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(57) ABSTRACT 

A system and method including an lntemet preordering sys 
tem accessible online or onsite at a free-standing kiosk 
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located in or near client properties in Which customers may 
create pro?les for the requested services and provide such 
information to the service provider in advance of the custom 
er’s arrival for the requested services. When the customer 
arrives, the customer identi?es himself/herself and the preor 
der is accessed, veri?ed and/ or modi?ed. The preorder is then 
forwarded to the service provider and the delivery of the 
service is optimally timed to the readiness of the customer. 
The customer’s pro?le and preorder information are main 
tained in a database and used for in-house precision market 
ing campaigns and cross-promotional opportunities. For 
example, in a restaurant embodiment, a registered customer is 
given access to menus and may create menu preferences for a 
participating restaurant. The registered customer may also 
make a reservation at a participating restaurant for a party of 

any siZe in advance (for example, up to 24 hours) of the 
reservation time. The food and/or drink preorder for each 
guest in the party may be completed in advance and main 
tained on the server, With the reservation time, for access 
When the party arrives at the designated reservation time. 
After a veri?cation process, the customer may retrieve the 
party’s preorder, make any desired changes, and then verify 
the preorder at the kiosk. Once the preorder is veri?ed, the 
customer may ?nalize the preorder and proceed to the hostess 
kiosk Where the preorder is accessed by the restaurant staff. 
Either When the party is seated or at an appropriate time prior 
to seating (based on a comparison of the seating Wait queue to 
the kitchen Wait queue), the preorder is forWarded for prepa 
ration so that the ordered food and/or drink arrives shortly 
after the customer’s party is seated. 
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Fig. 5B 



Patent Application Publication Oct. 30, 2008 Sheet 7 0f 16 US 2008/0270230 A1 



Patent Application Publication Oct. 30, 2008 Sheet 8 0f 16 US 2008/0270230 A1 



Patent Application Publication Oct. 30, 2008 Sheet 9 0f 16 US 2008/0270230 A1 



Patent Application Publication Oct. 30, 2008 Sheet 10 0f 16 US 2008/0270230 A1 



Patent Application Publication Oct. 30, 2008 Sheet 11 0f 16 US 2008/0270230 A1 

F74. ‘SQ 



US 2008/0270230 A1 

3352. 

www 

35 5E 

Oct. 30, 2008 Sheet 12 0f 16 

mohw 

Patent Application Publication 





Patent Application Publication Oct. 30, 2008 Sheet 14 0f 16 US 2008/0270230 A1 

8585 
EN 

335% > gunk-nu 
/ 

m5 
iiiiiiiiii i‘ B coznEkccou 

53.5500 ‘.32?! mom 

in 



Patent Application Publication Oct. 30, 2008 Sheet 15 0f 16 US 2008/0270230 A1 

325m: 

who 

2w \ Us; 

7 m / N 55:3 

1 

..... .LII I .... ‘i1 E25 

cow 886E584; 

l.. {ll-I221. liliiiL 



Patent Application Publication Oct. 30, 2008 Sheet 16 0f 16 US 2008/0270230 A1 

:cunEEcB 
L 

e225 
wmow 

i i v a? 

82 $2 , SEE. VII 99 

LmcEE uni-Bun H H 

owe. 1m w 3F 

9E and 

‘ ‘ ‘L tzvivEmz M £2 2 

5332 56b 

“8.2mm 355mm 550 

EEmE $5.: . Q28 5 

.1 5E ‘ ........ L \ 

lwom 

mag. 32: m mi: Em: moon 



US 2008/0270230 A1 

SYSTEM AND METHOD FOR IMPROVING 
CUSTOMER WAIT TIME, CUSTOMER 

SERVICE, AND MARKETING EFFICIENCY 
IN THE RESTAURANT, RETAIL, TRAVEL, 
AND ENTERTAINMENT INDUSTRIES 

TECHNICAL FIELD 

[0001] The present invention relates to a system and 
method for improving customer Wait time, customer service 
and marketing ef?ciency in the restaurant, retail, travel, and 
entertainment industries and, more particularly, to a system 
and method including an Internet preordering system acces 
sible online or onsite at free-standing kiosks located in or near 
client properties in Which customers may create pro?les for 
the requested services and provide such information to the 
service provider in advance of the customer’s arrival for the 
requested services. When the customer arrives, the customer 
identi?es himself/herself and the preorder is accessed, veri 
?ed and/or modi?ed. The preorder is then forwarded to the 
service provider and the delivery of the service is optimally 
timed to the readiness of the customer. The customer’s pro?le 
and preorder information are maintained in a database and 
used for in-house precision marketing campaigns and cross 
promotional opportunities. 

