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your academic support and mental 
encouragement that help me go through 
this long process. 
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encouragement to support. 

Thank myself for keeping trying and 
becoming confident and fearless during the 
long process҅ and for my parents who 
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mentally.
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Abstract
The delivery food has been embedded in 
our daily lives. With just a few clicks, 
people can enjoy the food without cooking 
or going to restaurants. The existence of 
such products brought a new Online Food 
Delivery (OFD) market for the platform, 
new jobs for the deliveryman and new 
lifestyles of eating. However, this system 
lies problems, mixing plain user 
experience, business homogeneity and low 
deliveryman salary. Firstly, the customer 
service is limited to only transferring the 
food, this simple service can not supply 
user experience well. Secondly, there is 
little differentiation among platforms, 
making delivery companies hard to survive 
in the competitive market. Thirdly, the 
deliveryman in this system can not earn 
much. 

Facing this mixed problem, innovation in 
experience optimization can solve the 
issue. By enhancing customer experience, 
delivery companies can also distinguish 
themselves in the market. At the same 
time, the experience provider(deliverymen) 
may also earn money for providing the 
optimized experience. 

To solve this problem, I framed the initial 
research question: How can delivery 
(company) service enhance the food& 
eating experienceҘ I also chose the 
company Eleme as the project background. 
Then I researched users, services and 
businesses, and define the design goal & 
requirements. After this, I did design 
development and evaluation. The research 
phase includes literature study, interviews 
and other types of analysis, it helped me 
understand the context and get insights to 
frame the design goal and requirements.  
These insights gave me clues to make four 
types of Persona based on the user 
motivation to eat delivery food. As I want to 
include all types of users in the OFD 
system, I framed the design goal as "HMW 
help Eleme innovate service in different 
customer experiences to differentiate itself 
in the market ҁand make money҂?". With 
this question, I ideated different solutions 
and directions. Among these directions, the 
deliverable as modular tools can best 
achieve the goal and meet the 
requirements. After comparison, the 
concept"Lego my dining" is developed. It is 
a set of tools ҁincluding digital and 
physical forms҂that serve as modules to 
enhance the customized user experience 
for deliverymen and different consumers. 
Afterwards, I deepened the design and 
evaluated it. In conclusion, the final design 
sufficiently fulfils the design goal and 
contributes to experience and service 
design in the OFD industry.
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Project Intro

I choose the OFD (Online Food Delivery) 
for my project context because of its 
boosting trend and limited research 
projects in this field. Delivery food has 
been increasingly common in people's 
eating lives while there is not enough 
academic research about the delivery food 
experience. According to a survey by 
Statistaҁ2022҂, OFD industry is 
expected to grow 9.9% annually from 2019 
to 2023, with this industry boosting (Zhang 
et al҅2021). Besides, covid and lock-out 
situations brought consumers from 
restaurants to their homes (Novita et al, 
2020). We can see that eating delivery 
food has been one of the important 
scenarios in food consumption. However, 
there are not enough research or design 
projects about the OFD industry, making 
this gap worthwhile researching on. 

To further scope down my project, The 
context of a Chinese company Eleme is 
chosen. Owing to China's large population 
and cheap labour force(Qiu, 2022), China 
has been one of the largest OFD markets. 
This fact lays the ground for researching 
different eating scenarios, as the Chinese 
context can get rich insights and 
perspectives on eating delivery food. To 
further scope down the project, a giant 
company in the market, Eleme, is selected 
for my project҅ with the reason that 
Eleme is feasible and profitable for its  
innovation.

Project Scope
Within the project scope, I found that the 
delivery service now only focuses on 
transporting the food on time by 
deliverymen. This brought a mixed 
problem to this OFD system. Firstly, the 
simple food transferring service can not 
supply user experience well, especially in 
some memorable scenarios like a festival 
celebration. Secondly, Eleme can not get 
many advantages in the competitive and 
homogenized market, there is little 
differentiation among platforms. Thirdly, 
the deliveryman in this system does not 
have a stable and decent salary.

To solve this mixed problem, service 
innovation in experience for Eleme could 
be the solution. It can not only solve the 
experience issue but also help with 
business and deliveryman. Sipa (2017) 
pointed out that innovation could be the 
way out of a competitive market, 
innovation in food& eating experience can 
influence the consumption decision of 
different delivery platforms. Besides, 
optimising service level can let 
deliverymen charge more so that have a 
higher income.

Appendix 2.1 shows the brief of this 
project��ZLWK�DOO�WKH�LQIRUPDWLRQ�DERYH, I 
framed the research question: “How can 
delivery (company) provide services that 
enhance the food& eating experienceҘ”

Initial Problem
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To answer the question “How can delivery 
(company) provide services that enhance 
food& eating experienceҘ”҅ I firstly 
looked into what food & eating experience 
is and the aspects to analyze it� to give me� 
as the project owner (PO), clues to capture 
a better eating experience.

Intellectual

Affective

Behavioral Sensory

Aesthetic

These dimensions give PO a framework 
for looking at food experiences, thus 
helping to define and evaluate a good 
experience. In Chapter7, the evaluation of 
the design deliverable uses this framework 
to see the experience optimization.

There are five aspects that this project could 
evaluate on:

• A sensory dimension with perceptions of 
five senses

• An aesthetic aspect of the product in terms 
of liking, attractiveness or appreciation

• An affective evaluation containing 
emotions and  feelings that are triggered
 by product interaction

• An intellectual dimension consisting of 
cognitive links, thoughts evoked and
meanings learned

• A behavioural dimension about actions to, 
with, or evoked by a product

Food experience dimensions
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Food experience relates to a bigger scope, 
experience. In this field, there are ways 
and structures to analyze itҁe.g.,  Brakus 
et al, 2009; Hekkert and Schifferstein, 
2008; Schifferstein, 2010; Vyas and van 
der Veer , 2006, as cited in Schifferstein, 
2020҂, which gives references to evaluate 
the food experience in a structured way.

Figure 1.1: Experience aspects



Aspects of delivery meal service
Experience with delivery food includes not only the eating process, but also the preparation 
before eating, like buying groceries and cooking, or events that happen after eating, like 
food waste (Schifferstein, 2020). For delivery food, Figure 1.2 shows an overview of the 
factors that affect the dining experience of delivery food. The overview structure is adapted 
from Edwards (2000).

The experience of delivering food is composed of various factors. However, When looking 
from a delivery platform (like Eleme)’s perspective, what influence the experience most are 
the “Service” category and “Convenience & Time” category (as other aspects could only be 
influenced by restaurants now). Therefore, this project will scope down to these two aspects 
for the innovation of solution.

What platforms like Eleme can intervene

Figure 1.2: Aspects of delivery meal 
experience

Delivery meal experience
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These two aspects and nine themes give clues on how to scope down the user experience 
of delivery food. This structure gives hints on interviewing users. For example, in Appendix 
4.1, questions” Looking(memorizing) the delivery orders, where is your destination? ”, and 
"When do these orders happen? " is derived from the aspects "Picking up location" and 
“Time”. 

What platforms like Eleme can intervene
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Focus of this project

Delivery meal experience

Figure 1.3: Focus of this project on delivery meal experience



Experiencers
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Das(2018) analysed the data from 153 
online delivery users, concluding that 
“doorstep delivery” and “convenience (on 
the app)” are the two most important 
factors for using delivery food. In other 
words, the motivation for the current 
delivery users focuses on effortlessness to 
get the food. Moreover, another study also 
addressed that convenience is the most 
important motivation followed by price, 
pleasure, health and concern about weight 
(Marquis, 2005).

Therefore, It is apparent that convenience 
is one of the key motivations and values 
for its users now. This insight will help me 
understand the users more, give 
background information for follow-up 
questions in the user interviews, and back 
up the information to categorize personas 
in the later stage.

Another motivation for delivery food is from 
the hedonic perspective (Nejati and 
Moghaddam, 2013), but it remains unclear 
about its degree. Utilitarian vs. hedonic 
motivations for consumer behaviour are 
widely documented in the marketing 
literature (Kim, 2006). However, in the food 
and beverage category, Being a hedonic or 
utilitarian good depends not only on the 
food category but also on how users 
perceive the food. When the satisfaction is 
related to the multisensory experiences of 
the delivery of food, the user is hedonic-
driven. 

This finding also gives me insights into 
personas, hinting me to think about 
hedonic-driven scenarios in further design. 

I like the smell of 
the delivery food !

Just a few clicks, 
Ordering pizza 
can save my 
cooking time.

Convenience Value Hedonic Motivation 

Figure 1.4: Utilitarian vs. 
hedonic motivation in 
delivery  food
（Seeking convenience is 
alwasys utilitarian ）



Project Approach

What

Why

How

Service design is an interdisciplinary 
approach that focuses on the service that 
an organisation provides to the user. For 
example, a messaging app on a 
smartphone is meaningless without an 
internet connection. Service design is a  
genetic approach, it builds upon a number 
of other design types and does not have a 
single clear set of methods or terms. 
Besides, the user-centric perspective is 
always applied in service design.

This graph shows the difference between 
experience design and service design. 
While experience focuses on the human-
interface interaction, service design also 
looks into backup systems, but still 
originated in experience design.

The reason I choose service design as my 
design perspective is that:

1) The key equity of Eleme is the ordering 
and delivery service

2) From Eleme’s business model, There 
are many stakeholders involved in the 
ecosystem for innovation. Service design 
can consider this aspect.

