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EFFICIENCY METRIC SYSTEM FOR A QUICK-SERVICE RESTAURANT

Field of the Invention

This invention relates generally to a communication network deployed in a quick-
service restaurant, and more particularly to a communication network adapted to gather data

regarding efficiency metrics of the quick-service restaurant.

Background of the Invention

Quick-service restaurants are dependent upon drive-through customers for
profitability. A typical quick-service restaurant may sell 50% of its food products to drive-
through customers. A good deal of drive-through sales occurs during peak hours, such as
during a lunch hour or around dinner time. During these peak hours, it is important that a
quick-service restaurant efficiently service its drive-through customers, so that it might sell to
more drive-through customers.

Oftentimes, it is difficult for the management of a particular quick-service restaurant
to come to an understanding of its efficiency with respect to servicing drive-through
customers. Management often lacks precise measurements that allow drive-through service
efficiency to be understood from different angles. Such information would permit
management to understand what aspect of the restaurant operation needs addressing.

One difficulty in attempting to generate such data has been in collecting the data. A
quick-service restaurant is often unable to afford to hire extra personnel devoted to the task of
gathering information regarding its operation. Another difficulty is that even if such
efficiency data is gathered, it is difficult to put such data in context, so as to understand
whether a particular measurement is good or bad for a quick-service restaurant. Thus,
management may not be able to anticipate the level of improvement that is realizable with
respect to a particular aspect of their operation.

As is evident from the foregoing, there is a need for an efficiency metric gathering
system that is deployable in quick-service restaurants. A desirable system will utilize

exisiting equipment, be relatively inexpensive, and be flexible with respect to the kinds of
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efficiency metrics that are measured. A desirable system will also provide a context for the

generated efficiency data, so that management is able to judge such data intelligently.

Summary of the Invention

Against this backdrop the present invention has been developed. (The summary will

be drafted upon finalization of the claims.)

Brief Description of the Figures

Figure 1 depicts an efficiency metric gathering system, which is deployed in a quick-
service restaurant.

Figure 2 depicts a efficiency metric analysis system, in accordance with one
embodiment of thé present invention.

Figure 3 depicts an embodiment of a method for measuring the length of time for
which a given car waits at a drive-through menu sign.

Figure 4 depicts an embodiment of a method for measuring the length of time
transpiring between the arrival of a car at a drive-through menu sign and the car/customer
being greeted.

Figure 5 depicts an embodiment of a method for measuring the total number of cars
served over a span of time.

Figure 6 depicts an embodiment of a method for measuring the length of time
transpiring between a car leaving the drive-through menu sign and arriving at the pick-up
window. _

Figure 7 depicts an embodiment of a method for measuring the length of time for
which a given car waits at a pick-up window.

Figure 8 depicts an embodiment of a method for measuring the length of time
transpiring between a car arriving at the drive-through menu sign and delivery of an order to
the car.

Figure 9 depicts an embodiment of a method for measuring the cummulative amount
of time during which a pick-up window is vacant, while a car occupies some other portion of

the drive-through lane.
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Figure 10 depicts an embodiment of a method for measuring the number of times an
employee of the restaurant speaks with a customer, while the customer is at the drive-through
menu sign.

Figure 11 depicts an embodiment of a method for measuring the average number of
times employees speak with each other while servicing a drive-through customer during a

given span of time.

Detailed Description of the Invention

Efficiency metrics may be automatically gathered by a system that makes use of
certain data signals already generated in a great number of quick-service restaurants. For
example, in most quick-service restaurants, a piece of equipment is prompted with a data
signal to announce the arrival of a car at the drive-up menu. By adapting a repeater, which is
used to receive and re-broadcast communications amongst the employees of the quick service
restaurant, to act as a central hub that receives the various data signals, the data signals may
be analyzed, and the information hidden therein may be unearthed. For example, by
comparing the number of talk or page operations conducted over a period of time with the
number of cars that have arrived at the drive-through window over the same period of time, it
is possible to arrive at an estimate of talk or page operations per car, and therefore to
determine the level of confusion in the operation.

