


After deciding the research direction, |
visited several hot pot restaurants, con-
ducted interviews and user surveys, and
selected the downtown business district
as the survey site for preliminary investi-
gation.
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Some restaurants will have queues, people can Preced i ng a meal

only play mobile phones to consume time, and
they don't know when it will be their turn.

Some restaurants don't even provide chairs, so people
have to stand and wait.

Some restau-
rants give
people free
drinks and sun-
flower seeds to
reduce the emo-
tions caused by
walting.




If the seasoning is not supplied in time, there will be shortages.
Exposure to the air without any precautions during the out-

break.

There is some dirt on the table and some
spices have spilled
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Some restaurants will put some
recommended seasoning tips on

the wall.
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Some restaurants provide customers with special ser-
vices such as manicures, hand care, and shoeshine.
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Some
restau-
rants
have
fewer
walters
and use
robots
to at-
tract
Cus-
tomers




The hall was crowded and there
was no partition.

Some restaurants put
dolls with one person's
customers.




Some restaurants will choose the way of online checkout, Aﬂer a meal
through the machine, there is no human operation

They are mostly
paid online. Few
people use cash or
credit cards nowa-
days




The way consumers book restaurants

Material collection

| got some data on the Meituan app, the data is nationwide. And |
found that the main users of hot pot are women aged 21to 30, so |
Online e service platform Telephone reservation Restaurant WeChat set It as the ta rget user,

42.5%

Changes of hot pot consumption orders in 18-19 years Changes in consumption orders of various types of hot pot in 18-19 years

above 80yuan

50-80yuan

Sichuan and Chongging
hotpot

Northern hotpot
Guangdong system hotpot

Taiwan style hotpot
Yun-Gui hotpot

30-50yuan

Below 30 yuan 18-03 18-04 18-05 18-06 18-07 18-08 18-09 18-10 18-11 18-12 10-01 10-02 18-03 18-04 18-05 18-06 18-07 18-08 18-09 18-10 18-11 18-12 10-01 10-02

spring season summer season autumn season winter season spring season summer season autumn season winter season

2017 2018 2019

Medium catering is still the mainstream of the hot pot market: nearly 80% of the hot pot

restaurants in the 1n‘dustry are con trolled' between 30-80 yuan . From the statistical chart, autumn and winter are the peak season of hot pot consump- The monthly consumption orders of Taiwan hot pot are relatively stable.
The proportion of high-end catering has increased: from 2017 to 2019, the proportion of . . . .o .

. . tion, but summer is not the off-season in traditional cognition.
hot pot restaurants above 80 yuan increased by 1.7%, and the number of stores increased

by 51.6%

B female male . . . .
Main considerations when choosing hot pot restaurant

the whole hotpot Under 20 years old

80.7%

reputation
] ] 21-25 years old Over 40 years old
Sichuan and Chongging
hotpot
price 64.7%
Northern hotpot 36-40 years old locati 62.6%
ocation 6%
Guangdong system hotpot Are there any pre;g???:i 59.6%
iviti
Can I pay online 43.1%
Taiwan style hotpot
31-35years old
Can I order by mobile phone 39.4%
Yun-Gui hotpot
Can I wait online 30.1%

26-30 years old

A

58%
Female consumers prefer hot pot, The overall male-female ratio of hot pot consumers is
6:4
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dishes enough . close to business district
Ingredients

sanitary conditions
decoration
cost-effective
The location is easy to find

| . » dishes not enough
sanitary conditions :

slow Serving It's not easy to park

service

taste
\/
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| interviewed the staff and consumers. From
the interview, | can understand the opera-
tion structure of the hot pot shop, and have
a certain understanding of the behavior and
attitude of consumers.




Persona

Dana

Student

ABOUT GOALS

® Age 23 ® Discover a unigue hot pot restaurants
® Location Jinan ® Eat well and posh restaurants

¢ 1500-3000¥ ® Meeting place with friends

BIO PAIN POINTS

Dana likes to accept new things and goes ® The same kind of hot pot tastes similar, |
to the mall when she doesn't have classes. don't know how to make a choice

Every month thgre B3 4 s ,to choose e After eating, there will be a smell left on
to eat hot pot. Like to play mobile phones, the clothes

and like to take pictures of things around

to share on social media. She likes a lively ® Spicy food will lead to acne
environment.