3) This graduation project is only a small 
piece/ proposal to start the innovation. I 
want this project to aim for longer-lasting 
interactions.

Van Boeijen et al(2020) proposed steps in 
service design:

1) Build a holistic view of the user’s context 
and service possibilities

2) Visualise the intangible interactions over 
time

3) Develop an interdisciplinary and shared 
language

This project will follow these structured 
steps.

Experience design

Service design

This project will use service design 
perspective, not only because one of the key 
equity of Eleme is service, but also the fact 
that the project aims to have long-term effect 
on different stakeholders

Figure 1.5: Illustration about experience 
design and service design

Conclusion
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BUSINESS 
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To answer the question “How can delivery 
(company) provide services that enhance food& 
eating experienceҘ”҅ This chapter will introduce 
the business context of Eleme, from the Chinese 
OFD industry to the company introduction and 
ordering details. After showing the basic information, 
competitors and SWOT would explain where the 
business challenge and opportunity lies for Eleme.



Zhao et al ҁ2021҂pointed out that the online-
to-offline (O2O) food delivery industry in China is 
moving from quantity to quality. The market 
growth drops sharply since 2014 and is below 
20% in 2020. Consumers will compare products 
and services on the market, so the 
competitiveness lies in the quality of the service 
and product.

The business part starts with the analysis of Chinese OFD. 

Market growth speed ������

������

������

��

�

����

���� �������� ���� �������� �������� ���� ����
�

Figure 2.1: OFD Market in China

The products and services on the market are still 
very similar on the consumer side. This 
homogeneity for consumer perception lies in the 
similar interfaces, ordering procedures and 
delivery service. Figure 2.3 compares different 
delivery interfaces where the interface is much 
similar in icon layout and restaurant choices. 
With this similarity, the function that the platform 
offers and the service that consumers can get 
are quite similar.

Although the market growth decreases, China 
still has a large market in OFD industry by its 
large population and cheap labour force ҁQiu҅ 
2022҂. Many people eat delivery food quite 
often, and this service has been embedded into 
people’s daily lives. One evidence is that Eleme 
reports showed that the destination of delivery 
food is not focused on one place, people will 
order delivery food at their homes, when they 
work, go the school, at a hotel, or even at a mall 
and hospital. There are many eating scenarios to 
research.

OFD in China

! "

# $

%&5HVLGHQFH 2ƋFH 6FKRRO
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From quantity to quality

Daily life integration

Homogeneity 
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Figure 2.2: Delivery food destinations 
& distribution

Figure 2.3: Interface of the delivery Apps

Baidu Meituan Eleme
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Company Intro
Eleme is an online food ordering and 
delivery platform launched by  Mark Zhang 
and Jack Kang in Shanghai, in 2008. In 
April 2018, Eleme was acquired by the 
Alibaba Group and continues to operate 
independently. 

Like Figure 2.4, Eleme’s business map 
shows the main business is the ordering 
service and delivery service. The ordering 
service provides consumers with the App 
to order and track the food from various 
restaurants, in the meantime, offers an 
ordering management system for 
restaurants. The delivery business 
provides consumers service to get the food 
on time, and assistance for restaurants to 
hand out the food and run their delivery 
business.

Figure 2.4: Business map of  
Eleme with  exchanges 
between key stakeholders
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Eleme Apps
On the consumer side, users can order, 
pay and track the food via Eleme, the 
orders will be in the system and sent to the 
other stakeholders (deliveryman and 
restaurant). On the deliveryman side, the 
employee can accept, navigate and 
manage customer orders, there is also a 
rating system where customer comments 
can influence the deliveryman’s salary. On 
the restaurant side, the App is used for 
taking and managing orders. All these 
three sides belong to the platform Eleme.

Consumer side

Deliveryman side Restaurant side
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Figure 2.5: Eleme homepages on user, deliveryman and restaurant side

As a platform that connects users, 
deliverymen and restaurants, the ordering 
system includes apps on these three sides. 



Choosing

Confirming

Waiting

Commenting

Ordering on Eleme
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Homepage

Checking page

Comment page

Comment page

Confirm page

Submit page

Submit page

Restaurant 
page

Food pageOn the consumer side, the use of the 
Eleme app could be categorised into 
four stages: choosing, confirming, 
waiting and commenting. 

On the homepage, users can browse the 
restaurants, choose one restaurant to 
order, and then add food to the basket.

When the ordering is done, users will 
check the contact info and the summary of 
the order, then press the confirm button.

While the order is being prepared, users 
can check the status of the food( info like 
being prepared by restaurants, or, on the 
way will be shown). At this stage, users 
could also call or message the restaurant 
or the deliveryman.

After receiving the food, users could rate 
and comment on both delivery and 
restaurant. These comments will be shown 
on the ordering page when other users are 
making the consumption decision, or let 
the deliveryman have punishment on the 
salary. 

Figure 2.6: Eleme 
ordering 
process_Consumer 
side



Ease & Convenience

Cost-Effectiveness

 24x7 Availability

Easy Mode of Payment

Doorstep Delivery

Restaurant choice variety

Income after platform commission
ҁ���50%�PHDO�DV�DQ�H[DPSOH҂

Fee per order

Daily active deliverymen

Total numbers of deliverymen

6.5 RMB

29

270 M

9.8 RMB

Food and hunger

65%

ҁmuch higher҂
4.7 RMB

18

66.7 M

11 RMB

eat better, live better

27%

Brand

Total Market shareҁLQ�����҂

          in developed cities

          in developing cities

The competitor analysis looks into four 
sides: consumer, restaurant, delivery and 
marketing. Externally, consumer 
experience influences order numbers and 
the profit a company can earn. Das (2018) 
‘s framework about consumer perception in 
the delivery service is used for the 
benchmark on the customer side. The 
analysis also looks at another partner, 
restaurants’ interest as a longer and 
stronger cooperation can help platforms 
gain customer orders. Internally, the study 
focuses on delivery resources as a good 
customer experience needs to be back up 
by the service resources. Another internal 
factor to look at is the marketing aspect as 
it shows the current business context and 
the company’s further steps.

About food delivery platforms, there are 
two giants in the Chinese market: Meituan 
and Eleme. They together account for 
more than 90% of the food delivery market 
share, and the rest are occupied by 
restaurant-exclusive platforms such as 
Home Delivery for KFC. Therefore, to 
innovate and make profits for Eleme, the 
analysis of the competitor is made to spot 
Eleme’s opportunity for innovation. 

Compared to its main competitor, Eleme is 
weak in the scale҅�SULFH҅�UHVWDXUDQW�
choices�DQG�VR�RQ. However, Eleme’s XQLW 
salary for deliverymen is high, and the brand 
focus on“food and hunger” rather than 
speed

Conclusion

Competitor Analysis

Consumer

Eleme Meituan

Restaurant

Deliverymen

Marketing

Figure 2.7: Competitor Analysis between Eleme & Meituan 
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SWOT Analysis

Business Research Conclusion
The market is going from quantity to quality of the food and service. As the 
user growth speed drops rapidly, existing users will compare the products. 
But now what all the platforms offer ҁordering and delivery service҂ are 
homogenous and focus on relatively low-end market. 

The largest competitor, Meituan, beats Eleme in benchmarks like scale, 
price, restaurant resources and so on. Eleme only get the advantage in 
“food-related” brand image (while Meituan focuses on speed) and higher 
XQLW salary for deliveryman

Expand new business
Position to higher-end market
Rebrand Eleme
Have more functions

The innovation may be copied 
from competitors.
Users may have no need for 
other services.

About 1/3 market share
Reliable brand image
ҁFood and hunger-related҂ 

Stable management system
More unit salary for deliverymen
More market share in developed 
cities
Easier for innovation because of 
the medium scaleҁcompared to Meituan҂

Higher prices for consumers
ҁFRPSDUHG�WR�0HLWXDQ҂

Fewer restaurants cooperated
Less active users
Smaller scale
CRPSHWLWLYH�PDUNHW

Strengths

Opportunities

Weaknesses

Threats

To deepen the analyzing phase and 
spot opportunities, a SWOT analysis is 
made to spot Eleme‘s innovation 
strategy. 
Among many conclusions from the 
analysis, “Given the condition of the 
competitive market, Eleme’s all-around 
weakness in scale and funding
ҁcompared to Meituan҂leads to the 
recommendation that we expand new 
business in the  mid-to-high-end 
market҅ in favour of an attempt to win 
the competition.” Besides, its larger 
occupation in developed cities gives 
room for Eleme to test its innovation 
with its reliable brand image to high-
income citizens. 
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Given the condition of the competitive market, Eleme’s all-around weakness 
in scale and fundingҁcompared to Meituan҂leads to the recommendation 
that we expand new business in the mid-to-high-end market҅ in favour of 
an attempt to differentiate ELeme and win the competition.