BACKGROUND OF THE INVENTION 

[0002] Companies in the restaurant, retail, travel, and enter 
tainment industries are constantly seeking neW promotions 
for attracting neW customers, moving them through the pur 
chasing process more ef?ciently, and increasing revenues. 
Additionally, these entities also constantly seek neW Ways to 
improve customer retention. In recent years, technology has 
been used to implement neW Ways to attract customers and to 
create store-speci?c customer pro?les and the like for pur 
poses of improving target marketing. The Internet has facili 
tated such efforts by enabling data management of the col 
lected customer information. 
[0003] For example, the Internet has been used to facilitate 
on-line ordering of piZZa through the Web sites of several 
piZZa chains. The Internet has also been used to facilitate the 
placement of customer reservations at eat-in restaurants. See, 
for example, OpenTable.com, themagellannetWork.com, 
guestbridge.com, avenista.com, and imagicrestaurantsoft 
Ware.com. Additionally, systems have been proposed 
Whereby a customer may access a Webpage and choose res 
taurants by Wait time, Which is adjusted in real-time. 
[0004] In addition, a handful of softWare companies spe 
cialiZe in softWare solutions for restaurants that alloW the 
restaurants to “tum tables” more e?iciently. For example, 
such systems are provided by ntnWireless.com, qsrautoma 
tion.com, guestbridge.com, and nurol.com. HoWever, the 
solutions offered by such companies are generally limited to 
seating, scheduling, kitchen management, food presentation, 
and Wait time calculations. Such companies also provide 
complementary hardWare devices such as hostess computer 
stations, handheld ordering devices that Wait staff in restau 
rants may use to send orders directly back to the kitchen for 
preparation, and a variety of self-check-in/checkout systems 
used in grocery and department stores, at airline check-in 
stations, and the like. 
[0005] Also, a variety of Internet solutions are available 
that assist companies in collecting customer data for purposes 
of direct marketing. HoWever, such information is generally 
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limited to demographic information and purchase informa 
tion When goods are purchased. 
[0006] Despite the ef?ciencies introduced by these sys 
tems, much remains to be done to enhance the customer 
experience When traveling or visiting restaurant, retail, travel, 
and entertainment establishments. For example, the customer 
experience is signi?cantly improved When the customer Wait 
time is reduced. Pro?ts of restaurant, retail, travel and enter 
tainment establishments could also be signi?cantly increased 
by improved customer turnover due to increased ef?ciencies. 
Also, shorter Wait times Would lead to feWer customers being 
lost during peak times as feWer customers Would decide to 
abandon the Wait queue. Thus, a system and method is desired 
that improves customer service by minimizing customer Wait 
time While also improving accuracy of service requests and 
marketing ef?ciency by collecting data relating to customer 
service preferences for restaurant, retail, travel, and entertain 
ment. The collected data may be used to pro?le customer 
purchasing choices for such disparate items as condiment 
preferences, suit cut, preferences for a baggage handling ser 
vice, and the like for use in improving marketing ef?ciencies. 
The present invention has been designed to meet such needs 
in the art. 

