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Revised Project Proposal & Storyboards

1. Problem: When lines at the local fast food restaurant are long, it both delays people in a hurry and turns away others that simply cannot spare the extra twenty minutes of waiting in line. We propose iMenu, which would enable customers who already own a WiFi enabled device to order online while at In-N-Out both saving a long wait in line and simplifying the ordering process.

2. Analysis of the Problem: During peak hours and tourist seasons, lines at local favorites grow to gargantuan proportions, among the most affected is In-N-Out.  Lines can grow up to twenty minutes long when tour buses offload their hungry passengers, which affectively turns the regular customers away.  By allowing customers to use iMenu, the long delays by In-N-Out can be avoided via two mechanisms.  The first is allowing the user to bypass the long waits in line.  The second reduces the bottleneck at the register and allows the In-N-Out staff to prepare more food at once, increasing the throughput of orders fulfilled.  iMenu also allows for users to customize their own combination meals.  So instead of ordering a double-double with grilled onions, animal style fries, and a chocolate shake,” it can just be combo number 1.

3. Existing Approaches and Contextual Inquiry: After quite a bit of research, it appears no one has yet created a device that performs a function identical to the one mapped out in the project proposal.  Yet the desire to avoid lines and increase efficiency has led to many other technological innovations in the ordering process.  While these other products vary from ours in approach their goal is the same: to reduce transaction time and minimize customer interaction overhead.  Two services stood out above the others researched as the best instance of a service providing a parallel product.  
Waiters on Wheels


One of the best known services, Waiters on Wheels services thousands of customers all around the Bay Area.  The Waiters on Wheels service enables a customer to select from a large number of restaurants online including anything from the higher end Gary Danko’s to a commoner’s favorite, Chili’s.  The online interface includes a list of menu items for each restaurant and calculates the bill online as well.  After completing the purchase, someone from Waiters on Wheels picks contacts the restaurant you have chosen supplying them the order guaranteeing its integrity.  The Waiters on Wheels service then picks up the food from the restaurant and delivers it to you.  The service is excellent and quote convenient especially for late nights in the office, although it is fairly expensive and takes well over an hour most of the time.  The most critical takeaway from this model is the realization that consumers can and have already made the transition from ordering via a person behind a cash register to ordering via a web browser-based transaction process.  

Little Caesar’s

Little Caesar’s Pizza is another example of a business model built around the competitive edge of providing a smoother and faster transaction time.  Little Caesar’s is a pizza restaurant much like Pizza Hut or roundtable except that they generally do not deliver and they generally do not have seats built inside of the restaurant.  Rather, one calls them on the phone places an order, and then picks it up oneself.  Although built around a much older technological implementation, Little Caesar’s nonetheless is more similar than different to iMenu in terms of end product delivered.  Little Caesar’s phone interface enables the customer to avoid the hassle of waiting in a line and then waiting for food to cook.  Although they have to physically drive to pick up the pizza, they were going to do that anyways presumably if they were planning on dining out.  Hence, the net transaction costs in terms of customer time are substantially reduced via the Little Caesar’s model.
The iMenu Product


After analyzing the existing services and products that reduce transaction times across the restaurant world, the most clear insight is that consumers do have a discernable need.  Desiring added efficiency, consumers are willing to learn innovative new processes for ordering including phone menus and web site navigation schemes.  Hence, although the interface challenge is heightened by the introduction of a new restaurant ordering medium, the pocket pc, it will in no way be prohibitive to customer adoption as the customers have previously showed their willingness to adopt new technological mediums and ordering workflow paradigms. 


More over, the analysis of existing products provides a context to properly define the exact user niche we will be servicing with iMenu.  iMenu will add the bulk of its value on the margins.  During peak meal hours when In-N-Out’s line is prohibitively long, iMenu will significantly increase the customer throughput for In ‘N Out.  During times when In ‘N Out’s line is short there will be no compelling reason to use iMenu.  In-N-Out’s infrastructure is quite conducive to iMenu as the implementaiton on In-N-Out’s end is little more than a web-connected receipt generator.  Hence the relative costs are an order of magnitude less than the relative benefits even if iMenu only affects customers on the margins.  

4. Our Solution: iMenu is a combination of a web interface over a PDA along with a database of user information (including secure credit card transactions) and a receipt printer.  Users logon to our server at any In-N-Out location and place their order with us in order to bypass the line.  From the In-N-Out employees’ perspective, nothing changes because the same paper receipt still prints out in the kitchen.  We simply handle all the interaction that happens at the register.  Payment is done by credit card on our server and we pass on payments to In-N-Out.  If users need a paper receipt they will receive In-N-Out’s copy with their meal (which is a part of In-N-Out’s current policy), and in addition we can install a receipt printer and give users the option to have the paper receipt that they normally get at the register.

5. Storyboards:
6. Experiment:
An experiment that is feasible to do with our device is to give potential users paper mockups of our device at peak times in In-N-Out.  Our subjects would have to be willing to delay their meal temporarily because we cannot actually order their food from a paper mockup.  We could calculate how much time is saved (or lost) compared to the current status of the line when a user “orders” his or her food via a web-enabled phone or PDA.  Aside from time saved, a strong measure of success for this experiment would be user experience.  If a user enjoyed sitting at a table and ordering through his or her mobile device instead of waiting in-line then this would represent one level of success.  If the user reported that he or she would likely use this device in the future to order at In-N-Out, then this would be another mark of success.  

Regarding variables in the experiment procedure, there are a couple of components that we can change to test different elements of our project.  For example, we can test a first-time user’s speed in comparison to an experienced user’s speed in order to establish benchmarks of time-saved for the two different types of users.  We could also vary user interface designs to determine whether a graphical point-and-click interface is more or less “effective” than a web form interface (note the difference in storyboard interfaces for examples of each type of interface).  Effectiveness could be measured in time-saved; however, the best measurement of effectiveness would be much fuzzier.  If one interface was noted to cause increased hesitation, that would be an argument against its effectiveness.  Similarly, if one interface led to an increase in incorrect order placements then that would exemplify its lack of effectiveness.  Another measure would be if users are scrolling more or less (an annoying task on a PDA/SmartPhone) with one interface over another.

