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Challenges faced before technology was introduced

* Being one of the largest chains in fast food
globally; reaching a total of 10,000
cestauzants by 1988 and operating in more
than 100 counties in the early 21° century. It
effectively become the most popular family
restaurant emphasizing affordable food and
flavors that appealed to childzen and adults.

* Drive Thru Technology
+ Faster Service

+ Customer Interaction

* Recrustment

* Bad Food image and obesity
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Challenges faced before
the introduction of
modern technology
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Drive Thru & Faster Service

‘The first McDonalds diive theu was opened on Jan 24, 1975 in
Arizona USA. This inaovation born on necessary rather than

convenience as it was beneficial for that one franchise survival.

arting with 2 simple intescom system and a few items in the
menn changes were introduced from voice  techaology
recogaition, larger menus to LED screens and wireless

More employees were introduced for quicker service more
items in menus making it easier for costumers to chose their
food.

As technology develops McDonalds is implementing Al
technology and replace human servers with voice-based
technology making the ordering process even more quicker
and efficient.

McDonalds plan to invest i technology that could
automatically  alier individual dive thru menu panels,
depending on factors such as weather or near by eveats.
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Customer interaction &
Recruitment

‘MeDonalds key has always been to keep its customers segain 2ad
secruiting new ones. Within these there are three key accelezations in
oxde to grow and each has technology firmly at s cener

1 Fastis digial which s seshaping McDonaldsintractions with the

Second s deivey and offeing it to customers.
Lasly i experience of the funuee which is about levatng the cvstomer
expesience in restngants thiovigh technlogy

* McDonakd i slso using A1 (atifcal iteligence) to optnize t:
secritment saategy they lavnched the Apply Than niitve n which
owners of Amazon Alesa or Google Assistant devices can begin job
applications with voice commands
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Bad Food Image

* The success of MeDonalds ereate criticism in which
concern i pereeived association with the global Increased
of obesity, there ase many concerns and publications
however McDonald response was to include a plaat-based
busger in 2017 and eliminated supes sized portions from
‘menns as well also stopped using trans-fat oils in several
items,

* To defend the image of its food affer a long list of
accusations before they sed news papess publications but
affer technology changes and smast phones being,
intzoduced, they used social media platforms to interact
with customers and allow them 1o ask questions and rebuilt
trust
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Insights of the modern technology
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1n 2015 McDonald's was announcing they're first mobile
ap, allowing costumers to check information of tems in
the menu, place an order and pay it when arriving at their
branch.

After they've upgraded the app so costumers will be able
to pay the order within the app, and collected at the
counter or drive thru, meaning costumers will be able to
skip queues of people waiting to place their order in the
old fashion.

1n 2003 McDonald's was one of the frst branches to
accepted payments with credit or debit card, making
payments easier and faster.

Coming up in 2011 they upgraded they're systems.
accepting contactless payments making the waiting time
tobe less and payments even quicker.
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Technology has changed the world in
many ways during the last decade .

The technology McDonald's uses are

= Mobiles phone app

Online ordering

Credit card payment

Free Wi-Fi connection in all branches
Online networking services

Drive thru
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Impact of the technology introduced
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n 2019 McDonaldt's agreed to a technology worth $300 millions for
Dynamic Yelts, witch gives McDonald's drive thru a personalised
menu display to show food based on the time of the day, weather,
current restaurant traffic, and trending menu items

McDonald's keeps expanding its team by hiring more technology
experts, data scientist, and engineers to make sure that McDonald's
meets future business need and support

By McDonald's tapping into the use of mobile phones in modern
society, they have managed to align their brand promise to people’s
mobiles and as we know, phones can also integrate with other
technologies

The success of this strategy it revealed that technologies that
affected certain areas the most were: lower waiting time, average
order value,lower saff costs and increased order accuracy.
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Since 2017, Dynamic Yield play a
vitalrole for McDonald's digital
transformation, helping it to become
much more consumer-focused by
deploying their technologies on
outdoor digital Drive-Thru menu
boards, as well as other digital touch
points for customer service, such as L ——
self-order kiosks and the McDonald's

Global Smartphone App.

These technology initiatives are likely to improve restaurant
efficiency which can fuel sales growth, reduce the time taken to
order and receiving the meals fresh and quick.

McDonald's has already
introduced the technology to
more than 8,000 stores in the
United States and the
outcome s said to be
satisfactory.
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customer and employee experience better
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MeDonald's has invested in Plesue, a mobile app provider,
last year to help expand McDonald's Global Mobile App.

The hnologieal
programs that MeDonald's has launched in recent years to enhance

new investment draws on a series of ceucial

employee and consuer service
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Lessons that can be drawn from the case study
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McDonalds uses advancements in technology to offer
personalisation to customers through self-scrvice
Kiosks, whete they ate able to place orders and make
payments without having to queuc up and can request
for their food to be brought to the tables by the
employees

McDonalds innovation is creating a better business
system , better methods, systems and controls than
existed at the time in the food industry so that it
could lower its costs
and sell its products
cheaper to the public,
which allowed it to
grow and be more
profitable.
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Digital Skills and
Research Methods

Group Presentation
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McDonald’s
Organisation
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Background of the organisation
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Seeing good promise in their restaurant concept, Kroc
offered to open the first McDonald's in Des Plaines,
Tllinois on April 15, 1955 and in the same year launched
the McDonald’s Corporation, eventually buying the
McDonald brothers in 1961

The chain continued estending to Canada in 1967,
seaching total of 10,000 restaurants by 1988, and

more than 35,000 outlets in more than 100

operating
countries in  the eardly 21* century. Growth was swift in
1990s that it was said a new McDonald’s opened
somewhere in the world every five hours. It became
one of the most popular restaurants for familics,
childen and adults because of the affordable food, fun
and the flavours that was for every taste.
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