SUMMARY OF THE INVENTION 

[0007] The present invention addresses the above-men 
tioned needs in the art by providing a Web based and/or kiosk 
based preordering system and customer management system 
that, in a restaurant embodiment, interfaces With conventional 
seating management and/or kitchen management systems to 
minimiZe undesirable delay time during a customer’s dining 
experience. In a travel embodiment, the customer’s a?inities 
are used to propose travel packages With hotels and restau 
rants that match the customer’s travel af?nities. Similarly, in 
an entertainment embodiment, the customer’s entertainment 
a?inities are used to propose entertainment packages that 
match the customer’s entertainment a?inities. In a shopping 
embodiment, a customer may arrange a shopping event Where 
the customer may go to a participating store and have pur 
chase options Waiting for revieW, Where such options satisfy 
the customer’s shopping requirements set forth in the shop 
ping event. 
[0008] In an exemplary embodiment, customers access a 
Web site and create a user pro?le that is linked to the custom 
er’s email address or some other customer identi?er. Once 
registered, the customer is granted access to the menus or 
other service options of a restaurant or other service provid 
ers. In the case of a restaurant, the customer may create menu 
preferences that may be accessed at any participating restau 
rant. For example, the common menu of a franchised restau 
rant chain is provided and the customer creates a customiZed 
pro?le of desirable menu options that may be accessed at any 
chain of the franchise or at corporate or independently oWned 
stores. The registered customers may also make a reservation 
at any such participating restaurant for a party of any siZe in 
advance (for example, up to 24 hours) of the reservation time. 
Additionally, the meal order for each guest in the party may be 
completed in advance and maintained on a server, With the 
reservation time. When the party arrives at the designated 
reservation time, the customer accesses the reservation and 
meal order stored on the server at a kiosk or terminal located 
at or near the restaurant and connected to the server via the 
Internet, for example. The customer’s identity is veri?ed 
either by a biometric scan, access card, retinal scan, pass 
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Word, key fob, or the like at the kiosk or terminal. After the 
veri?cation process, the customer may retrieve the party’s 
meal order, make any desired changes, and then verify the 
meal order. Once the meal order is veri?ed, the customer may 
?nalize the order and proceed to the hostess kiosk Where the 
meal order is accessed by the restaurant staff. If desired, the 
meal may be pre-paid or tied to a credit card for later settle 
ment. 

[0009] Once the meal order is placed, the customer may be 
entered into a seating management system or placed in a Wait 
queue in the traditional manner. The customer is then imme 
diately seated or asked to Wait until an appropriate table is 
available. Either When the party is seated or at an appropriate 
time prior to seating (based on a comparison of the seating 
Wait queue to the kitchen Wait queue), the meal order is 
forWarded to the kitchen for meal preparation. The kitchen 
may or may not also have a computerized kitchen manage 
ment system into Which the order is placed. The timing Would 
be arranged such that the customers received their appetiZers, 
drinks and entrees shortly after being seated. 
[0010] The system and method of the invention thus save 
the time for Waiting for the customer’s orders to be taken and 
ties the timing of the order ful?llment to the seating of the 
customer. The customer’s Wait time is thus reduced and the 
restaurant’s tables are also turned over more ef?ciently. Also, 
valuable marketing information, such as What the customer 
ordered, can be stored and later used to direct market the 
customer, to adjust menu options, and the like. For example, 
general discount offers can be sent to all customers Who have 
ordered particular entrees or are likely to order particular 
entrees. Also, special offers and coupons can be sent to the 
customer via email and/ or accessed by the customer at termi 
nals in the restaurant. 

[0011] In the exemplary embodiment Where the service 
provider is a restaurant, Walk up customers may also be 
accommodated by the on-site kiosk or customer terminal. If 
the Walk up customer does not have a pro?le, one can be 
created that is linked to customer identi?cation information 
such as a biometric scan, an access card, a retinal scan, a key 
fob, a passWord, and the like, that is inputted at the on-site 
kiosk or customer terminal. Once a customer pro?le is cre 
ated, or if the customer already has a pro?le, the customer can 
enter the number of people in the party and access the restau 
rant’s menu and enter meal orders for the party. Once the meal 
order is completed, the same process is folloWed at the hostess 
kiosk as in the case of the reservation and meal order place 
ment option via the restaurant’s Web site as noted above. 

[0012] The techniques of the invention may also be used to 
improve ef?ciencies in other hospitality and entertainment 
venues. For example, travelers may store their personal pro 
?le data such as preferred seat choice, food preference, pre 
ferred hotels, preferred car rental agency, preferred check-in 
process, in a database. The seat choice may include aisle or 
WindoW, tail or Wing, and class sectioning. The database may 
be mined to identify customers that may be interested in last 
minute travel deals based on their most frequently or most 
recently used travel destinations. The last minute opportuni 
ties Would be provided based on speci?c preferences set by 
the customer in the customer’s pro?le. The designated check 
in process may include the opportunity for bags to be picked 
up in advance or mailed via express mail before the travel date 
and arranged to be delivered to the traveler’s hotel room to be 
Waiting for the traveler When the traveler arrives. 
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[0013] Similarly, the customer’s entertainment preferences 
may be maintained in the customer’s account With the meal 
and travel preferences. For example, the customer’s movie 
buying preferences may be maintained so that upon the 
release of a type of movie preferred by the customer special 
purchase offers Will be sent to the customer based on the 
customer’s pro?le. 
[0014] On the other hand, in a shopping embodiment, a 
customer may arrange a shopping event Where the customer 
may go to a participating store and have purchase options 
Waiting for revieW. For example, if the customer is planning to 
shop for clothing, an event is created identifying the type of 
clothing desired (e. g., a Wedding dress), the customer’s siZes 
and a?inities, and When the customer is to be expected at the 
store. The event is forWarded to the store of interest and 
sample clothing satisfying the event requirements is prear 
ranged for the customer’s revieW upon arrival, thus providing 
a more e?icient shopping experience. 

