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Executive Summary

Goal

Help Mad Hatter capture a larger share of the
market, by focusing on product and market
development in a growth strategy

Situation

For having a second branch, we need to create
awareness.

@ — @

Increase awareness and Focus on Baby Boomers
engagement and Millennials

Recommendation

Pittsford as their second location
Promotions (Specialties, Happy Hour)
Having brunch on weekends for
Pittsford

Improvement in Product (Snacks and
to-go option for Pittsford)

Covid-19 Offline and Online Strategies
Keep track on customer feedback on
online platforms like Yelp

Social Media and Email Marketing
Improve their content (behind the
scene, background story)

Use helpful keywords to improve SEO




Restaurant Industry
Trends



Trends to Keep Up With

o 95% of US adults snack
daily, and 70% do so two or
more times per day.
Marketing morning snack
options can bhoost sales in
the mid-morning hours.

Morning diners are looking for
healthy options that are high
in protein. Women opt for
healthy meal options that
include fresh fruit and natural
ingredients.

Source: Mintel “Restaurant Breakfast and Brunch Trends” - September 2019

“Foodsgramming” is the
trendiest subject on social
media. Restaurant
experiences shared on
social media make them
feel closer to friends or
family. Content and
pictures play the main role.



3C Analysis
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Customer Analysis

Rochester City

Pittsford Village

Population

Household

Median Household
Income

Expenditure On Dining
Out / Household

18+ years old (77.2%)

82.6K, average size 2.3

$33,399

$2,190.22

18+ years old (75.7%)

734, average size 2.27

$98,295

$5,894.52

Source: Census Business Builder; DATA USA

-+ The population and household
structure is quite similar to
those in Rochester but in smaller
scale.

- People in Pittsford have much
higher household income, thus
spend more on dining out.



Customer Journey Map

Stages of

Awareness
Journey

Research

Reservation

Google Search,

Digital Google Maps, Yelp

Channels

Facebook, Instagram Online for High-Tea

Physical

Channels Pass by Restuarant

Call Concierge

Feelings

Get an idea of what

Have food restriction

Dine In

Look up the address

Service

Focusing on the first two stages

Review Return

Yelp, Google Maps,

Facebook, Instagram
Surveys

Posts

Word of Mouth

Customer Mad Hatter options, high quality, Book a table Having a great dining Express their opinion Re-live the
Needs Restuarant and good service in experience experience
bakery represents
Good place to spend : . . Easily accessable Experiencing what Being responsive to Loyalty program,
Custom_er time with family/ Eas%esdeign g’sts:c'al with phone call or Mad Hatter bad reviews Promotions
Expectations friends P online represents




Persona of your Customers

Millennials
Students or workers, Keeping up with trends, Pays
attention to calories, Food restrictions, Adventurous
eaters, Instagrammable plates

O

Gen X
Parent with jobs, Values quality and flavor, Comfort
is a main factor, Options for kids, Nutrient dense
foods are favorable and snack to-go options

GenZ
Health is a main factor, Value traditional food,
Having a good experience with family




SWOT Analysis

g

Strength

- Good food quality

- Downtown location

- Loyal customer base

- Positive online reviews
- Relaxing environment
- Excellent service

- Good reputation

- Unique brand concept
- Stable cash flow

Weakness

- No pickup & delivery
through apps

- Short hours of operation
- Limited number of seats
- Inconvenient for parking

Opportunities

- Healthy and green
conscious trend
(beverages, morning snack)

- Business of catering

- Email marketing

- Social media promotion
- Gift Card

Threats

- Economic factors lead to
de-escalation of
expenditure on food

- Operating cost increases




Perceptual Mapping of Pittsford

Mapping of Restaurants

Higher Variety

Vil lageBakery &
Café-Pittsford

VillageCoal
Tower Restaurant

Lower Price

Lower Variety

SimplyCrepes

Pittsford

Higher Price

There are 4 brunch restaurants in the center of Pittsford:
Erie Grill, Village Bakery & Cafe-Pittsford, Village Coal
Tower Restaurant, Simply Crepes Pittsford

