near the entrance to help customers locate all 
sections. The menu can be printed in a large size (see Appendix 6). The name of the 
food and beverages should come in two versions: the anger management concept and 
the real names (in both Chinese and English). The menu will also show the details, 
prices and pictures of the food and beverages; it will be placed on the table under the 

James
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glass to keep it clean. The warnings and instructions to play games should be displayed 
next to each game/service section.  

 4.2.2 Order Taking 

On-site order execution should be used to take orders. The customer can be seated at one 
table indefinitely during the service process and all purchases will be associated with their 
table number. All the orders will be inputted into the computer system. Games and extra 
services should be provided and free for the customers to use. Customers can contact the 
staff members who operate the games and extra services before using the equipment.  

4.2.3 Billing and Payment 

There should only be one check-out point located next to the entrance door.  The billing 
system should be computerized and under the same system as order taking. It will display the 
amount due to customers. The table number the customer receives upon arrival plays an 
important part in the billing process.  Printed invoices will be available for individual 
transactions. Each bill will clearly state the amount due, the received amount, and change. All 
payments will be in cash. Credit cards will not be accepted. 

4.3 Enhancing Services 

4.3.1 Consultation 

Since the concept is different from usual cafes, there might be a lot of situations where 
customers need consultations. The staff will play an important consultation role. 

 In food and beverage selection. Customers might ask for the staff’s recommendations. 

 In using the menu to order. Since the menu has a theme, the names of the food and 
beverage are different from usual cafés. This may lead to confusion and 
misunderstanding. Thus consultation is crucial here. 

 In using games and services. Although complete instructions and cautions signs are 
provided in the game, customers might still need direct instructions, guidance, or 
personal tutoring on how to use the games and services.  

 In information about the place. The servers have to be ready and willing to help 
whenever customers have any questions.  

4.3.2 Hospitality 

To set up the stress releasing atmosphere at the café, customers’ comfort is a crucial point.  

 Staff has to be friendly and helpful to customers. The staff chosen for this position 
should be able to create a hospitable atmosphere by having a friendly and helpful 
attitude. They have to greet them at the entrance door and assist them during the 
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service process through a helpful and non-intimidating way. Their ability to speak 
foreign languages will also help in facilitating international customers.  

 To reduce the discomfort during waiting time, the café must provide some space and 
extra services to entertain the customers. The tea/coffee bar should provide seats for 
people who are waiting. There will also be a waiting area called “the Hall” where there 
will be anger/stress release services, such as a carving board, writing wall, and display 
museum (see Appendix 7) and also a comfortable sofa (referred to as “Sofa King”). 

 Provide facilities for customers. Separate washrooms are located near the waiting 
area to make it easier to access for customers. Cleanliness is a serious issue. Central 
air-conditioning should be used to keep a cool temperature.  Music can be played at a 
moderate volume. Aromatherapy and lighting can be specially designed to make sure 
customers have a positive and uplifting experience.  

4.3.3 Safekeeping  

 The first element of safekeeping is caring for the customers’ possessions. The cafe 
should arrange legal sidewalk parking for customers’ vehicles. While customers are 
playing the games they should feel secure that their belongings will be kept safely in 
the lockers beside the game sections.  

 The second element is caring for the food and beverage purchased by customers as 
well as the games. Ingredients should be fresh, and the preparation and delivery 
process should meet hygienic standards. Continual maintenance, repairs, renovation 
and upgrading will be needed for the equipment.  

4.3.4 Exceptions 

Normally, the cafe does not have a reservation service; however, reservation for big parties 
can be an exception. There can be special customized requests for food and beverage as long 
as they are not beyond the café’s capacity. 

In any service business, complaints, complements, and suggestions given by customers are 
unavoidable. Staff should be aware of these situations and prepare possible solutions. A 
comment and suggestion box should be provided for customers. 

5. Blueprinting HoHoHo theme café 

The café is a high-contact, people processing service. In order to make the service process 
more visible and detailed, we employed the blueprinting approach. This approach can clarify 
the interactions between customers and employees and how service flow is processed. It also 
provides the opportunity to identify and correct potential failure points (F) in the process. 
Standards can be developed for execution of each activity, including times for completion of 
task, maximum wait time (W) between tasks, and scripts to guide interactions between staff 
members and customers (Lovelock, 2005)1  

Reading from the top to bottom, the blueprint consists of nine components: 

James
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 Definition of standards for each front-stage activity. Provide scripts for some front-

stage activities 

 Physical evidence of front-stage activities: all of the physical exposures to customers 

 Principal customer actions 

 Line of interaction 

 Front-stage action by customer contact personnel 

 Line of visibility: distinguish between what customers experience (front stage) and the 
activities of employees and support process (back stage) which customers cannot see. 
(Lovelock, 2005) 

 Backstage actions by customer contact personnel 

 Support process involving other service personnel 

 Support process involving information technology 

 Reading from left to right, the blueprint describes the sequence of service actions over 
time. We use pictures to illustrate nine principal steps experienced by our customers, 
beginning with entering the café and ending with customer departure. The service 
process can be divided into three acts:  

 Activities before the core service is encountered,  

 Core product delivery (food and beverage consumption and game participation) 

 Subsequent activities after the core products are encountered. 