Considering the main equity for Eleme is the service, the new business 
should aim at the mid-to-high-end market with an optimised service, and 
deepen the brand image on eating. 
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To answer the question “How can delivery 
(company) provide services that enhance food& 
eating experienceҘ”҅ This chapter will look into the 
delivery service from the service on the market 
(standard & customized) to see possible service 
forms�

After that, POҁProject Owner҂will look at the 
current service of Eleme in more detail by 
interviewing the deliveryman, to know the current 
stage better for innovation. 
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This standard delivery service is supported 
by multiple systems as Figure 3.2 shows. 
On the deliveryman side, there are 
training, rating and salary systems for 
deliverymen, while restaurants incorporate 
financial and order management systems 
to run the standard delivery service. The 
fast running of all these systems ensures a 
large daily transaction volume�

Figure 3.1: Eleme’s deliverymen is giving the food

Standard delivery service

Rating 
system for 

deliveryman

Training 
system for 

deliveryman

Order 
system for 

users

Salary 
system for 

deliveryman

Financial 
system for 
restaurants

Order 
management 

system for 
restaurants

Figure 3.2: Systems to support the standard delivery service

There are two types of delivery: 
Standardized and customized. The 
standard delivery like Eleme offers a 
solution to get numbers of food from place 
A to B on time. On the consumer side, 
users could only get the ordering system 
and the packaged delivery food according 
to their requests҅ but this standardization 
can help Eleme run about 5 million orders 
per day(Alibaba, 2022). 



Customized delivery service
The other type of service, which is very customized, always appears in a high-end 
restaurant or during lock-down. On the customer side, it offers more than food but also 
services like setting the table, according to the specific customer needs. 

This customized delivery service is restaurant-based and does not require complex 
systems to support. The communication between consumers and restaurants is direct and 
always does not involve third parties.

Haidilao Hotpot offers at-home services҅ which include setting the table, plating the food, 
boiling the ingredient, and performing an at-home fantasy face show, to offer a fine dining 
experience at home.

Firadis offers a home-chef experience, which brings food and people to your home, Cook in the 
kitchen so that customers can eat the meal fresh.

During lock-down, Hanno restaurant offers themed set meals (themes are such as Indonesia, 
Chinese and Thailand) for delivery, this theme also applies to the music/movie list via emails, as 
well as the board games. All these attachments are with the themed meal, to offer a more 
cultural eating experience before, during and after the meal.

Set the table

Chef & waitress at home Cook at homeServe the food Clean the kitchen

Emails attaching 
movie/music list

Snack for the 
movie

Haidilao Hotpot (China)

Firadis (Japan)

Hanno Restaurant (Netherland)

Plate the food

Board games Themed meal with 
a menu

Boil the ingredient Fantacy face show

Figure 3.3: What customized service offers to the consumers
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Standard vs. Customized

Napkin with 
special 
patterns

Physical menu
from the theme 
country

Email with spotify playlist, Intro 
about the culture҅ Movie list 

Popcorn for movies 

Cut-out games from the theme country

Food & Sauces

from the theme 

country

Chef and helpers

Shows

Packaged food on time

Standard Service Customized Service

The goal is to take the food from place A to 
B on time

Does not require service skills

The market is big with “mass production”

The goal is to offer an advanced food 
experience at home

The service provider needs to be trained and 
have certain styles

The market is niche

The experience of eating is much betterThe experience of eating is unremarkable

Figure 3.4: What standard& customized service offers to the consumers

Being the opposite type, both services have their strength and weakness. The standard 
service is suitable in mass production while it does not give an optimized consumer 
experience. At the same time, the customized service could increase consumers’ 
satisfaction (Ding, 2016), offering a better experience but may only have a niche market 
due to its limited scale.

To solve the problem of homogenized services, Eleme can learn from both types of 
services. In other words, Combining both strengths (mass production + better experience) 
can be the opportunity for Eleme to innovate.
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Deliverymen Interview
To understand Eleme’s delivery system better, I also interviewed 
deliverymen from Eleme, to see how the service provider interacts with the 
system now, and gain more insights into the delivery system.

As PO(Project Owner) is unable to interview off-line due to the physical long 
distance with Eleme deliveryman, the interview goes online. There are two 
requirements for the deliveryman interviewee:1) Have delivery experience for 
longer than 3 months, to make sure the interviewee understands the delivery 
procedure so that PO can get sufficient information. 2) Being social-media 
active so that PO can reach them online.

Based on these requirements҅ PO found four deliverymen of Eleme who 
are willing to take the interview. Appendix 3.1 shows the material supporting 
the whole process, including the interview template, video screenshots and 
note clusters.

Research question： 
How do deliverymen provide their service?

The purpose of this study is to 
understand the current service 
from the deliveryman’s 
perspective, what is the context��
procedure and pain points 
currently, in order to know the 
delivery system better (for 
insights), and make a service 
blueprint.

There are three themes in my 
interview:
- Context of delivery
- Delivery process
- Perception of the delivery 
system and task

Figure 3.5: Interview pictures

 3
 S

ER
V

IC
E 

R
ES

EA
R

C
H



Deliverymen Interview
“I was a restaurant waiter 
before covid, (During covid 
I have to be a deliveryman 
but) I am still in this dining 
industry and have those 
service skills”

“I am in debt, so like 
the way that hard 
work can quickly pay 
off in this industry.”

“I can use the 
App(for deliveryman 
of Eleme) easily.”

Male
age 25
1 yrs experience
work 5days/ week

Female
age 32
1 yrs experience
work everyday

Male
age 32
1 yrs experience
work everyday

Figure 3.6: Illustration of interviewees

“I am afraid of 
customer ‘dislikes’ 
because I will be 
fined (from salary).”
Male
age 30
2 yrs experience
work 5days/ week
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Deliverymen Interview

As service providers, they are always not well 
educated, and currently, they not have structured 
training for delivery service.

Deliverymen are very money-driven.
At the same time, their 
current salary = commission * order numbers - punishment. 
There are seldom tips.

Some deliverymen have other skills like serving the 
table(being a waitress before),  playing the violin.etc

The salary punishment is from the rating system on the 
customer side, the deliveryman’s service is under 
certain quality control.

Key Insights
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 Eleme’s service system

3KRQH�LQWHUIDFHV 3KRQH�FDOOV

5HVWDXUDQWV�
FRQƉUP�IRRG�KDV�
EHHQ�ƉQLVKHG

'HOLYHU\PDQ�JHW�
WKH�RUGHU

'HOLYHU\PDQ�JR�WR�
WKH�ORFDWLRQ�DQG�
JHW�IRRG

�$SS��1RWLI\�XVHUV�
WKH�RUGHU�VWDJH

�$SS��6KRZ�XVHUV�
WKH�RUGHU�VWDJH

:DLWV�IRU�WKH�
IRRG

7UDFN�WKH�
GHOLYHU\

6DODU\�FDOFXODWLQJ�
V\VWHP
ҁ)RU�RUGHU�QXPEHUV�

Wait

%URZVH�DQG�
RUGHU�IRRG

3D\�WKH�ELOO

�$SS��RƈHUV�IRRG�
DQG�WDNH�WKH�RUGHU

�$SS��FRQƉUP�WKH�
RUGHU

5HVWDXUDQWV�JHW�
WKH�RUGHU�DQG�
PDNH�WKH�IRRG

2UGHU�LQIR�	�
PDQDJHPHQW�V\VWHP�
	�&DVK�V\VWHP

&DVK�V\VWHP

Order

Customer 
Actions

Physical 
Evidence

Onstage contact 
actions

Backstage 
contact 
actions

Support 
processes

Information exchange
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'HOLYHU\�XQLIRUP�DQG�
SDFNDJHG�IRRG

'HOLYHU\PDQ�
WUDQVSRUW�WKH�IRRG�
WR�WDUJHW�ORFDWLRQ

&RPPXQLFDWH�ZLWK�
WKH�XVHU�DERXW�
ORFDWLRQ�HWF

0DNH�WKH�IRRG�DW�WKH�
WDUJHW�ORFDWLRQ

&RPPXQLFDWH�
ZLWK��GHOLYHU\PDQ

Wait Get

3KRQH�LQWHUIDFHV3DFNDJHG�)RRG

&RQƉUP�WKH�
GHOLYHU\�DUULYHG

*HW�WKH�IRRG (QMR\�HDWLQJ *LYH�UDQNLQJ�WR�WKH�IRRG�
DQG�WKH�GHOLYHU\�VHUYLFH

6DODU\�FDOFXODWLQJ�
V\VWHP
ҁ)RU�FXVWRPHU�UDWLQJV�

Eat

3KRQH�FDOOV

Information exchange



Conclusion
There are standard and customized services on the market��while standard focus on 
quantity and customization focuses on quality. The customized service is one solution for a 
better experience. However, implementing customized services in Eleme’s system remains 
a challenge.

Eleme now has a very standardized service, which is supported by a user app, deliveryman 
app, and restaurant app. Behind lies the ordering management system, cash system, salary 
calculating system. etc.

Deliverymen are money-driven, their salary now depends on order numbers and punishment 
of bad feedbacks, also it is not common for tips. At the same time, deliverymen are always 
low educated, but some of them have certain skillsҁOLNH�VHUYLQJ҂WKDW�FRXOG�KHOS�ZLWK�
HDWLQJ�H[SHULHQFH. 

Figure 3.7: Insight cluster
(For more info on the clusters, see Appendix 3.1)
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USER 
RESEARCH

desirability

feasibility viability

context

Ideation

XVHU

business

VHUYLFH

Ҙ

research & interview 
directions

design goals &
design requirements

conclusion on 3 aspects

To answer the question “How can delivery (company) provide 
services that enhance food& eating experienceҘ”҅ This 
chapter interviews 7 users to understand the user context. 
This chapter concludes with four personas and their user 
goals. 
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User Interview Setup
To emphasize users and get to know the 
scenarios for eating, I did in-depth 
interviews with users.
There are 4 requirements when I do the 
interview:
1) The interviewee should age 18-31
2) The interviewee should have used 
Eleme’s service in developed cities
3) Balanced male-to-female ratio in total
4) Diversity in living conditions is preferred 
(eg. working, studying, holiday, with 
parents, with partners, living alone...)

