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Delivering the Experience

Mr. Pote Lee

CEO and Founder of Water Library,
Hong Bao, Pru, Ciao, efc.

CEO and Founder of iGroup

(Asia Pacific)

and mangoSTEEMS

According to Vintage News (https://
www.thevintagenews.com/2019/01/08/
food-delivery/) the first recorded instance
of food delivery comes from Italy in 1889
when King Umbertoand Queen Margherita
succumbed to laziness and called upon
Raffaele Esposito to deliver a pizza to them
at their palace in Naples. So it’s no big
surprise that with the advent of the
Internet and mobile Apps that this service
has boomed in recent years. In the past,
food delivery was dominated directly by
QSR restaurants like Pizza. However, as
technology improved and became more
effective, TFood Delivery Aggregators
such as Grab & Uber Eats have begun
to dominate as the industry became
more Customer-Centric, allowing people
to pick and choose the types of food and
restaurants can order from — Convenience
and Variety are very strong selling points
for today’s customers.



And now due to the global pandemic,
Food Delivery has taken another leap forward
in terms of Revenue Growth and perhaps
Customer behavioral changes. We cannot
deny that doing something different for a
longer than expected period does create or
change human behavior. Many people who
never or very rarely ordered Food Delivery
were forced into doing so due to the
lockdown restrictions. And while many will
prefer to eat out, this change will have
a never-ending impact on this Industry,
especially if Restaurants and Food Providers
become more creative to enhance the
Customer Experience.

Competition is fierce between Aggregator
Delivery Services and Restaurants offering
delivery. And while convenience has been the
main driving factor of this business from the
first documented delivery back in 1889 it’s
going to be the Company that creates the
Best Customer Experience that gains market
share.

But how to offer Customer Experience when
you merely deliver someone’s food?

Perhaps the answer is hidden in all those
things we may take for granted that happen at
a physical restaurant such as:

* The Freshness and Temperature of the
Food

* The Crispiness of Iried items

e The Smile of the Wait-staff or Order
Taker

* The Ambience

* The Tableware

* The follow up to make sure everything
is perfect

* The fact there is someone right there
to talk to if something is not right

Success comes from finding and
then solving a Problem!

Packaging

One of the most crucial aspects of
Food Delivery is Packaging as it can solve a
multitude of challenges and create numerous
opportunities.

Let’s take alook at Fried Food for example.
One of the most important things about eating
fried food is its crispiness. Every crunch creates
that everlasting experience of joy due to its
Umami. However, this crispiness has three
Enemies: Time, Moisture and the Oil that
made it crispy in the first place. So packaging
companies have been working extremely hard
to figure this out by creating materials and
designs that remove at least two of the biggest
enemies of Cirispiness, Moisture and Oil
So far, the biggest improvements have been
around utilizing cardboard or paper that both
absorbs the oil and has enough ventilation
holes to remove the moisture from the hot and
crispy food items.

But what about the other enemy, Time? Is
anyone focusing on this aspect of Crispy Fried
food for the customer as if it was ordered right
at the restaurant? Perhaps food service
companies that specialize in fried foods such
as chicken or fish and chips might figure out
how to get a leg up on the competition.

The answer may lie in how another
industry solved the problem of Time, by solving
the problem of speed in its Chips. Speed is a
simple calculation of Distance over Time. The
computer industry solved its Chip speed problem
by focusing on Distance. It kept shrinking the
distance in its chips to increase Speed. So,
what if the Food Industry did the same?

Distance to Customer

If restaurants that specialized in Fried
Items got closer to their patrons that would
reduce the distance, and speed up the time it
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takes to get their delicious crispy fried items
to their customers. That combined with more
advanced packaging that whisks away moisture
and oil would make those Iried Items more
and more crispy when delivered. So, the
challenge is to create micro-production places
that are conveniently located to the typical
customer so that when orders come in, they
are dispatched from the nearest production
facility. One way of doing this is the use of
Mobile Food Trucks.

The mobile food truck is mostly thought
of as a walk up and order service but what
if it was also transformed into a Mobile
Central Kitchen for delivery as well. What if,
by using technology or apps you could easily
let customers know when you are next in their
neighborhood, so they planned to order their
favorite fried food when it could be delivered
much quicker, thus making it as crispy
as possible. This idea of a Mobile Central
kitchen also solves many other issues that
are related to Food Delivery, such as freshness,
especially when it comes to Hi-End Food.

Time is not only the enemy to wonderful
fried crispy food but also to hi-end food such as
a beautifully grilled or cooked wagyu steak or
perfectly broiled fish. These dishes that are
normally sold at a premium must be eaten
as quickly as possible after being prepared
in order to maximize the quality of its
preparation. So again, reducing the distance
to the customer is perhaps the only way

to do this...unless there was a way around
the terrible road congestion we see 1in
today’s cities.

And that brings us to our next major
soon--to--happen breakthrough in delivery —
the Autonomous Delivery Person!!!
Flying Drone.