The stage here includes both the exterior and interior of the café. The front stage occupies 
the major environment, where the use of furnishing, décor, facilities, uniforms, lighting, and 
music are consistent in the efforts of creating a themed environment that meets the needs of 
the customer. 
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1. Customer arrives. 
 

 Customers are greeted at the front door by door staff. Staff says, “Welcome to the 
HoHoHo Café. How many people are in your party?” 

 A staff member checks for vacancy and directs the customer to the table. If all tables are 
occupied, the customers will be given a queuing number and directed to the Hall 
(waiting area) or Tea Bar depending on availability. As an alternative, the customer’s 
name and cell phone number could be written down so they can be contacted when 
tables are available. 

 Customers are informed of safety lockers where they can keep their belongings. 

 Customers put their belongings into the locker, take the key and go into the café. 

 In these very first steps, all the physical evidence such as nature of the neighborhood, 
the café exterior, or appearance of the staff have an impact on customer satisfaction. 
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2. Waiting customers go to the Hall or go to the Tea Bar. 
 

 Customers go to the Hall: 
o Customers can enjoy the funny mirrors on the ceiling of the Hall, watch some 

entertaining displays or try the carving wall. 

 Customers go the Tea Bar and are served beverage while waiting for their table 
o Customers will be escorted to the main area of the Café by staff to wait for their 

table. 
 
3. Customers order food and beverages. 
 

 Customers review the menu placed on the table. 

 After approximately 3 minutes, a server comes, greets the customer and asks, “Are you 
ready to order?” 

 Customers may ask the server to explain the menu. The server then explains and waits 
for customers to place their orders. 

 After customers decide, the server writes down orders in a notebook.  

 The server asks, “Would you like to order anything else?” 

 After the order is complete, the server thanks the customers and asks them to wait 
approximately 5 minutes for the beverages and 10 minutes for the food. 

 The server leaves the table and brings the order to the kitchen/bar. 

 At this step, all the physical exposure inside the café including: café décor, menu, 
appearance of staff, table setting, other guests, and anger management facilities, are 
very important to the comfort level of the customers. 

 Also, at the back-stage, it is important to ensure order and billing records are 
maintained precisely. 

 
4. Food service. 
 

 While waiting for the food, customers may be served beverage first. 

 The server picks up the food from the kitchen and brings it to the table. 

 The server places the food on the table and arranges the beverage for convenience of 
customers. 

 The server says, “Enjoy your meal.” 

 This step requires cooperation and communication between servers and kitchen/bar 
staff. 

 At the back-stage, the café needs to maintain bar/kitchen facilities to ensure food and 
beverage storage, purchase, and delivery efficiency.  

 
5. Eat meal. 
 

 Customers enjoy food and beverage. 
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6. Games and anger management service. 
 

 Customers go to the game area. 

 Customers enter game room. 

 Customers use game equipment. 

 Customers finish and leave the area. 

 The physical evidence in this step is the anger management facilities, appliances and 
appearance of the inside operator. Also, other customers play an important role in the 
physical environment of the café. 

 At the back-stage, the staff  has to maintain game equipment, ensure game inventory 
and manage the purchase and delivery of game facilities . 

 
7. Use restroom. 
 

 Customers go to the rest room and follow directions posted by the café. 

 Customers may ask a server how to go to the restroom. The server then shows them the 
location of the restroom. 

 Customers use the restroom.  

 One of the most important criteria here is the cleanliness and appearance of the 
restroom. The restroom design, light and music are utilized as tools with the aim of 
customer relaxation and stress release. 

 In order to avoid failure in customer usage, our staff should inspect the restroom 
frequently to ensure supply storage, purchase, and delivery efficiency. 

 
8. Bill presentation. 
 

 Customers go to the cashier counter. 

 A waiting cashier greets customers. 

 The cashier checks the billing system and prints out the bill. 

 The cashier delivers the bill and waits for customer payment. 

 The cashier receives customer payment by cash and says thank you to the customers. 

 The cashier returns customers change if needed and hands out the café’s business card. 