These requirements are summarized 
based on the research and project goals: 
1) From the report by Eleme (2020), 
people ageing 18-31 are the main users 
eating delivery food. Besides, young 
people are always the early adopters of 
innovation. Therefore, people in this age 
group are the most ideal group for my 
interview. 2) Context research shows that 
the first step of Eleme‘s innovation should 
take place in developed cities. 3) & 4) are 
based on the research goal to get an 
overall picture of the user experience. 

The whole process, including full template, 
interview photos and note clusters can be 
shown in Appendix 4.1

The main research question for this 
interview is “How do users perceive the 
interaction in delivery service?”. The 
purpose of this study is to understand the 
context from a user’s perspective, and 
contribute to my understanding of 
personas, scenarios& Journey maps, what 
is the motivation and pain points currently 
from the user’s perspective. 
The interview is divided into three partsғ 
scenario, experience, and perceptions. It 
takes around one hour.

Figure 4.1: Interview Template picture



User Interview

Female

age 22

Student

3 times/week

Male

age 25

Student

2 times/ week

Male

age 27

Office Worker

5 times/week

Female

age 20

Student

nearly everyday

Female

age 25

Internships

nearly everyday

Female

age 30

Housewife

2 times/ week

“When hosting home 
parties, I would choose a 
restaurant, inviting all 
friends to order online.  I 
only need to check out and 
pick up food” “I order delivery food 

for my kid when she 
goes to school  without 
meal ”

“During lockdown, I 
ordered delivery food to 

celebrate anniversary 
with my girlfriend”

“I always order 
on my way home 
at the subway”

Male

age 25

Office Worker

3 times/week

Figure 4.2: Illustration of interviewees
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People who seek for a certain 
fine eating experience

People whose delivery food are 
ordered by others because of 
their inability

Ritual Seeker

Cyber Noob

People who want to make their 
life easier by delivery food

Convenience Pursuer

Activity Organizer
People who order delivery food 
to make up their party

Personas
Based on the user interviews and the literature on delivery food experiencers, four personas 
are created for further design. Those user types are differentiated based on the motivation 
for ordering food, and each of them has very different eating scenarios.

Figure 4.3: Illustration of Personas
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Order Wait Get Eat

Open the app

Order on the app

Office/ subwayLOCATION

BEHAVIOUR

TOUCHPOINTS

THOUGHTS

Subway Front door/downstairs of home Home

App

Phone call

Furniture

Food

Interact with the deliveryman on the app& 
call

Check Infos and get the food Eat at a table and clean up

Add food to the basket, choose options and 
add notes 

What should I order?

Can the deliveryman get my point?
What if the delivery is delayedҁKXQJU\҂? or 
ahead(food gets cold)?
I ordered the same food again, Can there be 
some customization?

This task is done!
I don’t have time to check the details of the 
delivery

It is hard and bothering to 
communicate with the man, also 
the background noise make the 
voice unclear

This should be the location!

Where is my food? I can’t find it…

I should clean the table 
before eating

Check& Pay the bill Notified on the delivery begin
Notified that delivery finished

Get the phone call & tell the man to place at the 
front door

Check the drop-off location 

Check the paper bill details and get the 
food

(when problems happen) report on the 
phone

Clean the table

Open the package and eat

The food is nice, and the 
video too!

Oh҅ I need to clean XS 
again…

Clean out the trash

Clean the table 	 open the 
window

People who want to make their life easier by delivery food
Convenience Pursuer

Conclusion

Bill is 21 yrs҅ he is a busy office worker with KPI and mortgage burden҅ he lives alone 
and often orders dinners on weekdays and  lunch+dinner on weekends. Bill doesn’t like 
cooking and he prefers to stay at home. 

This journey is a typical weekday dinner order. Bill ordered the food on the subway home, 
and tell the delivery man to leave the food downstairs. He can eat the food as soon as 
possible(does not need to wait while hungry), and doesn’t need to interact much with the 
man(answer the ring. etc). 

- Convenience pursuer want a decent 
quality of food but does not have much 
time to compare and choose.

- Convenience pursuers always order and 
eats delivery food in their gap time during 
daily routine.
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For each persona, journeys are made to better empathize and get to know the scenario of 
the eating experience.



LOCATION

BEHAVIOUR

TOUCHPOINTS

Home

Amy is 23 yrs, She wants a quality life. She always eats out at festivals, This time during 
covid҅ when Amy could not eat out, she ordered fine delivery food and dress up for the 
sense of ritual. 

Besides, Amy thinks fine dining could be a present sent to her loved ones,  so she will 
also appreciate it as a gift for her friends or families. She would dress up and decorate 
the home for this dinner.

Order Wait Get Eat

Open the app

Order on the app

THOUGHTS

HomeHomeHome

App

Phone call

Furniture

Dress

Food

Interact with the deliveryman on 
the app& call

+ prepare for the dinner

Get the food
+ plate the food

Eat at a table and clean up

Add food to the basket, choose options and 
add notes 

Is there any special/ 
interesting stuff I can 
order?

I should prepare my dress and tables, I am exciting! 
When will my food arriveҘ 

How should I plate this food?
What is this food? Does it have special meanings? Id like WR�NQRZ�WKH�
FXOWXUH�EHKLQG�LW
It there a sequence of eating?

I don't want to clean them
What should we do next to celebrate the festival?

Check& Pay the bill Notified on the delivery begin

Notified that delivery finished

Get the phone call

Dress XS & make up

Check the paper bill details and get the 
food

Check food info

Clean the table
Put the tableware҅ candles̶
etc

Place the food on the fine 
plates

Open the package Clean out the trash

Clean the table 	 open the 
window

Conclusion

- Ritual Seeker would prepare himself for 
the mealҔ and would have other activities 
after the meal

- Ritual Seeker cares about social, 
aesthetics and intellectual aspects of the 
dining experience

People who seek for a certain fine eating experience
Ritual Seeker
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LOCATION

BEHAVIOUR

TOUCHPOINTS

Notified Wait Get Eat

Answer son’s phone call

THOUGHTS

HomeFront doorFront doorHome

Phone 
call

Furniture

Food

Get prepared to go outside

Wait outside

See the delivery man 
and check the info

Get the food and go back home Open the package and eat

What food will I eat today?
When will my food arriveҘ 
Is it paid?
Should I give tips to the deliveryman?

Is this food mine?

Finally I get that!

I don't want to clean them

Same food as yesterday?

Get the phone call

Check the paper bill details 
and get the food

Clean the table

Open the package Clean out the trash

Clean the table 	 
open the window

George is 63 yrs��+H�OLYHV�DORQH�FDXVH�KLV�VRQ�ZRUNV�LQ�DQRWKHU�FLW\��+H�FDQ�WDNH�
FDUH�RI�KLPVHOI�EXW�FDQ�QRW�FRRN�ZHOO��QRU�FDQ�KH�XVH�KLV�SKRQH�ZHOO��7KHUHIRUH��KLV�
VRQ�RUGHUV�GHOLYHU\�IRRG�IRU�KLP�HYHU\�GD\��%XW�*HRUJH�GRHV�QRW�KDYH�GLUHFW�
FRQWDFW�ZLWK�WKH�GHOLYHU\PDQ��VR�KH�DOZD\V�JHWV�SUHSDUHG�DQG�ZDLWV�RXWVLGH��RU�
SKRQHV�KLV�VRQ�IRU�WKH�GHOLYHU\��%HVLGHV��KLV�VRQ�DOVR�DVNHG�WKH�KRXVHNHHSHU�RI�WKLV�
ƊDW�WR�WDNH�FDUH�RI�*HRUJH�ZKHQ�KH�IDFHV�SUREOHPV�ZLWK�KLV�PHDO��

Conclusion

- That help is from other stakeholders
ҁorderer, eater, helper of the noob, 
deliveryman҂, making up the complex 
context and poor communication.

- Cyber noob can take care of himself, but 
always need help from others with the 
delivery meal. 

People whose delivery food are ordered by others because of their inability
Cyber Noob
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Activity Organizer

LOCATION

BEHAVIOUR

TOUCHPOINTS

Home

App

Phone 
call

Order Wait Get Eat

Open the app

Order on the app

THOUGHTS

HomeHomeHome

Furniture

Food

wait & pick up friends

track the delivery status

Get the food
+ plate the food

Eat at a table and clean up

Add food to the basket, choose time҅ 
options and add notes 

Could I order all the stuff in one 
store, so that I only need to pick up 
once?

Are these all the stuff we need? 
Should I buy more things?

When will it arrive? running too late 
could ruin my party plan and make 
everyone hungry.

Good! finally I get the food! 
Let me check other parts of the party

Are�WKHVH�DOO�WKH�VWXƈ�ZH�QHHG"�
6KRXOG�,�EX\�PRUH�WKLQJV"

There are not enough folks for all the 
people, I need to check my kitchen 
again

I don't want to clean them
What should we do next to celebrate the festival?

Check& Pay the bill Notified on the delivery begin

Notified that delivery finished

Get the phone call

Check the paper bill details 
and the amount of food

Check food info

Clean the table
Clean the room

Prepare the 
table&chairs

Plate the food

Open the package Clean out the trash

Clean the table 	 
open the window

play card 
games.etc

Conclusion

Joy is 28yrs old. She loves home parties because she can feel the privacy and 
freedom while having fun with friends. However, she does not like cooking, so she 
ordered delivery food for groups. Her wish is that the food could arrive at the right 
amount and time, and tastes not bad  so that it will not ruin her party plan.