The data gathered by the repeater may be communicated to a remote computer system
for analysis. The remote computer system may gather data from other similar quick-service
restaurants (e.g., other quick-service restaurants of the same franchise). The remote computer
may then communicate an analysis of the information back to each restaurant from which it
received data. Its analysis may include a comparison of one quick-service restaurant to other
quick-service restaurants, so that the management of the particular restaurant is able to better
understand the meaning of the data. For example, with respect to the number of talk
operations per car, a management team may learn that its restaurant averages 7.2 talk
operations per car, while the average for similar quick-service restaurants is only 2.1. Thus,

management would know that a great deal of improvement can be made in that area.
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FIG. 1 depicts an efficiency metric gathering system 100, which is deployed in a
quick-service restaurant 102. As is typical, the quick-service restaurant 102 possesses a drive-
through lane 104, along side of which are disposed a drive-through menu sign 106 and a pick-
up window 108. A car 110 is depicted driving through the drive-through lane 104. |

As the car 110 reaches the drive-through menu sign 106, its arrival is detected by a
presence detector 112. The presence detector 112 may take the form of a magnetic switch
that activates in response to the metalic frame/body of the car 110 or may be a pressure strip
located underneath the pavement of the drive-through lane 104. These and other
embodiments of presence detectors 112 are known in the art. In response to the presence
detector 112 indicating the arrival of the car 110, a data signal is communicated to a repeater
114. The repeater 114 is a piéce of equipment primarily responsible for receiving
trnasmissions from one communication device 116 and re-broadcasting such transmissions to
another communication device 116. Each communication device 116 is a two-way radio that
can be used by employees to communicate with each other and with customers. The
communication device 116 may be a headset that can be worn by an employee. In the
alternative, the communication device 116 may be a countertop unit, wall-mounted intercom
unit, or may have a number of other configurations. For simplicity, the two-way radio
communication devices discussed herein will be referred to as headsets. Transmissions
between headsets 116 and 118 are referred to as "pages." In response to the data signal, the
repeater 114 generates a tone to a headset 116 worn by an employee who is responsible for
taking the order of the drive-through customer in the car 110. The tone alerts the employee to
the customer's presence at the drive-through menu sign 106.

In response to the tone, the employee performs a "talk" operation with his headset 116.
A talk operation is a function supported by the repeater 114. Per a talk operation, the
employee's voice is transmitted from the employee's headset 116 to the repeater 114, which,
in turn, communicates the employee's voice to a speaker mounted in proximity to the drive-
through menu sign 106. Thus, per the use of a talk operation, the employee greets the
customer/car 110 and asks for the customer's order. The customer's 110 response is
transduced by a microphone, also mounted in proximity to the menu sign 106, and is

communicated to the repeater 114, for transmission to the employee 116.
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After the customer's 110 order has been taken, the car 110 pulls forward and arrives at
the pick-up window 108. The car's 110 departure from the menu sign 106 is observed by the
presence indicator 106 (the magnetic switch/pressure strip ceases to be activated), and this
information is communicated to the repeater 114. Meanwhile, the car's 110 arrival at the
pick-up window 108 is observed by a second presence detector 120, which operates in a
manner similar to the first presence detector 112.

At the pick-up window 108, the customer 110 pays for and receives his/her order. In
one embodiment (not depicted) a separate window, preceding the pick-up window 108, is
used for paying for the order. After receiving his/her food, the customer 110 pulls away from
the pick-up window 108. Once again, the car's 110 departure from the pick-up window 108 is
observed by the presence detector 120, by virtue of the presence indicator 106 ceasing to be
activated. This information is communicated to the repeater 114.

Although the foregoing discussion (and the remainder of this disclosure) refers the
repeater 114 as handling all operations/functions relating to both voice and data
communication/processing, one skilled in the art understands that these functions/operations
may be divided between many pieces of equipment, which together function as described
herein. Such embodiments are contemplated and are within the scope of the claims appended
hereto.

The system 100 of FIG. 1 may be adapted to collect various forms of efficiency data,
as will be discussed in greater detail below. For example, the system 100 may be adapted to
record the average number of talk operations per car over a certain period of time. As
discussed above, such a measurement may be used as a proxy measurement of confusion
within the operation (the premise being that talk operations relate to communication for the
sake of clarifying some misunderstanding). Other types of efficiency data can also be
gathered. Once the efficiency data is gathered, the data may be communicated to a remote
computer 200, as depicted in FIG. 2.