BRIEF DESCRIPTION OF THE DRAWINGS 

[0015] The foregoing summary, as Well as the folloWing 
detailed description of the embodiments of the present inven 
tion, Will be better understood When read in conjunction With 
the appended draWings. For the purpose of illustrating the 
invention, there are shoWn in the draWings embodiments 
Which are presently preferred. As should be understood, hoW 
ever, the invention is not limited to the precise arrangements 
and instrumentalities shoWn. In the draWings: 

[0016] FIG. 1 is a block diagram representing a general 
purpose computer system in Which aspects of the present 
invention and/or portions thereof may be incorporated; 
[0017] FIG. 2 is a How diagram shoWing the process How 
through a Web site implementing the ef?ciency system of the 
invention for preordering food for restaurant dining; 

[0018] FIG. 3 is a How diagram shoWing the process How 
through a kiosk or customer terminal available on-site at a 

restaurant to create and/or access the customer’s pro?le and 
preorder data; 
[0019] FIG. 4 is a How diagram illustrating the interaction 
of the process of the embodiment of FIGS. 2 and 3 With 
seating management systems and kitchen management sys 
tems; 
[0020] FIGS. 5A-5G illustrate sample screen shots that 
may be presented to a customer at a kiosk When accessing the 
system of the invention; 
[0021] FIG. 6 is a How diagram shoWing the process How 
through a Web site implementing the ef?ciency system of the 
invention for preordering clothing for consideration by a cus 
tomer during a shopping trip; 
[0022] FIG. 7 is a How diagram shoWing the process How 
through a kiosk or customer terminal available on-site at a 
store to create and/or access the customer’s pro?le and shop 
ping event data; 
[0023] FIG. 8 is a How diagram illustrating the ful?llment 
of a reserved shopping event created in the embodiment of 
FIGS. 6 and 7; 

[0024] FIG. 9 is a How diagram shoWing the process How 
through a Web site implementing the ef?ciency system of the 
invention for ordering customiZed travel services; and 
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[0025] FIG. 10 is a How diagram showing the process How 
through a kiosk or customer terminal available on-site at a 
store to create and/ or access the customer’s pro?le and travel 
event data. 

DETAILED DESCRIPTION OF THE INVENTION 

[0026] A detailed description of illustrative embodiments 
of the present invention Will noW be described With reference 
to FIGS. 1-10. Although this description provides a detailed 
example of possible implementations of the present inven 
tion, it should be noted that these details are intended to be 
exemplary and in no Way delimit the scope of the invention. 

Computer Environment 

[0027] FIG. 1 and the folloWing discussion are intended to 
provide a brief general description of a suitable computing 
environment in Which the present invention and/or portions 
thereof may be implemented. Although not required, the 
invention is described in the general context of computer 
executable instructions, such as program modules, being 
executed by a computer, such as a client Workstation or a 
server. Generally, program modules include routines, pro 
grams, objects, components, data structures and the like that 
perform particular tasks or implement particular abstract data 
types. Moreover, it should be appreciated that the invention 
and/ or portions thereof may be practiced With other computer 
system con?gurations, including hand-held devices, multi 
processor systems, microprocessor-based or programmable 
consumer electronics, netWork PCs, minicomputers, main 
frame computers and the like. The invention may also be 
practiced in distributed computing environments Where tasks 
are performed by remote processing devices that are linked 
through a communications netWork. In a distributed comput 
ing environment, program modules may be located in both 
local and remote memory storage devices. 