- The end goal for the activity organizer is 
to run a successful activity

- To run the activity, the organizer needs to 
get appropriate food, plan the game and 
clean the room.etc
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People who order delivery food to make up their party



Activity Organizer
need a way to

so that

Cyber Noob
need a way to get the food easily

so that he can also enjoy the delivery 
service

Ritual Seeker
need a way to be taken care thoroughly

so that he can have a good social or 
cultural experience

Convenience Pursuer
need a way to

Though people in real life have mixed motivations, the user interview showed that there are 
four typical user types and scenarios. Their need is explained in the details below:  

make eating efficient

so that he can get food effortlessly to 
make his busy life easier

take the food part easy

he can run the activity smoothly

Conclusion
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DEFINE THE
DESIGN

desirability

feasibility viability

Ideation

business

XVHUVHUYLFH

research & interview 
directions

design goals &
design requirements

conclusion on 3 aspects

Based on the conclusion of former research, this 
chapter aims to define the design goal and 
requirements by analyzing the statement and 
reframing the goal.

Seperation

concept & selection

vs. Integration
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Initial Problem statement

- How can 4 different types of users have a satisfactory experience?

- As a service provider, How can we drive, teach and manage deliverymen to offer a better 
experience?

- How can Eleme innovate in the mid-to-high-end market with an optimised service� to stand 
out in the OFD competition?

HMW help Eleme innovate in customer 
experience to differentiate himself in the market 
and make money?



Reframe the problem 

How might we help every stakeholder on 
board for Cyber Noob?

How to support ‘cyber noob’ to be assisted 
by all the helpers in the scenario effortlessly?

How might we help 'activity organiser’ run the 
event smoothlyҘ

How might we help 'ritual seeker’ have a 
satisfying experience?

How could we use food delivery to reduce 
the workload of an activity organizer?

workload: all the steps to organise a party

How might we help 'ritual seeker’ have a 
satisfying social & cultural experienceҘ

Based on the existing personas and journeys, design (sub)problems for each persona are 
restated after analysing “Why-How” laddering(See Appendix 5.1 ). The aim of this 
restatement is to have a specific, optimistic, ambitious, relevant and simple guideline for 
developing further solutions, and Why-How structure can help define the right challenge 
from both an abstract level and specific perspective.  

Convenience Pursuer

Ritual Seeker Activity Organizer

Cyber Noob

social: positive interactions between eaters 
(behavioural dimension) eg. talking, sharing 
the food

cultural: cognitive thoughts about the food 
(intellectual dimension)

all the helpers: include the orderer, the 
deliveryman and the assistant

high efficiency: effortless on ordering and address 
finding& on time

not compromising: decent quality

How might we help 'convenience pursuer' eat 
effortlesslyҘ

How can we help 'convenience pursuer' eat 
effortlessly with high efficiency, while not 
compromising on food?
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Final problem statement

HMW help Eleme innovate service in different 
customer experiences to differentiate itself in the 
market and make money?

- How might we help 'ritual seeker’ have a 
satisfying social & cultural experienceҘ

- How could we use food delivery to reduce 
the workload of an activity organizer?

- How can we help 'convenience pursuer' 
eat effortlessly with high efficiency, while 
not compromising on food?

- How to support ‘cyber noob’ to be 
assisted by all the helpers in the scenario 
effortlessly?

- How can we embed those experience 
solutions in the delivery system?

- As a service provider, How can we drive, 
teach and manage deliverymen to offer a 
better experience?

- How can Eleme use the smallest budget 
in the current system to innovate and get 
the most foreseeable profit?

ҁ([SHULHQFH�6LGH҂

ҁ'HOLYHU\PDQ�6LGH҂

ҁ&RPSDQ\�6LGH҂
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Design Requirements
A design solution model needs to cover the three aspects of desirability, feasibility, and 
viability. This model is originated from IDEO (Admin, 2017)��following the model can help 
design interventions to solve problems and support long-term implementation. Therefore, I 
use this model as the framework for my design requirements. 

- Fit in user’s functional or hedonistic needs in their 
scenarios 
- Enhance the experience aspects for all groups of users
- Increase deliveryman’s professional competitiveness 
and happiness in the long run

- Gain long-term financial or brand value for Eleme
- Estimated ROIҁreturn on investment҂can 
persuade managers to adopt the innovation plan

- Fit in Eleme’s tech support functions if the output is 
needed
- Feasible in implementation and adaption from the 
company side.
- Deliverymen can understand, learn from and apply 
the design output.

Desirability

Viability

Feasibility

(Human)

(Business)

(Techinical)

Desirability

Viability

Feasibility

Innovation

Figure 5.1: Design model from IDEO
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DEVELOP THE
SOLUTION
By the final problem statement, This chapter goes 
through the ideation and comparison process, to 
develop the solution.

desirability

feasibility viability

conclusion on 3 aspects

design goals &
design requirements

Ideation

Concept 
& Tools

Toolsғ
physical & 

digital

concept & selection

detailed design

design reflection

Seperation Integrationvs.



Ideation Process

To further evaluate post-it ideas and lies 
ground for potential concepts, a matrix is 
used to evaluate the ideas. This matrix, as 
the right graph shows, uses the axis of 
“impact” and “effort”. This is because the 
concept should meet the needs of 
feasibility and viability, and also be 
potential for the company to make profits. 
After clustering the ideas into this matrix, 
the ones in the “high impact - low effort” 
area are chosen.

The brainstorming session is 
organized based on the four persona 
problem statements in “Reframe the 
problem”. The reason to choose those 
statements separately is that more 
specific problems can direct the 
innovation frame��so that the solutions 
could better solve the target user’s 
specific problems. During this session, 
participants created, evaluated, voted 
and discussed the ideas together.

The ideation is led by the project 
owner, inviting other three participants 
who all have a design background to 
join. The reason for this set-up is 
because interactions between 
designers can help innovate more 
ideas and the educational background 
also make the design more reliable. 

Project Owner 

Design Students
& User 

Designer & User  

Designer & User  

HIGH IMPACT

LOW IMPACT

LOW EFFORTHIGH EFFORT

SELECTION 
AREA

!

Figure 6.1: Graph of ideation process

Step 2: Selection Matrix

Step 1: Brainstorm

Set up

Problem 
Statement 
of “XX” IDEAs

Participators

Brainstorm

Ideas Selection Matrix
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Ideas & Select

! ! !!

Figure 6.2: ideation session & post-its selection
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select get the foodconfirm eatwait clean XSget arrival 
info

select 

select 

select 

select get the food

get the food

get the food

get the food

confirm

confirm

confirm

confirm

eat

eat

eat

eat

wait

wait

wait

wait

clean XS

clean XS

clean XS

clean XS

get arrival 
info

get arrival 
info

get arrival 
info

get arrival 
info

Old standard service

New serviceғ�Better eating҅ better life

Direction: Separated solution
Based on the “Low effort- High effective” 
post-its, solution concepts are developed. 
In Appendix 6.1, sketches during this 
process are shown. Those solutions aim to 
provide target personas with advanced 
experience according to their needs and 
pain points. 

One direction to go with this concept is to 
offer solutions separately. This means after 
deciding the persona hierarchy, key 
Personas would have customized 
solutions, while less important personas 
would be neglected. This means the 
design could not include all user groups.

Figure 6.3: Graph explaining separated direction 
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Direction: Integrated solution

select 

adds-on tool
1 

adds-on tool
2 

adds-on tool
3 

adds-on tool
4 

adds-on tool
5 

get the foodconfirm eatwait clean XSget arrival info

New serviceғ Lego your dining

select get the foodconfirm eatwait clean XSget arrival 
info

Old standard service

However, in this direction, each Persona 
does not have a fully customized routine. 
Instead, they share the same toolkits but 
have different ways of utilizing them.

Another direction is to integrate solutions 
by means of tools. Those tools are another 
means to help solve experience problems.

Figure 6.4: Graph explaining integrated direction 
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guide product/ tool choice

fits users' value: solving painpoints

fits company’ value: return on investment

fits company’s value: flexible in further product iteration

Feasible in implementation (technical)

Continue? No Yes

Comments/ Evaluations

fits deliveryman’s value: easy in learning & serving

select 

adds-on 1 

adds-on 2 

adds-on 3 adds-on 4 

adds-on 5 

get the 
foodconfirm eatwait clean XS

get arrival 
info

select 

select 

select 

select get the 
food

get the 
food

get the 
food

get the 
food

confirm

confirm

confirm

confirm

eat

eat

eat

eat

wait

wait

wait

wait

clean XS

clean XS

clean XS

clean XS

get arrival 
info

get arrival 
info

get arrival 
info

get arrival 
info

Separated journeys Integrated journeys
Better eating҅ better life

+-- - ++ +++ +-- - ++ +++

Lego your dining

A separated concept is the most direct 

way to solve the problem,  it can offer a 

more customized experience to users, 

for a better experience. However, it is 

not so viable and feasible as individual 

ideas may cost too much and have 

difficulty in implementation. 

An integrated concept is not so 

favourable in each Persona’s 

experience compared to the ways that 

treat them separately. However,  the 

implementation (deliveryman side as 

well as the company side) and possible 

returns on investment are high.