As depicted in FIG. 2, each of a set of similar quick-service restaurants 202, 204, and
206 possesses a computer 208, 210, and 212 (which may be integrated into the repeater 114).

These computers 208, 210, and 212 communicate via a network 214, such as the Internet, to
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the remote computer 200. In response, the remote computer 200 analyzes the data and returns
its analysis to each restaurant 202, 204, and 206.

The analysis may include many components. For example, the analysis may include a
calculation of such parameters as: (1) the average amount of time spent by a car at a drive-
through menu sign for a particular restaurant; (2) the aVerage amount of time between arrival
of a car at a drive through menu sign and a greeting being delivered to the car; (3) the total
number of cars served over a particular span of time; (4) the average amount of time between
a car leaving a drive-through menu and arriving at a pick-up window; (5) the average amount
of time spent by a car at a pick-up window; (6) the average amount of time during which a
pick-up window is vacant while a car occupies some other portion of the drive-through lane;
(7) the average number of times an employee speaks with a customer while the customer is at
the drive-through menu sign; and (8) the average number of times the employees of the
restaurant speak with each other while servicing a drive-through customer. Other efficiency
metrics may be gathered and are within the scope of the invention.

The analysis may track the above-mentioned metrics over long periods of time. The
remote computer 200 may indefinitely store efficiency metrics that have been transmitted to it
from the various restaurants 202, 204, and 206. Thus, over time, it may be possible for a
particular restaurant 202, 204, or 206 to view the progress of its metrics over the course of
years. In so doing, a particular restaurant 202, 204, or 206 may unearth seasonal trends, or
trends related to particular employees or particular menu offerings. Correlations between the
efficiency metrics and these other variables may be included as part of the analysis.
Additionally, the analysis may include information relating a particular restaurant 202, 204, or
206 to a set of similar restaurants. For example, with respect to the example of the number of
talk operations per customer, a particular restaurant 202, 204, or 206 may be informed that it
averages 7.2 talk operations per customer, but that the mean value for this metric is 2.1 for a
population of 250 reporting restaurants 202, 204, and 206. The restaurant 202, 204, or 206
may also be returned a median value for the same metric. Further, the restaurant 202, 204, or
206 may be informed that it ranked #200 out of 250 reporting restaurants 202, 204, and 206,
meaning that it scored in only the 20th percentile. Other forms of statistical comparison of a

particular restaurant's 202, 204, or 206 metrics against that of a similar group may be
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performed and returned to the restaurant 202, 204, or 206, thereby helping the management of
the restaurant 202, 204, or 206 put its metrics into a sensible perspective.

The central computer 200 may return its analysis via any form of data transfer,
including e-mail, file transfer protocol (ftp), or in response to a hypertext transfer request (i.e.,
placing the analyzed data on the WorldWide Web).

The remainder of the specification is dedicated to tactics for gathering efficiency
metrics based upon data signals typically available in quick-service restaurants. It is
understood that the methods disclosed with respect to FIGs. 3-11 may be executed by a
processor embedded in the repeater 114, or may be executed by a processor in a computer that
is in data communication with the repeater 114. Further, some of the steps may be performed
by the central computer 200, rather than by a processor located at the restaurant 202, 204, or
206. Those skilled in the art understand that processing steps may be divided amongst many
computers. Such embodiments are contemplated and are within the scope of the claims
appended hereto. Additionally, one skilled in the art will understand that many methods of
obtaining the metrics disclosed herein are possible. Other methods of obtaining the metrics
disclosed herein are contemplated and are within the scope of the claims appended hereto.