Price: Product prices set by The Mad Hatter are
nearly the average level of prices of Pittsford
restaurants;

Variety:
- we consider about brunch food variety
& amenity(e.g.wifi, parking, delivery) variety;

- although the product & service variety is below
average, The Mad Hatter has its own
advantage - food, reputation, and service



Yelp Comments
Analysis




Where Mad Hatter Currently Stands

e Mad-Hatter appears as the 3rd restaurant
when searching for brunch in Rochester
area

o 306 reviews, $8, 4 stars rating

yelp'!# brunch Rochester, NY n

Restaurants v HomeServices v AutoServices v More v

V' " 1.Locals Only 855 5877868
P 311 Alexander t
N s [+ ] [+« BRREY east Avenue

p T $$ - Cocktail Bars, Diners, American (Traditional)

) s5for$11 Deal

“I cannot thank Locals Only enough for allowing us to host our baby shower with them over
the weekend. We had an amazing day, the food was super quick and the service was
incredible. Vin &.." more

2. Brown Hound Downtown (585)506-9725

oooo 500 University Ave
98

Neighborhood of the Arts
$$ - American (New), Breakfast & Brunch, Bakeries
V' Good for Brunch

“I have been here 3 times and figured | should finally give a written review since I've been
singing their praises to my friends! Brown Hound is the perfect..” more

3. The Mad Hatter Restaurant & e
Bakery Park Avenue

0000 s

$$ - Coffee & Tea, Breakfast & Brunch, American (New)

*Source: Yelp profiles
https://www.yelp.com/search?find_desc=brunch&find_loc=Rochester%2C+NY
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https://www.yelp.com/search?find_desc=brunch&find_loc=Rochester%2C+NY

Mad-Hatter’s Popular Dishes On Yelp

e Eggs Benedict, French Toast, Poached Eggs and Bacon are dishes whose pictures are posted with
comments frequently

O

*Source: Yelp profiles

Eggs benedict and french toast are also renowned in Great Rochester area (appears at the
top2 position when searching)

Although Mad Hatter recognizes poached eggs as their No.1 product, it only appears the 2nd

page when searched for “poached eggs” in Rochester

Might not attract customers by making poached eggs as signature dish - competition

X
yelp%é  EggsBenedict Rochester, NY yelp¥s  French Toast Rochester, NY For B
T e
areaktost & Branch - !E 1. The Mad Hatter Restaurant &

,,,, t & Brunc! Bakery Breakfast & Brunch
Amsricen (isdional) § ODDO American (Traditional)
o g - §  $$ . Coffee & Tea, Breakfast & Brunch, American

..... merican (New) A Diners ) ( Food

(Shasd ' Good for Breakfast Seeall
“ Way Eggs Benedict with
Features Benedict (omg) the most Features
Velp Takeout buttery.. more
Dol Yelp Delivery

X
yelp=¢

Features
Yelp Takeout
Yelp Delivery

Poached Eggs

Rochester, NY

11. The Mad Hatter Restaurant
& Bakery

0000 s

&4 $5 . Coffee & Tea, Breakfast & Brunch, American
L (New)

' Good for Breakfast
“was very
to get the
that...” more

toes with gravy and a poached egg ov

m and friendly and offered recommendations for us. We decided

ions
jer it. The waitress said

yelp¥  bacon

Restaurants | | Food
pizza

American (Traditional)
seeall
Features

Yelp Delivery

Yelp Takeout

5. The Mad Hatter Restaurant &
Bakery

[+ [+« ]« BEELH

& ss . Coffee &Tea, Breakfast & Brunch, American
g (New)

“Yes love love love. Its quirky on the inside. An insanely antiquated waiting
system, no reservations, etc. but the food is good and they have duck bacon
which is really nice since | can't...” more




Most Frequent Terms In MH’s Yelp Comments

potatoes

french
little delicious
benedmtlg +,

menu mtea

cheese
service =+
wait €995

wonderland

e  Among collected Yelp comments, “tea” is mentioned

108 times
e  Some frequently commented dishes/ingredients are:
o  potatoes
o eggs/benedict eggs
o french toast
o  Cheese