[0028] FIG. 1 is a block diagram representing a general 
purpose computer system in Which aspects of the present 
invention and/or portions thereof may be incorporated. As 
shoWn, the exemplary general purpose computing system 
includes a conventional personal computer 120 or the like, 
including a processing unit 121, a system memory 122, and a 
system bus 123 that couples various system components 
including the system memory to the processing unit 121. The 
system bus 123 may be any of several types of bus structures 
including a memory bus or memory controller, a peripheral 
bus, and a local bus using any of a variety of bus architectures. 
The system memory includes read-only memory (ROM) 124 
and random access memory (RAM) 125.A basic input/ output 
system 126 (BIOS), containing the basic routines that help to 
transfer information betWeen elements Within the personal 
computer 120, such as during start-up, is stored in ROM 124. 
[0029] The personal computer 120 may further include a 
hard disk drive 127 for reading from and Writing to a hard disk 
(not shoWn), a magnetic disk drive 128 for reading from or 
Writing to a removable magnetic disk 129, and an optical disk 
drive 130 for reading from or Writing to a removable optical 
disk 131 such as a CD-ROM or other optical media. The hard 
disk drive 127, magnetic disk drive 128, and optical disk drive 
130 are connected to the system bus 123 by a hard disk drive 
interface 132, a magnetic disk drive interface 133, and an 
optical drive interface 134, respectively. The drives and their 
associated computer-readable media provide non-volatile 
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storage of computer readable instructions, data structures, 
program modules and other data for the personal computer 
120. 
[0030] Although the exemplary environment described 
herein employs a hard disk, a removable magnetic disk 129, 
and a removable optical disk 131, it should be appreciated that 
other types of computer readable media Which can store data 
that is accessible by a computer may also be used in the 
exemplary operating environment. Such other types of media 
include a magnetic cassette, a ?ash memory card, a digital 
video/versatile disk, a Bernoulli cartridge, a random access 
memory (RAM), a read-only memory (ROM), and the like. 
[0031] A number of program modules may be stored on the 
hard disk, magnetic disk 129, optical disk 131, ROM 124 or 
RAM 125, including an operating system 135, one or more 
application programs 136, other program modules 137 and 
program data 138. A user may enter commands and informa 
tion into the personal computer 120 through input devices 
such as a keyboard 140 and pointing device 142. Other input 
devices (not shoWn) may include a microphone, joystick, 
game pad, satellite disk, scanner, or the like. These and other 
input devices are often connected to the processing unit 121 
through a serial port interface 146 that is coupled to the 
system bus, but may be connected by other interfaces, such as 
a parallel port, game port, or universal serial bus (USB). A 
monitor 147 or other type of display device is also connected 
to the system bus 123 via an interface, such as a video adapter 
148. In addition to the monitor 147, a personal computer 
typically includes other peripheral output devices (not 
shoWn), such as speakers and printers. The exemplary system 
of FIG. 1 also includes a host adapter 155, a Small Computer 
System Interface (SCSI) bus 156, and an external storage 
device 162 connected to the SCSI bus 156. 

[0032] The personal computer 120 may operate in a net 
Worked environment using logical connections to one or more 
remote computers, such as a remote computer 149. The 
remote computer 149 may be another personal computer, a 
server, a router, a netWork PC, a peer device or other common 
netWork node, and typically includes many or all of the ele 
ments described above relative to the personal computer 120, 
although only a memory storage device 150 has been illus 
trated in FIG. 1. The logical connections depicted in FIG. 1 
include a local area netWork (LAN) 151 and a Wide area 
netWork (WAN) 152. Such netWorking environments are 
commonplace in o?ices, enterprise-Wide computer netWorks, 
intranets, and the Internet. 
[0033] When used in a LAN netWorking environment, the 
personal computer 120 is connected to the LAN 151 through 
a netWork interface or adapter 153. When used in a WAN 
netWorking environment, the personal computer 120 typi 
cally includes a modem 154 or other means for establishing 
communications over the Wide area netWork 152, such as the 
Internet. The modem 154, Which may be internal or external, 
is connected to the system bus 123 via the serial port interface 
146. In a netWorked environment, program modules depicted 
relative to the personal computer 120, or portions thereof, 
may be stored in the remote memory storage device. It Will be 
appreciated that the netWork connections shoWn are exem 
plary and other means of establishing a communications link 
betWeen the computers may be used. 
[0034] Computer 120 typically includes a variety of com 
puter readable media. Computer readable media can be any 
available media that can be accessed by computer 120 and 
includes both volatile and nonvolatile media, removable and 


