FIG. 3 depicts an embodiment of a method for measuring the length of time for which
a given car 110 waits at a drive-through menu sign 106. The method of FIG. 3 commences
with the repeater 114 receiving a signal from the presence detector 112, indicating the arrival
of a car 110 at the drive-up menu sign 106, as is depicted in operation 300. Next, the repeater
114 records the time at which the car 110 arrived at the drive-up menu sign 106, as is depicted
in operation 302. When the car 110 pulls away from the drive-up menu sign 106, the
presence detector 112 is deactivated, and a data signal is transmitted to the repeater 114, as is
indicated by operation 304. In response, the repeater records the time at which the car 110
departed from the menu sign 106, as depicted by operation 306. Finally, in operation 308, the
timestamps recorded in operations 306 and 302 are subtracted, thereby arriving at the amount
of time spent by the car 110 at the drive-up menu sign 106.

FIG. 4 depicts an embodiment of a method for measuring the length of time
transpiring between the arrival of a car 110 at a drive-through menu sign 106 and the

car/customer 110 being greeted. The method of FIG. 4 commences with the repeater 114
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receiving a signal from the presence detector 112, indicating the arrival of a car 110 at the
drive-up menu sign 106, as is depicted in operation 400. Next, the repeater 114 records the
time at which the car 110 arrived at the drive-up menu sign 106, as is depicted in operation
402. When the employee 116 performs a talk operation to greet the car, the transmission is
received by the repeater 114, as is depicted by operation 404. In response, the repeater 114
records the time of the transmission, as is depicted in operation 406. Finally, in operation
408, the timestamps of operations 406 and 402 are subtracted, thereby arriving at the length of
time transpiring between the arrival of a car 110 at a drive-through menu sign 106 and the
car/customer 110 being greeted.

FIG. 5 depicts an embodiment of a method for measuring the total number of cars 110
served over a span of time. The method of FIG. 5 begins at a point in time at which the
counting process is to commence, as is indicated by operation 500. Thereafter, the repeater
114 awaits a signal from the presence detector 120 indicating that a car 110 has departed from
the pick-up window 108, as is depicted by operation 502. In response thereto, a count
variable (which represents the total number of cars served) is incremented, as depicted by
operation 504. In operation 506 it is determined whether or not the designated span of time
during which counting is to take place has elapsed. If the span of time has elapsed, the
process ends, as is shown by operation 508. If the span of time has not elapsed, the repeater
114 returns to its state of awaiting a signal from the presence detector 120, as depicted by
operation 502.

FIG. 6 depicts an embodiment of a method for measuring the length of time
transpiring between a car 110 leaving the drive-through menu sign 106 and arriving at the
pick-up window 108. The method of FIG. 6 begins with the repeater 114 receiving a signal
from the presence detector 112, indicating the departure of a car 110 from the drive-up menu
sign 106, as is depicted in operation 600. Next, the repeater 114 records the time at which the
car 110 departed from the drive-up menu sign 106, as is depicted in operation 602. In
operation 604, the timestamp recorded in operation 602 is associated with a car identifier, so
that the timestamp can be associated with a particular car 110. For example, a simple counter
can be incremented each time a car 110 atrives at the drive-through menu sign 106. The

value of the counter can be used as a car identifier. The car identifier and the timestamp
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recorded in operation 602 are then associated by the repeater 114 (perhaps by storing them
together in a data structure). When the car 110 arrives at the pick-up window 108, the signal
from the presence indicator 120 is communicated to the repeater 114, and the repeater 114
receives the signal, as is indicated by operation 606. Next, the repeater 114 records the time
at which the car 110 arrived at the pick-up window 108, as depicted in operation 608. As was
done in operation 604, the timestamp of operation 608 is assocaited with a car identifier in
operation 610. Finally, in operation 612, the timestamps of operations 608 and 602 with like
car identifiers are subtracted, thereby yielding the length of time transpiring between a car 110
leaving the drive-through menu sign 106 and arriving at the pick-up window 108.

FIG. 7 depicts an embodiment of a method for measuring the length of time for which
a given car 110 waits at a pick-up window 108. The method of FIG. 7 commences with the
repeater 114 receiving a signal from the presence detector 120, indicating the arrival of a car
110 at the pick-up window 108, as is depicted in operation 700. Next, the repeater 114
records the time at which the car 110 arrived at the pick-up window 108, as is depicted in
operation 702. When the car 110 pulls away from the pick-up window 108, the presence
detector 120 is deactivated, and a data signal is transmitted to the repeater 114, as is indicated
by operation 704. In response, the repeater 114 records the time at which the car 110 departed
from the pick-up window 108, as depicted by operation 706. Finally, in operation 708, the
timestamps recorded in operations 706 and 702 are subtracted, thereby arriving at the amount
of time spent by the car 110 at the pick-up window 108.