The

The Delivery Drone

Remember Speed has two components,
Distance and Time. And while
can be overcome by getting closer to your
customers via Mobile Central Kitchens, it still
cannot totally overcome the problems of road
congestion or that fact that we may have to
wait for the next delivery person.

But what if you could utilize Drones that
fly over cities as straight as a crow also reducing
distance and flying over the jam-packed roads
reducing time, then you will be getting
closer and closer to solving the biggest issue in
Hi-End Food Delivery.

distance

Customer Experience

Again, for Hi-End food, it’s not just the
food in and of itself; it’s also the ambience
of the restaurant that creates an experience
that customers all over the world die for.
So how can a Restaurant also deliver that
experience as well?

What about offering delivery of Utensils
in addition? And what if you offered them
either for Sale or to Rent” Now you can
deliver the Whole Dining Experience right
to the customers Dining Table. Imagine
customers that want to entertain or just have
a special dinner at home. Not only can they
order their amazing favourite dishes but all
the amazing Cutlery and Dishware as well.
Perhaps even their favourite wine glasses.

If restaurants could also offer great
tableware and glassware for their dinners on
a rental basis that would definitely bring their
Home Delivered Food Experience to a whole
other level.

There are other go-arounds when it
comes to Hi-End Food Delivery to maintain
great quality Remember the biggest reason
for Delivery is convenience. Many people go



out to dinner because it’s very convenient—No
Cooking at Home. Well, what if 80 to 90 percent
of all the
home cooking — All the Preparation Work?
Food Delivery, especially hi-end food,
shouldnotrule outthe delivery of Pre-Prepared
meals that just need a final touch up at
home. All the sauces, cutting, slicing, and so
on is done by the restaurant and carefully

hard work was removed from

packed to maintain freshness then delivered to
your doorstep. The restaurant can also offer
instructional videos on exactly how to prepare
the dishes at home as well as give ideas
for presentation. Since the crucial part
fine dining experience is the interaction
with the chef and with advancement in video
conferencing, we could arrange to have the
Michelin star chef zoom call at the appropriate
time to explain and interact with the customer.
This way you are getting the best of both
worlds — Delicious, Creative, Completely
Fresh prepared meals all in the comfort of
your home.

This will also open up huge opportunities
to sell Kitchen Equipment that is geared
especially for such preparation like Combi
Ovens and Sous Vide machinery, and again
the Restaurant stays in front of its customers
with great Tutorial Videos on how to use the
equipment and create amazing Dishes. So
many people these days want to eat healthily
so there is no better way than cooking
your own food. However, you need time
and know-how. So great educational food
prep videos along with the delivery of the
perfect ingredients and equipment is the best
way for the DYI (Define Your Inspiration) to
stay eating healthily. And even if you want to

throw a nice party or have some friends over
you can cook your own food and even have
Wait-staff come over to do the service so it’s
like a hybrid catering service — a great way to
impress your friends!

Another way to really enhance the
customer experience is if restaurants teamed
up not only within a particular country but
between countries. If the best of the best
worked together, that would mean you as the
customer could get the best possible foods
from placing one order from beverages,
entrees all the way to specialized desserts.
Also, by working together,
can keep their overheads low and pass on

restaurants

huge savings to customers making sure that
Prices stay very reasonable while delivering
the best possible experience, especially if
customers join Loyalty Clubs offered by the
restaurants.

And one of the best qualitative
aspects of food delivery and eating at home
means more quality time spent with family.
More and more families are separated by
work and rushing around with time wasted
sitting in traffic. But healthy prepared meals at
home enable the family to be together and
have a great discussion and build upon values
and ethics.

Whitten by My Pote Lee - CEO and Founder of
Water Library, Hong Bao, Pru, Ciao, and many other
restaurants. Mr. Lee has been in the FEducation
Busness for 40 years since 1980. (CEO and Founder
of 1Group (Asia Pacific) and mangoSTEEMS).

Co-Whter: My David Shawah —  Senior
Executive and Assistant to 1Group CEO




Impressive Communication

to Consumers Is Key
to SDU Food Delivery Success!!!

. _.Ir L )

Asst. Prof. Dr. Chatkaew Jai-ngam
Dean, Faculty of Humanities
and Social Sciences




While we are caring for social distancing; food delivery
is challenging on Suan Dusit University food business
survivability. It is quite hard to welcome customers to taste
savory dishes at Kumariga Restaurant, Suan Dusit Place
or at any canteens in our campus in this situation. Without
customers’ tasting, nobody knows how great chef we are!
Therefore, informing customers of outstanding culinary
delights is vital. “Communication” is the art of using
language to convey great sense and meanings of “Suan Dusit
Food Delivery” directly to the customers. Written communication
could tell stories behind the scenes in terms of how good food is
processed with full scales of cares; in addition to high nutrition
under hygienic control throughout the way. Whist humble
and polite verbal communication to customers by the time
of delivery also clearly shows the real Suan Dusit Thai
touch to our beloved ones. Well, “...impressive
communication to customers is the key
to SDU food delivery success...!!!”
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