Separation vs. Integration

From the Analysis, we can conclude that 
there will always be a sacrifice between a 
more advanced(customized) experience 
and its easy implementation. The aim of 
this project is to have the design 
embedded in the current delivery system 
with a satisfactory dining experience and 
high efficiency, not fantasy eating events. 
Therefore, the concept ’Lego my dining’ is 
chosen.

Two directions: ‘Better eating, better 
life’(seperated experience soluions) and 
‘Lego my dining’(integrated exprience 
solutions) are compared for further concept 
development. I used the framework in 
“design requirements” set before and make 
the criteria specific for evaluation. The 
result is shown in the above figure.

Figure 6.5: Comparison of two directions
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DELIVER THE
DESIGN
This chapter will introduce the design by detailing the 
concept and the use of the tools. An evaluation of 
this design would also be conducted. Based on the 
evaluation, there will also be design improvements.

design goals &
design requirements

Seperation

Ideation

Integrationvs.

Conclusion

design reflection

Concept 
& Tools

Evaluation & 
improvement

concept & selection

detailed design



Figure 7.1: Concept

BARBECUED PORK BUNS

Buns are said to have been created 
by legendary 3rd Century 
military strategist Zhuge Liang 
to cheat enemies.

course1st

Eat it hot with vinegar

Amy’s Party plan

15:00-16:00 buy decoration stuff

“I am David, I will prepare the following 

activities for you”

16:00 order food

16:00-16:30 decorate the house

16:30 pick up food

16:30-17:00 welcome

18:00 party begin

First course: fried chicken18:30 

Second course: Beef19:00 

Third course: Broccoli19:30 

23:00 clean up the room

……

MON  

morning

noon

night

TUE  WED  THUR  FRI  SAT  SUN  

1. on the way

2. delivered

3. begin eating

4. finish eating

!

David

23 yrs old

Active in Nanyang district

I can helpғ
- Arrange Party

- Clean the room

- Guide a ceremorial eating

Scan the code for more info & booking

David
23 yrs old

Active in 

Nanyang district

I can helpғ

Arrange Party

Clean the room

Tell food story

Arrange ceremonial eating

Make an appointment

“Lego my dining” is a concept that believes experience pieces can be modular, 
like legos, and different combinations of these modules can create the ideal 
experience between customization and standardization. The concept includes five 
tools but the toolkit has a significant potential to grow��LWHUDWH�DQG�LPSOHPHQW.
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Using the tool
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In the concept ”Lego my dining”, each 
modular “lego” is the metaphor of a tool. 
The final design deliverable, tools, 
combines physical and digital means. The 
physical means include cards and posters, 
while digital deliverables are a set of user 
interfaces on both the consumer side and 
the deliveryman side. 

The way to use these tools is by ordering 
through the App. On the consumer side, 
As Chapter 2 introduced, people always 
use food delivery services via the app 
Eleme. Hence, the beginning point of using 
the tool is on the App. On the homepage, 
there is an icon, that serves as the 
entrance of the added service. The reason 
to use an icon is that an innovation 
program like “Lego my dining” should not 
influence the app layout much at the 
beginning to waste preparation resources.

Clicking on the icon, users are guided to a 
page where all the tools are listed� People 
can order the tools, add those tools to the 
basket and check it out together with the 
meal.

On the next page҅each tool would be 
introduced.

/HJR

Figure 7.2: Access to use the tool



Tools_ Consumer side
Food cards

Phase:

How:

Possible users:
&Ritual Seeker Party Organizer

while eating

After ordering this tool, consumers will get 
physical cards that are attached to the delivery 
dish boxes. On the cards, there are 
introductions about the course and tips to eat. 
Cards can be placed next to the dishes. With 
this tool, people can know the background of 
the food and possibly brings discussion topics 
to the table.

Food cards are physical cards that explain 
the stories behind the course. It aims at 
advancing social and cultural experiences. 
Users can get to know the cultural 
background of the food and that knowledge 
could trigger social interactions among the 
eaters.

Figure 7.3: Tool- Food cards

BARBECUED PORK BUNS

Buns are said to have been created 
by legendary 3rd Century 
military strategist Zhuge Liang 
to cheat enemies.

course1st

Eat it hot with vinegar

Food Name
Eating Sequence

Food Picture

Food history

Eating instructions

Scenario:

It is said to make you feel the 
spring in ancient China!

Wow! Does this…
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Consumer

Deliveryman

Restaurant

Eleme Platform

Food cards

Food name

Food history 

Eating recommendation 

course DESSERT

Food name

Food history 

Eating recommendation 

course BURGER

Food name

Food history 

Eating recommendation 

course SNACKS

Food name

Food history 

Eating recommendation 

course PORRIDGE

Food name

Food history 

Eating recommendation 

course BARBECUE

Food name

Food history 

Eating recommendation 

course BURGER

A template is provided by 
Eleme to the food makers

Food makers(restaurants) fill in 
the template card

DQG�SXW�FDUGV�
ZLWK�WKH�IRRG

&RQVXPHUV�JHW�WKH�SDFNDJH�DQG�
HDW�ZLWK�FDUGV

GHOLYHU\PDQ�WUDQVSRUW�
WKH�SDFNDJH

RUGHU�RQOLQH

6HTXHQFH�ƊRZ
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Tools_ System side
This chart shows how this tool is supported by the delivery system.



David
23 yrs old
Active in Nanyang district

I can helpғ
- Arrange Party
- Clean the room
- Guide a ceremorial eating

Scan the code for more info & booking

David
23 yrs old

Active in 
Nanyang district

I can helpғ

Arrange Party

Clean the room

Tell food story

Arrange ceremonial eating

Make an appointment

Name 
& basic info

Photo

Service that can offer

QR code

Scaning the code

Business card+ platform

Wow! There are 
so many services 
I can order!

Scenario:

TOOL

Phase:

Potential users:

&Ritual Seeker Party Organizer

pre-order; while leaving the house

How:
While getting the food package��FRQVXPHUV�
ZRXOG�JHW�D�EXVLQHVV�FDUG�WKDW�SUHVHQWV�D�
EULHI�LQWUR�DERXW�WKH�GHOLYHU\PDQ�DQG�D�45�
FRGH��,I�WKH�XVHU�JRW�LQWHUHVWHG�LQ�WKH�H[WUD�
VHUYLFH�WKLV�GHOLYHU\PDQ�FDQ�RƈHU��VFDQQLQJ�
WKH�FRGH�FDQ�VHH�WKH�GHWDLOHG�SDJH�DQG�
PDNH�DQ�RUGHU��

The business card is a physical card for the 
user that showcases the deliveryman’s 
basic info and contact details. Its aim is to 
link users with deliverymen for more service 
opportunities. As every deliveryman needs 
to upload what extra service he can offer, 
the App could therefore be the platform for 
those added services.

Figure 7.4: Tool- Business card & Platform
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Consumer

Deliveryman

Business card

David
23 yrs old
Active in Nanyang district

I can helpғ
- Arrange Party
- Clean the room
- Guide a ceremorial eating

Scan the code for more info & booking

6HUYLFH�FDUG

David
23 yrs old

Active in 
Nanyang district

I can helpғ

Arrange Party。                        

!

 30

Clean the room                            

!

 30

Tell food story                             

!

 15

Arrange ceremonial eating。   

!

 20

Order the food

Go to the 
deliveryman page

Add the service 
and export

Print the business card

Scan the code

From the order page

Go through the service and its price, 
then place an order for service

Order the food
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Tools_ System side
This chart shows how this tool is supported by the delivery system. 6HTXHQFH�ƊRZ



Activity plan

Time & Activity

Time & Food

Amy’s Party plan

15:00-16:00 buy decoration stuff

16:00 order food

16:00-16:30 decorate the house

16:30 pick up food

16:30-17:00 welcome

18:00 party begin

First course: fried chicken18:30 

Second course: Beef19:00 

Third course: Broccoli19:30 

23:00 clean up the room

……

Phase:

Potential users:

&Ritual Seeker Party Organizer

before ordering

How:
By filling in a template for the activity (info like 
theme/festival, time, place, number of people. 
etc) on the app, the system can propose an 
activity  plan, which can also be shared and 
exported for print.

Amy’s Party plan

Now I don’t need 
to prepare 
anything else!

Scenario:

The activity plan is assistance for users. It 
aims to help users organize a satisfying 
dining experience effortlessly. The user 
would input some basic info before ordering 
and the app can tell you how to organize 
the event.

Figure 7.5: Tool- Preparation menu
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Activity plan

Consumer

Go through the activity plan҅
edit҅ export or share the plan.

Fill in info for the activity
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Tools_ System side
This chart shows how this tool is supported by the delivery system.

6HTXHQFH�ƊRZ

Order the recommend food



Subscription

Phase:

Potential users:

&

while ordering the food

How:
Users can pre-order and have meal 
subscriptions weekly or monthly��&RQVXPHUV�
QHHG�WR�FKRRVH�WKH�ORFDWLRQ��WLPH�DQG�IRRG�
LQ�DGYDQFH��7KH�IRRG�FKRLFH�LV�XQGHU�
QXWULWLRQ�VXJJHVWLRQV�WKDW�HQVXUH�WKH�PHDO�
TXDOLW\��7KHUH�DUH�DOVR�UHPLQGHUV�EHIRUH�
HDFK�SODQQHG�RUGHU�IRU�XVHUV�WR�FRQƉUP�

MON  

morning

noon

night

TUE  WED  THUR  FRI  SAT  SUN  

I don’t need to 
worry about 
forgetting to order

A subscription is a set of pre-order services 
that help arrange a week (or month)’s meal 
with suggestions. It aims to simplify the 
repeat ordering actions and help manage 
daily nutrition.  Users can plan and pre-
oder meals according to the calendar with 
diet suggestions. 