FIG. 8 depicts an embodiment of a method for measuring the length of time
transpiring between a car 110 arriving at the drive-through menu sign 106 and delivery of an
order to the car 110. The method of FIG. 8 begins with the repeater 114 receiving a signal
from the presence detector 112, indicating the arrival of a car 110 at the drive-up menu sign
106, as is depicted in operation 800. Next, the repeater 114 records the time at which the car
110 arrived at the drive-up menu sign 106, as is depicted in operation 802. In operation 804,
the timestamp recorded in operation 802 is associated with a car identifier, so that the
timestamp can be associated with a particular car 110. This process has been explained with
reference to a similar step occuring in operation 604 of FIG. 6. After placing its order, the car

arrives at the pick-up window 108 and pays for and receives its food. Thereafter, when the
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car 110 departs from the pick-up window 108, the signal from the presence indicator 120 is
communicated to the repeater 114, and the repeater 114 receives the signal, as is indicated by
operation 806. Next, the repeater 114 records the time at which the car 110 departed from the
pick-up window 108, as depicted in operation 808. As was done in operation 804, the
timestamp of operation 808 is assocaited with a car identifier in operation 810. Finally, in
operation 812, the timestamps of operations 808 and 802 with like car identifiers are
subtracted, thereby yielding the length of time transpiring between a car 110 arriving at the
drive-through menu sign 106 and delivery of an order to the car 110. '

FIG. 9 depicts an embodiment of a method for measuring the cummulative amount of
time during which a pick-up window 108 is vacant, while a car occupies some other portion
of the drive-through lane 104. The method of FIG. 9 begins with the repeater 114 awaiting a
signal from the presence detector 112 indicating that a car 110 has arrived at the drive-up
menu sign 106. In response thereto, the repeater 114 increments a variable, as indicated by
operation 900. Meanwhile, the repeater 114 awaits a signal from the second presence detector
120 indicating the arrival of a car 110 at the pick-up window 108. In response thereto, the
repeater decrements the variable, as indicated by operation 902. The net effect of operations
900 and 902 is that the variable indicates the number of cars along the drive-through lane 104
that have not yet reached the pick-up window 108. At query operation 904, it is determined
whether the second presence detector 120 has sent a signal indicating the departure of a car
from the pick-up window 108 (the pick-up window 108 can only be vacant if a car has
departed therefrom). If no car has departed therefrom, control returns to operation 900. If, on
the other hand, a car has departed therefrom, query operation 906 determines whether the
variable is greater than zero (i.e., it determines whether there is a car somewhere along the
drive-through lane 104). If not, control returns to operation 900. If there is a car along the
drive-through lane, a timing operation begins, as depicted in operation 908. Thereafter, the
repeater 114 awaits a signal from the second presence detector 120 indicating that a car 110
has arrived at the pick-up window 108, as shown in operation 910. The timer continues to run
until such time as a car 110 arrives at the pick-up window 108. At that point, the timer stops,

as depicted by operation 912, and control returns to operation 900.
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FIG. 10 depicts an embodiment of a method for measuring the number of times an
employee 116 of the restaurant 102 speaks with a customer 110, while the customer 110 is at
the drive-through menu sign 106. The method of FIG. 10 begins with the repeater 114
receiving a signal from the presence detector 112, indicating the arrival of a car 110 at the
drive-up menu sign 106, as is depicted in operation 1000. Next, the repeater 114 awaits a talk
operation by the employee 116, and upon each such occurrence the repeater 114 increments a
variable, as depicted by operation 1002. This process continues until the repeater 114
receives a signal from the presence detector 112 indicating that the car 110 has departed from
the drive-through menu sign 106, as depicted by operation 1004.