Frequency

Frequency of 102 (% of all) comments that Mad-Hatter
had on Yelp
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Terms

*Source: Yelp comments https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester



https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester

Summary Based On Yelp Customer Reviews

=> Among 270 restaurants with brunch service in Rochester, only 52% are above 4-star rating with more
than 100 reviews
€ Mad-Hatter’s online perception image is overall exceeding half of brunch places
€ Average number of reviews for 4-star, $§ restaurants is 157.1 (Mad-Hatter=306)
=> The major topies customers are discussing in reviews include wait time, service and menu
€ Wait time described to be long (mostly 30 minutes), but worthwhile - Online reservation can
reduce the wait time
€ Focusing on High Tea service and menu rather than breakfast
=> Comments towards dishes such as benedict eggs, french toast, as well as potato/cheese products, are
most frequently reported in customer reviews
€ Promote more on these items
€ Introduce new dishes or snacks including these ingredients
=>» Various menu options and wonderland theme (e.g. how the entree is named) attract customers

*See Appendix - Yelp Analysis for data backed details
T SSSGGSGSGSSGSSS———————————mymv:;G ;=



Recommendations

S



Covid-19 Marketing Future Business/Marketing

Strategies Strategies
Place: Future branch e Offline: Promotion, e Offline: Focusing on your
location product and preparation operations, staffing and others
Produet: Services for for customer return e Online: Social Media, Email
second branch and e  Online: Website, social marketing and keywords
improvements in menu media, keywords :

Promotion: Future
promotions for
current and second
branch



Restaurant Site Selection

Town - Pittsford

An active commerce hub with a variety of shopping
opportunities within the Village, along Schoen Place, in
Northfield Commons or down the Monroe Avenue
corridor and Pittsford Plaza.

Population: 1,699 Growth: 8.01%1

Corridor - Erie Canal

Nestled along New York State's acclaimed Erie Canal,
the shops and eateries in this area are connected by a
picturesque towpath. It's a happy mix of visitors and
hometown folks.

Dining: 12 restaurants Shopping: 22 stores

Site - Northfield Common

Complementary nature of neighborhood:

near Erie Canal Towpath with an agglomeration of
businesses and dining places, but no brunch-focused
restaurant yet

Parking: allowed all times in the neighboring green area

wen N
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& Gny
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No Color

Parking Prohibited 2AM - 6AM
from November 1 until April 15

wn  Parking Permited Except 7AM - 4PM School Days
e 4Hrs SAM-6PM
low  2Hrs 7AM - 4PM School Days

Schoen
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Parking Permitted 7AM - 9PM
Parking Allowed All Times
Parking Proibited All Times




Estimated Restaurant Size

The restaurant in Rochester has around 60 dining spots.
Recommendation for Pittsford: 40 spots

Estimated restaurant size: 1000 sqft
e  Space for patrons (60%): 15 sqft/customer X 40 = 600 sqft
Space for kitchen storage and prep (40%) : 400 sqft

Close to Rochester

Much smaller population

Serve for both Rochester & Pittsford locals
Higher purchasing power

Huge traffic flow

(I S Hy iy Ny N

Products with uniqueness and variety




Menu

Getting rid of $
sign

Have menu in
descending order

Have seperate
menu for
specialties

Have calories,
high protien and
keto diet
mentioned

Plate

Adding more
portion to the sides

Paying attention to
appearance - e.g
cut fruits

Suggestions for Menu, Plate and New Product

New Products

Offer more drink
varieties - e.g protein
shakes

Offer snack options
for mid-morning

Seasonal baked
goods




Potential Promotions to Increase Engagement

O Having a grand opening for your second branch, having micro-influencers for advertising