 In this step, the café pays attention to all of the physical evidence such as: bill, cashier 
counter, and staff. They are all designed to transmit the café’s spirit. 

 
9. Customers depart. 
 

 Customers go to the safety locker to take their belongings. 

 Customers go to the exit. 

 Customers leave the Café and door staff says, “Thank you for coming. Please come again 
soon.” 
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 This is the last time the customers are exposed to the physical evidence. The 

appearance of the door staff and shop exterior all influence the perceived values of the 
service. 

6. Conclusion 

The service operations flow design is considered reasonable and feasible to implement. 
Through the process of designing the service blueprint, we have identified several possible 
failure points. Potential solutions to these failure points are offered below. 

6.1 Failure Points Solutions 

According to Lovelock, “a good blueprint should draw attention to points in service delivery 
where things are particularly at risk of going wrong” (Lovelock, 2005). Based on the service 
process described in the blueprint above, there are eight potential failure points that may 
result in failure to access or enjoy the core product. 

One problem that remains with regards to the service flow and blueprint relates to the core 
service of the café. The anger/stress management games and services are pivotal to the café’s 
performance, but it is sometimes unclear how they will be integrated into the service flow. 
The layout of the café must be finalized in order to fully understand and properly design how 
the games can fit in with the rest of the café’s services. Since it is a unique style of café, new 
customers must be made to feel comfortable in what will be an unfamiliar environment.  

By mapping out the service blueprint we have been able to identify possible service failures 
and solutions for HoHoHo. We believe that the service flow will be both leaner and smoother 
if the suggestions are followed and the game area is properly integrated into the café.  
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No. Failure points Recommendations

F1 Door staff gives customers wrong queuing number, or 

the inside operator calls the wrong number 

Improve documentation. Don’t take numbers, sort people by 

the number of people in their party and what table is 

available. 

F2 Server makes mistakes in taking customer’s order Provide a clear and easy-to-mark menu for the server to take 

the order. Repeat the order with the customer.

F3 Server makes mistakes in delivering customer’s order to 

kitchen/bar

The solution to F2 will help reduce this problem. The order 

will be inputted into a computer for the chefs to read and 

know what to make. Training will be provided on how to use 

the computer system. Mistakes will be because of human 

error and should be apologized for.

F4 Back-stage makes mistakes in billing records Refer to F3

F5 Food or beverage is out of stock Apologize and consult on a substitute. Try to make sure that 

inventory is always checked and maintained. Servers should 

be informed about what is in stock.

F6 When playing games, customers get hurt, equipment 

breaks, or customers are disturbed by other customers.

First aid kits are on hand. Encourage employees to learn first 

aid. Have official procedures to deal with emergencies. 

Twice a day maintenance and safety checks on games. If 

game breaks during play, the game should be stopped and 

fixed when there is time.

F7 Game’s facilities are out of stock or broken equipment 

cannot be repaired or replaced at the right time.

Have replacement parts in inventory to deal with game 

issues.

F8 Mistakes in delivering bills, amount owed is incorrect or 

the wrong amount of change is delivered

Wait for the customer to ask for the bill. Incorporate 

computer system in payment. In case of human error, 

apologize to the customer.
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James
Note
Mistakes?  too early?
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Appendix 1: HoHoHo’s Business Concept 
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Appendix 2: HoHoHo’s Preliminary Feasibility Study 

HoHoHo held an online qualitative research questionnaire, and had 155 responses, the result 
shows that: 

 From the response for frequency of people feeling depressed/stressed per week, it can 
be seen that most people are stressed almost everyday of the week. The second highest 
is within 1-2 days. 

 

 Outlets for stress releasing: they put other popular recreational places as direct 
competitors (bar, café, game centre, gym, KTV). Result shows that the existing 
recreation places (bar, café, game centre, gym, KTV) still cannot satisfy the need for 
stress release. The majority of people are still seeking for other outlets for stress/anger 
release.  

 

James
Pencil
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 Based on the result in the question of what people do to calm themselves, there is still a 
lot of stress/anger release methods that can be explored.  

 
The overall result shows that this business concept has a high opportunity to acquire the 
potential untapped market. HoHoHo will provide the all-in-one services which other 
recreational places (competitors) cannot provide. The cafe will explore more innovative 
methods which will make the business unique from other competitors. 

James
Pencil

James
Pencil

James
Pencil

James
Note
Doing what?  Too much in others
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Appendix 3: Boxing Game 
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Appendix 4: Example of Special Events 
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Appendix 5: Floor Layout 
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Appendix 6: Menu Sample 
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Appendix 7: Example of Extra Services  
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