E-SOLUTIONS

Energy Efficiency

Throughput capacity management can make quick-serves more efficient and profitable. By Frederick Burger

The goal of any business should be to
boast profits by improving efficiency. In the
gjuick-service restaurant indusiry, achieving
those poals is pamicutarly dilficule becuse near
byevery process in the business alreacly aims
for speed.

So how do you make a food-delivery system
thar already focuses on being fast even faster—
and more proficable?

Brian Sill, a principal with Deterministics
Ine., & constilting firm basecl in Kirkland, Wash-
ington, thinks he s on the mack to linding the
answers, In fact, he thinks the answers e in the
kinct of stuchy and analysis that his firm has
been conduesing for the beter pary of nwenny
years, OF course, Tsnora new science, In-
chustrial engineers have devored their atention
to such things foryears. Burwith the quick-ser-
iee industry ever competitive, the margins of
dilference in management @i customer sepv-
e become critical when it comes to anmcting
customers and turming a prolin

With a growing body of analysis and the
aigd of solware his company developed, Sill
trcls the efficiencies (or inefficiencics) of any
restaurant. Maore olten than not, though, the
worle begins by warching how o client’s restau-
rarts function.

The srarting point also can begin with a
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warch oo the various functions each employee
periorms o conduct a tme-ancd-monon siudy,
thien looldng arways o improve elliciency. Sill
cleseribes the wav & guick-service restaurant
goes from preparing food o mking an onder

to delivering the product to the customer as
Throughput Capacity Management,

“There are a lot of standard processes in
equickservice,” Sill savs. “They vse the same eguip-
ment, the same menu tems and, therefore,
the work time is relagively consistent regand-
lesss of drastic differences in facility layouts.
The name of the same in quick service is cook-
ie-cutrer design as much as possible.”

Sill observes that the quick-service indus-
try has been making significant moves roward
greater elliciency for the better partof a decade.
Bielore that, for instance, a wall separared the
[ront counter from the foad-preparation area,
which created an obstacle 10 emplovees who
neveled o quickbyshilt from one sk i another,
depending on the Aew of customers. In the
last clecade, however, thar wall has slowly dis-
appeared,; enabling customers to watch the full
process of their order being filled and permie-
ting emplovees o move about as they acdjust
toworkplace demands,

Increasing efficiency: however, eniils a mngee
of duties thar management and employees
must be quick te addess, For instance, stalfing
levels must meet peak demands, Further, man-
agement must be aruneed o ways o0 meet
those demands. Sill is quick to point out that
increasing counter service o ke more orders
quickly can ‘be unproductive il it simply in-
creases orders bur does nothing o speed the
cook’s ability o Gl orders.

[hus, if.a manager adds & pemson o ake
orders bur does not aded a cook 1o process the
orders, he creates bottlencck and loses any
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hope of improving efficiency.

Sill estimates that 20 1o 25 percent of the
[unctions performed by emplovees ar quick-
service restauranss represent inefficiencies,
abour half of which can be eliminated

“¥ou can't caprure 100 percent of the in-
efliciency because the world is oo imperfec
aned you have to have a minimum level of pro-
ductive readiness,™ Sill says. “But we think
you can caprure abour hall of
thar. Deterministics” whole ethos
i5 based upon actual faces andd
data, not o gur incuition But
on work measires and point-
of=ale data and systems.”

Staffing makes up just one
part of the equation that leads
1o increased clficiencies, I}h:,',-q-
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of that equaton, Does the de-
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one task bur more difficult and
time consuming [oranother em-
ployee 10 do his job? Finding wil)s to make
]‘J[ﬂh_il‘lhﬁ easier and more efficient o |;.._-;1'|;1r|1'|
is the ohvious goal, And pan of that is the way
cooking areas are more accessible o front-
counter I.'l['k_'ﬂ_l'l i{"l'la.

“Wir're seeing the whole production center,
the service counter; being squeezed down and
pushed ever closer 1o the customer,” Sill says.
“As 4 resulr, everything is more visible. Criick-
service is more a forefront leader in the area of
chesipning for efficiency. And the reason is thar
efficiency and speed are a function of perceived
service gualing”

Many quick-service chains address these
issues with their own in-house industrial en-
gineers, who work o incorporate new ideas
into their new restaurams, Retrolicing older
resraurants and making them more eflicient, of
COUTSE, Can present & whaole serics of chal-
lenges, not the least ol which ks the cost of re-
design.

“We're trying to find ways 1o open upor
pweak a-box so vou can get more throughput
withour having a huge investment,” SHl says,
“Some of the real challenges ave in older facil-
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ities that were cesigned for an carlier er” =90
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