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Objectives




Founded in 1994, SiChuan Haidilao Catering Co.,Ltd.is a direct-sale
catering chain enterprise focusing on Sichuan style hot pot and
integrating features of hot pots from various regions. Over the past
years, Haidilao Hot Pot has been dedicated to fulfilling the perfect
integration of traditional Sichuan style hot pot with modern
trendy dining habit, With the guidance of service differentiation
strategy and taking innovation as the core value, Haidilao changes
the traditional standardized and unitary services, provides
innovative and personalized featured services..

Company Profile
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Leather shoes

Use iPad to order food
Sichuan Opera
Noodle show
Nail Salon
Play Ground
Leather shoes
Massage Chair
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* Questionnaire

Methods - Mystery Shopping
* Reviews from Website




Google forms
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Partl

Please answer each question by circling one of the numbers (1 to 5) that can best

indicate your opinion. The numbers stand for the following responses. Most agree <--- Most disagree
Item 5 4 3 2 1
1 * The restaurant environment is very clean and comfortable. O O O O O
2 * Service staff dressed neatly. O O O O O
. . 3 * Menu design is simple and easy to understand. O O O O O
Q U e St I O n n a I re 4 ~ Provide very delicious food. O O O O O
5 * Good quality of soup and ingredients. O O O O O
6 * Service personnel are familiar with the menu content. O O O O O
7 * Service staff meal delivery speed. O O O O O
8 * Service staff respond promptly to customer requests. O O O O O

9 * Customers are very satisfied with the services provided by the
restaurant.

10 * Customers have a meal and feel happy in the restaurant. O O O O O




Part Il. Personal background

1 * Gender Omale oFemale

Q U eSt| O n n a I re 2" Age [020-30 031-40 041-50 051 or above

Oowords of mouth OAdvertisment
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9 * How do you know this restaurant? gOfficial website / Blog / FACEBOOK OPass by




Questionnaire

Item

5. Provide very delicious food.

6. Good quality of soup and ingredients.

7. Service personnel are familiar with the menu content.

3. Menu design is simple and easy to understand.

7. Service staff meal delivery speed.

8. Service staff respond promptly to customer requests.

2. Service staff dressed neatly.

Dimensions surfaced

Professionalism
Professionalism
Professionalism
Comfortableness
Active service
Active service

Respect



Personal background

Gender Age

gender age

51orabove

Questionnaire

41-50
31-40
Male
20-30
o% 20% 4,0% 60% 80% 60%
Number of people Number of people

* Total number of participants:54 people



Total number of participants : 54 people

Number of people
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1" The 2 ~ Service staff 3 > Menudesign 4 * Providevery 5 Good quality 6 * Service 7 ~ Service staff 8 * Service staff g * Customers 10 * Customers
restaurant dressed neatly issimple and easy delicious food of soup and personnel are meal delivery respond promptly are very satisfied have a meal and
environment is to understand ingredients  familiar with the speed to customer  with the services feel happy inthe
very clean and menu content requests provided by the restaurant
comfortable restaurant
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Service quality




10 ~ Customers have a meal and feel happy in the restaurant 6% % 0%

9 * Customers are very satisfied with the services provided by the restaurant 0% %% 0%

8 ~ Service staff respond promptly to customer requests 61% % 0%

7 ~ Service staff meal delivery speed % % %
B most agree

6 * Service personnel are familiar with the menu content 63% & 0% W agree
® no comment
5 * Good quality of soup and ingredients 970 & P m disagree
m most disagree
4 ~ Provide very delicious food 8% % %
3 * Menu design is simple and easy to understand 9% % %
@ 2 * Service staff dressed neatly 63% % 0%
1 * The restaurant environment is very clean and comfortable % % 0%

0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

X The highest is service staff dressded nealty : 99%
XThe lowest is that menu design is simple and easy to understand : 4%

Customer satisfaction




Mystery

Shopping
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Audit Form

Audit time = H H

Audit project ( score ) content score
project and Reception(20) 1.Smiley face, intimate
score greetings

2. Enthusiastic guidance, ask
carefully

M YSte ry 3. Detailed answer, friendly service

: 4. Intimate behavior
S h O p p I n g Service(20) 1. Service immediacy

2. Professional commentary

3.Review carefully and clear

notification

Customer complaints and

_ _ 1. Listening skills
complaint handling(z0)

2. complaint handling

Total score
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*Tripadvisor

e OOOOO niFiAnE DiEETHEE

Reviews voyee  TaiWan hot pot soup
from -

Website

Yummy hot pot to recommend plus very good service and
you also can enjoys some entertainment during your
dining.
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*Google comment

. Oreo Hung
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from

Website

Too expensive for foods, Everything has to pay.
(drinks. Sauce)
But excellent service.




- Key Success & Failure




Key Success &

Failure Points

Key Success Point

e Service-entertainment.

e To encourage employees create and provide
innovative ideas, methods; once opinion is
approved, will offer a bonus to the proposer.

e A mature employee benefit and promotion system
,strengthen team coherence and build up good
working atmosphere.

s Key Failure Point

e Food’s price is very high.
e Service become a hype, and insufficient
improvement in the quality of ingredients.




‘Q&A




;J\ = nglyabonga
.... (13K p2Es, lesekkur oerim.
Chna C N OO faaetilaa

[ ] =
= fitos VC'EEEE hlaundaiam 3" ]B misaota malnndo jalls g
=5 dankie = c— XBana
dhanyavad - [a G I a S S asanle manana
ubrigads == "=
THANKYOU ¢ nuem s =Mochchakkeram =
chnmakalnulmun urallasauu gracies suluay=,

W = sy ﬂ_go ralbh maith agat

deku
- BUE> o Al0alo = dakujem e
TES nistke lanemit 5 MepCH
= Kam seh hamnida Ele"ma kﬂSlh ahme IUIEh thanyavadagalu w ””ya = Mep

R _MEIC|

adh Ieal

koszonom
[

UIHGIB
hvala

= HIHU[UU

aya[lalaa
akundankun i

chokrane !

_.hedanklm