Suggestions: You need more fibre

Cyber NoobConvenience Pursuer

Scenario:

Figure 7.6: Tool- Subscription
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Subscription

Consumer

Deliveryman

Select date and time

Order, pay & confirm the food

Store the data 
on the cloud

Send confirmation 
when appointment 
time is approaching

Send orders to the 
deliveryman in the 
scheduled time

Get the order and 
deliver

Get the food

Confirm the order

Eleme Platform
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Tools_ System side
This chart shows how this tool is supported by the delivery system.
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Tracking pal

CYBER NOOB

ORDERER

ASSISTANT DELIVERYMAN

1. on the way

2. delivered

3. begin eating

4. finish eating

!

Tracking pal is a digital service with the 
function of sharing the order status. This 
tool aims at sharing the order status with 
others by simple links so that other 
people, more than the orderer, can know 
the status of food for pick up.

Phase:

Potential users:

waiting

How:
On the tracking page, the orderer can share 
the tracking info with the eater, assistant or 
other people so that the updates on the food 
can be known effortlessly to other 
stakeholders.

& Cyber NoobConvenience Pursuer

I don’t need to 
phone again and 
again anymore!

Scenario:

Party Organizer

Figure 7.7: Tool- Tracking pal
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Tracking pal

Consumer
- Orderer

Other people
(Noob/assistant in Cyber noob scenario;

Helpers to hold the part in Activity organizer scenario;

Roommates/colleagues in Convenience pursuer scenario)

Order, pay & confirm

Track & Share the order 
links via what’s app, 
airdrop.etc

Get real-time updates about 

the food, be able to 

communicate with the 

deliveryman & noticed when it 

arrive

Pick up the food
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Tools_ System side
This chart shows how this tool is supported by the delivery system.
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Evaluation
Consumers

Figure 7.8: Evaluating with users

To have an overall analysis of the design 
and evaluation, the final test is divided into 
three parts: testing with the consumer, 
deliveryman and Eleme colleague. While 
consumer testing aims at evaluating 
desirability, testing with deliverymen could 
get to know the service feasibility and 
interviewing colleagues can evaluate the 
design from the business aspect.

20-35 yrs old҅Eleme users

The prototypeҔThe evaluation form 

The test was one-to-one meetings (3 face 
to face, 2 via zoom). Firstly, the 
participants would have a short 
introduction and would be asked about 
their past scenarios of using the delivery 
service(10 minutes), PO would conclude 
what type of personas they are. Based on 
the persona, participants would get the 
task and perform the task using the 
prototype. There are different tasks for 
each persona:

The material:

This evaluation aims at 2-4 samples per 
persona, and PO would observe and take 
notes of the whole processҁeach task 
takes around 10 minutes to finish҂.
After doing the task, the participants were 
interviewed about their experience of doing 
the task, and PO would ask questions 
based on the form on Appendix 7.1.

The goal of user testing is to evaluate 
whether the tool can promote the target 
user experience and have some useful 
insights for further iteration. The research 
question is:
To what extent does the tool benefit the 
user experience of different types of 
users? 

As testing a single tool one by one can not 
make a whole journey map, this evaluation 
is tested by different user needs. In other 
words, this test will differentiate user needs 
and personas, to test whether the 
experience with those needs are 
enhanced.

Convenience pursuer:
 pre-order the whole week's meal

Ritual seeker: 
arrange an at-home anniversary

Cyber noobғ 
order the food for the elderly/children

Activity organizerғ 
arrange an at-home anniversary

7 
D

EL
IV

ER
  T

H
E 

D
ES

IG
N

The participants:

The set-up:



Evaluation
Consumers

food cards

business card
+ platform

activity plan

subscription

tracking pal

Convenience 
pursuer

4 examples

2

4

3 examples

3

3

2

2

1

1

1

2

2 examples 2 examples

Ritual seeker Cyber noob Activity organizer

Figure 7.9: Usage of the tools for every persona

From participants’ past experience and needs 
in ordering delivery food, PO collected 11 
examples for the four personas(4 examples for 
convenience pursuer, 3 examples for ritual 
seeker, 2 examples for cyber noob, 2 
examples for activity organizer) . When doing 
the task, the use of the tools are documented, 
like Figure 7.9 shows.

From this chart of usage, we can see that each 
persona will use different tools, and each tool 
will be used by different people groups. 
Meanwhile, though in the same persona, 
different examples have different usage of the 
tools, for example, 2 “activity organizer” uses 
different combinations of the tools: [food 
cards+ activity plan] and [business card+ 
activity plan].

This proves that with those tools, each 
participant’s eating journey and experience is 
quite different��WKH�GHVLJQ�KDV�DOUHDG\�EURNHQ�
WKH�ŉVWDQGDUGizationŊ�
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Evaluation
Consumers

Intellectual

Affective

Behavioral Sensory

Aesthetic

Intellectual

Affective

Behavioral Sensory

Aesthetic

Intellectual

Affective

Behavioral Sensory

Aesthetic

Intellectual

Affective

Behavioral Sensory

Aesthetic

Convenience 
pursuer

Ritual seeker

Cyber noob Activity organizer

Based on the literature on dimensions in food 
experience in Chapter 1, as well as the 
evaluation answers in part 3 of Appendix 7.1, I 
formed the evaluation graph on the experience 
like Figure 7.10 shows.

the tools evoke relief emotion, 
and Convenience pursuer don‘t 
need to order all the time

the tools evoke relief emotion for all the 
stakeholders involved, and Cyber noob could 
have an easier way of eating delivery food.

The info on food cards not only gives users 
intellectual benefits but also evokes conversations 
between eaters, thus bringing happy emotions. 
The design of the cards also influences aesthetics 
and sensory aspects.

Compared to the ritual seeker, organizers also 
enjoy the benefits of behavioural convenience.

Figure 7.10: Experience evaluation

From this graph, we can see that the use of the 
tools enhanced the experience of all personas 
from different aspects.
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Evaluation
Consumers

“I would like to have my ‘own’ deliveryman (by 
business card function), who knows my target 
location (so that I will not be distributed by the 
way-finding calls”

“I would like a search functionҁfor the extra 
service page҂so that I can order the service 
based on my needs. ”

“for tracking pal, The share function could not 
really solve the needs, because teachers 
(assistance) have too many children to take 
care, and my children uses watch not phones 
to contact (to avoid phone addiction)”

“Using a subscription does not save my time҅ 
as I am busy but do have time for ordering. 
Also, this (ordering at a certain time) has 
become part of my daily life”

“I think a subscription could really solve my 
problem because I forget food issue all the 
time”

“Activity plan is nice, it could be combined with 
the business card service, that booking a 
deliveryman for the activity”

- The tool could benefit the experience of all 
user groups (convenience pursuer, ritual 
seeker, cyber noob and activity organizer) from 
different aspects and solve their problem

- the tool works as modules in this experience 
enhancement. One tool is used for different 
types of needs, while different users have 
different ways of using the tools. Activity plan 
and service platforms are always used in 
combination in testing.

- At first, most participants shows confusion 
about the tool. After PO’s introduction, most of 
them can understand and use the tool 
smoothly.

- The tool “tracking pal” could be embedded 
into more devices (for the use for the elderly 
and children ”noob”), like children’s calling 
watches (the most popular communication tool 
for children in China)

“When the food has special meanings between 
me & my friend, or in special scenarios like a 
farewell, I want to write the food cards on my 
own.”

There are different ways of using the tools:

Some toolsҁservice platform҂has 
potential for growthғ

Some tools do not mean much:

Minor differentiation in scenarios influence 
the functionality of the toolғ

Conclusion

Quotes
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Evaluation
Deliveryman

The goal of testing with the deliveryman is to 
evaluate the feasibility of the deliveryman: 
whether they are capable to understand 
and willing to use this tool. 

The prototype; The evaluation form for 
deliveryman(Appendix 7.2)

The test was one-to-one meetings(face to 
face). Firstly, the participants would have a 
short introduction about the test and its aim, 
then had a glance at the prototypes. After that, 
Stories of how to serve the consumer with the 
tools would be told (according to the service 
blueprint). After around 20 minutes of 
explaining the service, the participants would 
be interviewed under the guidance of the 
evaluation form. Participants were asked to 
answer the questions listed on the form and 
provide further explanations, which lasts 
around 15 minutesҁbe recorded҂. PO would 
take the notes, analyze and sort the 
information later on.

I interviewed 3 deliverymen, and all of them 
understand all the tools. While they do not very 
much believe the design could come into real 
life, they are willing to use the tool as it does 
not require much effort to make more money. 
But they are worried about the time 
management for extra service, as being late for 
other orders will make their salary decrease.

“extra service is a good idea, some of my 
colleagues know the piano and other things. It 
can change job competitiveness if you serve 
well. But it needs education, you can begin 
with young deliverymen (who are more 
energetic and money-driven)”

“When I see restaurants making the meal in 
rush hour, they are always very busy, so’food 
cards’ need to be planed ahead by 
restaurants”

“I don’t know what extra service I can offer (to 
clients)”

- Deliverymen can understand the tool and are 
happy & willing to use it if they are paid.