FIG. 11 depicts an embodiment of a method for measuring the average number of
times employees 116 and 118 speak with each other while servicing a drive-through customer
110 during a span of time. The method of FIG. 11 begins at a point in time at which the
counting process is to commence, as is indicated by operation 1100. Thereafter, the repeater
114 awaits a signal from the presence detector 120, indicating that a car 110 has departed
from the pick-up window 108. In response thereto, a first count variable (which represents
the total number of cars served) is incremented, as is depicted by operation 1102. Next, the
repeater 114 awaits the occurrence of a page operation, and in response thereto increments a
second count variable, as is depicted by operation 1104. In query operation 1106, it is
determined whether the span of time over which the metric is to be gathered has elapsed. If
not, control returns to operation 1102, whereupon counting as described above will continue.
If so, control is passed to operation 1108, and the second count variable is divided by the first
count variable, thereby yielding the average number of times employees 116 and 118 speak
with each other while servicing a drive-through customer 110.

The various embodiments described above are provided by way of illustration only
and should not be construed to limit the invention. Those skilled in the art will readily
recognize various modifications and changes which may be made to the present invention
without strictly following the exemplary embodiments and applications illustrated and
described herein and without departing from the true spirit and scope of the present invention

which is set forth in the following claims.
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Claims

The claimed invention is:

1. A method of analyzing efficiency of a drive-through lane of a service
establishment, the method comprising:

collecting data regarding an efficiency metric with respect to service of a car in the
drive-through lane of the service establishment;

transmitting the efficiency data to a computer located remotely from the service
establishment;

receiving an analysis of the efficiency data from the computer, wherein the analysis
includes a comparison of the efficiency data of the service establishment with efficiency data

from other establishments.

2. The method of claim 1, wherein the step of collecting data comprises:
measuring the amount of time spent by the car at a menu sign along the drive-through

lane.

3. The method of claim 1, wherein the step of collecting data comprises:
measuring the amount of time between arrival of the car at a menu sign along the

drive-through lane and a greeting being delivered to a passenger within the car.

4. The method of claim 1, wherein the step of collecting data comprises:

measuring the total number of cars served in a given span of time.

5. The method of claim 1, wherein the step of collecting data comprises:
measuring the amount of time between the car leaving a menu sign along the drive-

through lane and arriving at a pick-up window along the drive-through lane.

6. The method of claim 1, wherein the step of collecting data comprises:

12
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measuring the amount of time spent by the car at a pick-up window along the drive-

through lane.

7. The method of claim 1, wherein the step of collecting data comprises:
measuring the amount of time between arriving at a menu sign along the drive-through

lane and delivery of an order to the car.

8. The method of claim 1, wherein the step of collecting data comprises:
measuring the amount of time during which a pick-up window along the drive-through
lane is vacant, while a car occupies a position along some other portion of the drive-through

lane.

9. The method of claim 1, wherein the step of collecting data comprises:
measuring the number of times an employee of the restaurant speaks with a passenger
of the car in the drive-through lane, while the car is at a menu sign along the drive-through

lane.

10.  The method of claim 1, wherein the step of collecting data comprises:
measuring the number of times employees of the restaurant speak with each other via

a radio network, while servicing the car in the drive-though lane.

11. The method of claim 1, wherein the received analysis includes a median value
for the efficiency metric, wherein the efficiency metric has been measured by a plurality of
quick-service restaurants operating under the franchise, and wherein the median value is
calculated based upon the plurality of measurements conducted by the plurality of quick-

service restaurants.

12.  The method of claim 1, wherein the received analysis includes a mean value
for the efficiency metric, wherein the efficiency metric has been measured by a plurality of

quick-service restaurants operating under the franchise, and wherein the mean value is
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calculated based upon the plurality of measurements conducted by the plurality of quick-

service restaurants.

13.  The method of claim 1, wherein the received analysis includes a percentile
value for the restaurant with respect to the efficiency metric, wherein the efficiency metric has
been measured by a plurality of quick-service restaurants operating under the franchise, and
wherein the percentile value represents the restaurant's relative ranking among the plurality of

quick-service restaurants with respect to the particular efficiency metric.

14, The method of claim 1, wherein the received analysis includes a history of the
efficiency metric for the restaurant, the history extending backwards into time at least one

year.