MOTIVATIONS
PERSONALITY Variety of dishes

Introvert Extrovert
_

Impatience Service attitude

Perceiving Judging

- Theme features

Environmental

FAVORITEBRANDS  (#) iBIR 15




Empathy Map

WHAT DOES SHE
HERE?

¢ Her friend recommended her to try the new restaurant.

* She heard the babble of voices in the hall, everyone
talking and laughing.

WHAT DOES SHE
THINK AND FEEL?

® She worried about gastrointestinal problems, will she get
acne after eating?

¢ She was upset about waiting in line.

e She is worried that the price is too high and the food is little.

e She wants to try new things.

e |s the food fresh? Is the environment hygienic?

e |s there any favorite food | want here?

WHAT DOES SHE
SEE?

* She saw people eating hot pot around the table.

¢ The spices in the spices district spilled over the table.

¢ She saw a lively atmosphere in the restaurant, hot pot
business is very good.

Dana LI
Student

WHAT DOES SHE
SAY AND DO?

e She was surprised by the hotpot restaurant's activities.

e She went to restaurants her friends had recommended and compared them.

¢ She took photos of the meal and shared them on social media, commenting
on it.

GAIN

» Good service attitude ® Bonus freshener or breath mints
e A distinctive environment e Smart apps filter information
e A complete menu




User Experience Map

People usually take more
than an hour to eat

People want something
special

Customer Journey

Before the meal

People choose hot pot because of its
taste, dishes and health

During the meal

After the meal

Choose a restaurant Wait for the dishes Take the sauce Eat hot pot Check out

- Sitting

[ )
ﬁ‘ - Friend recommended

Doing

EE - Browsing on line

- Line up
- Watch the
- Take a number

- &

A

- Order
- Selet

- Whether there are
d\etary restrictions

- Take the sauce

G - Photo recording and
sharing

- Add water

m
' - Waiting for food

- Wash hands

- Select payment

method Py

ti\"
- Share with a
friend

v

- Evaluate feedback online

- I'm a little confused, which one should | choose?
- How long will | have to wait?

Thinking - Is this restaurant taste good? Expensive?

- Will there be enough dishes for us?

- There are so many kinds of hotpot, which one is better?

- Does this restaurant have a single room? Want a quiet meal.

- What if there is no sauce | want to eat?
- The waiter is so busy that | have to shout for water many times.
- Is the food fresh?

- Are there any special
offers?

- I'm going to share this
restaurant online.

- Can | have diarrhea?

- It's boring to wait in line too long.

- | expected so many people, but | didn't expect so many.
- | ordered the waiter several times, but no one answered.
- | have to share tables with someone who | don’t know.

- Waiting outside was cold and hungry.

Felling

1.Too few dishes.

2.The quality of the dishes is not bad. The meat is delicious.
3.The sauce doesn't have the chili which | want to.

5.Eat very satisfied, happy.

- Come here next time.
- Clothes are full of
smell, which affects the
mood.

- Eating pepper, worry-
ing about acne.

contact Shopping malls, supermarkets, WeChat, Meituan (app)

point comments (app)

, residential areas, public

Menu, waiters, restaurant environment, overall service, in store activities

Overall service,

waiters,apps

Happy

Joyful

Emotions \

% ¢ Depressed
—

(-

Anxious

¢ o

A a4 Worry

- Looking for store characteristics.

Opportunity

- Introducing special dishes, offer special snacks to waiting customers.
- Strengthen operation publicity, let users discover the restaurant.

- Increasing service quality, Let users get help.
- Through store activities, users can publicize on the Internet.
- Increase the setting of compartments.

- Can exchange points for
gifts.
- Develop online feedback.




Source of Information

http://www.cinic.org.cn/sj/sdxz/xfsc/822764.html
https://36kr.com/p/1005899279789318
https://www.iimedia.cn/c400/63632.htm|

https://weku.baidu.com/view/1e7647cd26284b73f242336c1eb91a37f011
325e.html

https://baijiahao.baidu.com/s?1d=1669725430376923165&wfr=spi-
der&for=pc

https://xueshu.baidu.com/usercenter/paper/show?paper-
Id=1a0506b0ae6n0jc08d4k0t70t5711125&site=xueshu_se

https://www.jlanshu.com/p/841951711248