- Deliverymen have no idea what extra service 
they could offer that will meet user needs.

Quotes

Conclusion
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Figure 7.11: Evaluating with deliveryman

The materialғ

The set-up:



Evaluation
Eleme’s colleague
The goal of testing with Eleme's colleague is to 
receive feedback from other aspects, 
especially the business part.

The storyboard(Appendix 7.3); The prototype; 

The test was a one-to-one meeting(via zoom), 
and is quite informal compared to the other two 
evaluations. This is because unstructured talks 
could bring about discussions in design so that 
PO could have more feedback. Firstly, the 
participants would have a short introduction to 
the project. After that, with the help of a typical 
storyboard(Appendix 7.3), The participants will 
get to know the background of the project and 
its use scenario. Later on, the tool kits, as well 
as the service blueprint, are introduced to help 
participants get to know the project from a 
systematic level. In the end, Reviews and feed-
backs would be collected with the help of the 
evaluation form.

Because of my limited approach with Eleme 
colleagues, I only interviewed 1person, who is 
working as an experience designer on Eleme. 
Though he takes charge of the app from the 
restaurant side, he knows the business context 
and could give PO more realistic feedback. 

By introducing the design and the system, the 
main takeaway is:

- for “Food cards”, the design could consider 
the card’s after-life more.

- for “Business cards”, the computer order-
sending system needs time to process, so 
users could only book in advance.

- the “Activity plan” and “subscription” has 
potential business value.

- It is feasible to embed those tools in the 
system, the ROI looks positive.

The design overall can run smoothly on the consumer, deliveryman and company 
sides, there is no severe problem in conducting the design.

For the desirability, the design can help enhance different user groups’ experiences to 
a different extent, the different use of the tools can influence this optimization degree. 
Secondly, the toolkit is viable as two out of five tools have great business potential, but 
not all the tools can bring financial value to the company. Regarding the feasibility, all 
deliverymen respond that they can deliver the designed service while recommending 
starting the innovation from young colleagues.

Evaluation Conclusion
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The set-up:



Design Improvements
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Collect the bonus for its after-life and 
business consideration

Having too many physical cards can be a 
waste and does not have much meaning

Users could not directly order the target 
service he want

The deliveryman do not know what extra 
service he could sell

There are more things that could add to 
this tool, to make it more convenient.

The children do not have phones, they 
only have a communication watch

It is a bit hard to understand the tools at 
first when looking at the tools page

Add a “search” function 
for consumers

Have some guides�LQ�
XSORDGLQJ�WKH�VHUYLFH�
IRU�GHOLYHU\PDQ

Could be combined with the deliveryman’s pre-
order, and could have themes

Embed more devices҅especially 
device for children and the elderly�

There needs more explanation& info

Food card

Feedback Improvement

Business card + platform

Activity plan

Tracking pal

Access page for tools

Figure 7.12: Design improvements after evaluation
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Horizon 1

Goal

Activity

Resource

Partnership

Awareness
& Preparation

Horizon 1

Attraction
& Collection

Horizon 1

Expansion
& Iteration

Let users know the 
existence of “Lego”

- Advertise”Lego” on 
Eleme homepage, 
billboards, social 
media, etc.
- Program the product 
front-end and back-end
- Select and educate 
the deliveryman
- Let restaurants know 
& get the food card 
template

- Financial resource
- Deliveryman resources
- Ads resources

- Financial resource - Financial resource

- Ads Company
- Restaurants
- Media company
- Independent 
Influencers
- Education reource for 
deliveryman

- data analysis 
company
-  User satisfaction 
survey company

- data analysis 
company
-  User satisfaction 
survey company

- Hold promotion 
activities for “Lego” 
(free trial, bonus, 
coupon.etc)
- Collect data such as 
customer feedback

- Give vouchers for the 
next order
- Hold activities like 
refer to the friends and 
get cash back
- Iterate the product 
based on the collected 
data

Let users use “Lego” to 
see its value

Let old users retain at 
“Lego” while attract 
more new users

Prepare apps, delivery 
& restaurant resources

Collect & Analyze 
usage data

Use the analysis and 
other feedbacks to 
iterate the tools



CONCLUSION & 
RECOMMENDATION
This chapter will conclude the design and showcase 
some reflections

Concept 
& Tools

Evaluation & 
improvement

concept & selection

detailed design

Conclusion

design reflection



Conclusion Looking back at this project, after the literature 
study҅ I did interviews and analysis on 
service, users and company, getting to know 
the context and insights for the project. I also 
gained four personas to describe the scenarios 
of eating delivery food at this stage. Then I 
framed and iterated on the design goal and 
requirements. With the information above, I 
ideated, compared and chose the design 
direction and concept. At the design stage, I 
went in the direction of “integrated” solutions, 
aiming at modular tools for design. The name ”
Lego my dining” is given to describe the lego-
like modules that could be blocks to build up 
user experience. Five tools, either digital or 
physical, are selected from the ideation stage 
and are deepened. After that, I evaluated the 
consumer, deliveryman and Eleme employee 
to test desirability, viability and feasibility. With 
adaptions and a plan to embed this design, It is 
time to conclude this project.

This question is disassembled into three parts: 
users(experience), service and company. For 
users& experience҅ there is a framework on 
experience aspects, delivery meals and their 
consumer typology. Together with the insights 
gained from user interviews, this question is 
answered by four personas. For the service 
part, I analyzed standard service as well as 
customized service, leading to the comparison 
of those two. The service research could 
analyze possible means for experience 
enhancement. For the company, Eleme, the 
business model, market and competitor are 
studied to see the value and the viability of the 
solution.
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Firstly, regarding the research question: 
“How can delivery (company) provide 
services that enhance food& eating 
experienceҘ”



Conclusion

- Fit in user’s functional or hedonistic needs in 
their scenarios 
- Enhance the experience aspects for all groups 
of users
- Increase deliveryman’s professional 
competitiveness and happiness in the long run

- Gain long-term financial or brand value for 
Eleme
- Estimated ROIҁreturn on investment҂
can persuade managers to adopt the 
innovation plan

- Fit in Eleme’s tech support functions if the 
output is needed
- Feasible in implementation and adaption 
from the company side.
- Deliverymen can understand, learn from and 
apply the design output.

The colour green represent this requirement is achieved in the evaluation

Desirability

Viability

Feasibility

(Human)

(Business)

(Techinical)

Desirability

Viability

Feasibility

Innovation

In the end�� for the design requirements, As 
Figure 8.1 shows, the green part below 
represents my remark on meeting the 
requirement. One requirement unsure is that 
due to the project length and resources, I could 
not really get feedback from Eleme’s managers 
about the adoption of the innovation plan.

Regarding the problem of the design: 
“How might we help Eleme innovate service 
in different customer experiences to 
differentiate itself in the market and make 
money?“ I developed solutions and selected 
promising ones to meet the feasibility, viability 
and desirability of the design.
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Figure 8.1: Meeting the design requirement
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8 
 C

O
N

C
LU

SI
O

N
 &

  R
EC

O
M

M
EN

D
A

TI
O

N

There is some limitation in this project.

Firstly, The number of participants is small due 
to the time limit and lack of more company 
resources. The total number of participants is 
below 25 (including deliverymen, consumers, 
and supervisors). For a research project that 
focuses on qualitative data, I didn’t find many 
problems. However, for quantitative studies 
that aim at statistics rather than insights, I need 
much more participants for this popular app.

Secondly, these tools currently only work in 
Chinese urban areas, which is very limited. 
This project lies in the Chinese context where 
delivery food has become a new normal for 
life, so there are many life scenarios in eating 
delivery food. For example, one interviewee 
said ordering a whole week’s delivery meal is a 
common phenomenon on working days. 
Hence, the design of the “subscription” tool is 
promising to be functional in this context. 
However, if the eating context is changed into 
an area where delivery is much less common, 
the tool “subscription” can be meaningless. 
The generalization of this toolkit needs 
adaption, based on the different eating 
contexts of other countries.



Reflection
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This project is my first attempt to try service 
design, and overall҅ I think I achieved the 
learning goal of trying service design and 
diving into the scenarios. Service design 
involves not only the experience but other 
stakeholders in the design. In this project, I 
kept this in mind throughout the whole journey 
from problem finding to the design solution. 
The scenarios are researched based on the 
interviews and ethnological literature, and the 
analysis of those materials contributes to the 
four personas that guide the design.

However, I also faced some problems, like 
combining the literature insights and interview 
conclusions in the middle stage, and could not 
brainstorm many solutions. 

I think the tools in the end have theoretically 
solved the problems although there are no 
actual tests done for evaluation because of the 
time limit and unavailability of the company. I 
am personally satisfied with this result because 
I have achieved my ambition and had a great 
time designing with food experience. Last but 
not least, I want to deliver my sincere 
appreciation to Rick Schifferstein and Pinar 
Cankurtaran, who supervised me academically 
and mentally through this long journey. With 
this help, I become more confident in the 
design and less fear of writing.
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Figure 1.2: Illustration about experience design and service design
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Problem Reframing
Process of reframing the problem for ‘Convenience Pursuer’

Process of reframing the problem for ‘Ritual Seeker’
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Problem Reframing
Process of reframing the problem for ‘Cyber Noob’

Process of reframing the problem for ‘Party Organizer’
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Appendix 7.3
Storyboard to show the design