15.  An efficiency metric data gathering system for a quick-service restaurant,
comprising:

amenu sign disposed along a drive-through lane of the quick-service restaurant, the
menu sign including a microphone and a speaker for allowing a drive-through customer to
place an order;

a menu sign timing unit that determines a point in time at which the drive-through
customer arrives at the sign and a point in time at which the drive-through customer departs
from the sign;

a pick-up window, permitting delivery of the drive-through customer's order;

a pick-up window timing unit that determines a point in time at which the drive-
through customer arrives at the pick-up window and a point in time at which the drive-
through customer departs from the pick-up window; and

a repeater unit in communication with the microphone and receiver of the menu sign,
in communication with the menu sign timing unit, in communication with the pick-up
window timing unit, and in communication with two-way radios worn by employees of the

quick-service restaurant, wherein the repeater unit is adapted to collect data sufficient to
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calculate a value representing an average number of talk or page operations per customer over

a period of time.

16.  The system of claim 15, wherein the repeater unit is adapted to collect data
sufficient to calculate an average number of times an employee of the restaurant speaks with a

drive-through customer, while the customer is at the menu sign along the drive-through lane.

17.  The system of claim 15, wherein the repeater unit is adapted to collect data
sufficient to calculate an average number of times employees of the restaurant speak with

each other via the two-way radios, while servicing the customer.

18.  The system of claim 15, wherein the repeater unit is adapted to record the
amount of time spent by a drive-through customer at the menu sign along the drive-through

lane.

19.  The system of claim 15, wherein the repeater unit is adapted to record the
amount of time between arrival of the drive-through customer at the menu sign along the

drive-through lane and a greeting being delivered to the customer.

20. The system of claim 15, wherein the repeater unit is adapted to record the total

number of drive-through customers served in a given span of time.

21.  The system of claim 15, wherein the repeater unit is adapted to record the
amount of time between the drive-through customer leaving the menu sign along the drive-

through lane and arriving at the pick-up window along the drive-through lane.
22. The system of claim 15, wherein the repeater unit is adapted to record the

amount of time spent by the drive-through customer at the pick-up window along the drive-

through lane.

15



WO 03/091859 PCT/US03/08082

23.  The system of claim 15, wherein the repeater unit is adapted to record the
amount of time between arrival of the drive-through customer at the menu sign along the

drive-through lane and delivery of an order to the customer.

24. The system of claim 15, wherein the repeater unit is adapted to record the
amount of time during which the pick-up window along the drive-through lane is vacant,

while a car occupies a position along some other portion of the drive-through lane.

25. The system of claim 15, wherein the repeater unit is adapted to communicate

efficiency data to a remote computer for generation of analysis of the efficiency data.

26. A computer system programmed with a set of steps for analyzing data
regarding an efficiency metric, the set of steps comprising:

receiving data regarding the efficiency metric from a plurality of quick-service
restaurants;

calculating, for at least one of the plurality of quick-service restaurants, where the at
least one restaurant stands in relation to the plurality of quick-service restaurants with respect
to the efficiency metric; and

communicating the at least one restaurant's calculated standing to the at least one

quick service restaurant.

27. The computer system of claim 26, wherein the calculating step comprises
calculating a percentile value for the at least one restaurant with respect to the efficiency

metric.
28. The computer system of claim 26, wherein the calculating step comprises

calculating an ordinal ranking for the at least one restaurant with respect to the efficiency

metric.
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29.  The computer system of claim 26, wherein the calculating step comprises

calculating a mean of the efficiency metric across the plurality of quick-service restaurants.

30. The computer system of claim 26, wherein the calculating step comprises

calculating a median of the efficiency metric across the plurality of quick-service restaurants.

31.  The computer system of claim 26, wherein the efficiency metric comprises a

number of talk operations per car in a drive-through lane of the quick-service restaurant.

32.  The computer system of claim 31, wherein the efficiency metric comprises the
number of times an employee of the restaurant speaks with a passenger of the car in the drive-

through lane, while the car is at a menu sign along the drive-through lane.
33. The computer system of claim 31, wherein the efficiency metric comprises the

number of times employees of the restaurant speak with each other via a radio network, while

servicing the car in the drive-though lane.
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