Brunch/Dinner

e Holiday Promotions

e C(Chef’s Specials

e Support local events, charities and community
services

e Sponsor a local sports team

Bakery/High Tea

“Happy Hour” one day of the week- for
coffee/tea or alcoholic options

Loyalty card for coffee to-go

g >\ BUY 9 GET 1 FREE

&




Covid-19 Marketing Strategies

Offline & Operation

Promotion
o  Meals4Meds: attach small print ads
introducing restaurant with delivery
Gift Card
Proactive: Work with other local restaurants
and influencers
Product
e  Consider Working with Delivery Platforms
(e.g. UberEats, Grubhub)
e  Special Combo /Meal Plan (e.g. Brunch -+
Soup)
e  Family Discount
Preparation for return
e  Referral Discount
e  Special Event

crestcafesac « Follow
Sacramento, California

@ crestcafesac @ New Alert @

Tired of waiting in long grocery lines?
Worried about senior loved ones going
out? Check out our daily meal plans!
Option of chicken, beef, and
vegetarian. Call 916-444-2722 or email
to pre-order.

$8 a box, 3 for $20 and 6 for $40

2w

thepeopleofsacramento @ @ ¥

1like Reply
3 —— View replies (1)
@ crestcafesac .

87 likes

MARCH 26

Add a comment..

Example: Crest Cafe’s Combo




Covid-19 Marketing Strategies - Cont.

crestcafesac « Follow
Crest Cafe

ﬂ* O crestcafesac @ GIVEAWAY ALERT
|

We have partnered with
@eatswithmandy to do a giveaway! We
are giving away a $25 E-gift card to
@crestcafesac to one lucky winner.

Online Marketing

Website/Facebook
e  Update with Compelling Content
o Meals4Meds Campaign
e  Behind-the-scene Storytelling
e.g. How Mad Hatter started?
Instagram
e Promote GF/Vegetarian/Vegan Meals
e  Short Food Tutorial Video
e.g. How to cook a poached egg - emphasis

To enter the contest go to
@eatswithmandy page and do the
following:

1. Be following @crestcafesac &
@eatswithmandy

2. Like the post

3. Tag a friend (unlimited entries)
4. For an extra entry, share
@eatswithmandy's photo on your
stories and tag @crestcafesac +
@eatswithmandy

Qv N

55 likes

JANUARY 31

on popular brunch items
o  Meals4Meds: Live/ Short Videos Stories
behind Medical Personnels

Add a comment...

SEO

e  Optimize Presence with Keywords Example: Crest Cafe’s E-gift Card Initiative




Future Situation - Offline Strategies

e Staffing/HR

o  Add incentives for positive feedback from customers
Make them feel they are part of the Mad-Hatter family _ Feel welcome
Train to be highly responsive for customers

O O O

Hire a local photographer for high quality pictures

e Operations
o Adding brunch hours on weekends, switching to lunch and dinner options on
weekdays
o  To-go option for beverages, snacks and bakery

e Other
o Adding samples for catering service and new pastries
Free wifi to gather customer information — Emails for e-newsletter
Engage with local food bloggers
Having creative coffee cup designs that represents the brand

O O O O

Connection with local farms to promote organic and local ingredients




Instagram Analysis

o Focusing on Instagram(Engaging) and Facebook(Geo Targeting) - Consistent

e [Eliminate repetitive information on bio

e More of a restaurant and bakery than tea
room

e Add a description of a background story
- family owned business

e Add call in action options : Order here
for online

e Add highlights to show your services
and specialties, food trends, customers
reposting, - Bakery, High Tea, Brunch
and Catering

e Add engaging hashtag specific for you :
Tag us #madhatterrestaurant

< madhatterrochester

280 1,689 94
Posts Followers  Following

Mad Hatter Restaurant & Bakery

Tea Room

Full service restaurant & bakery serving breakfast & V. S
lunch in the Park Ave District of Rochester, NY.

Venmo

@themadhatter-Rochester-ny
www.madhatterrestaurantandbakery.com

176 South Goodman St, Rochester, New York

Example of a
successful local
restaurant

>

< crestcafesac

299 1,199 332

Posts Followers  Following

Crest Cafe

Mediterranean Restaurant
Woman-Owned Business est. 2010
? K Street in Downtown Sac

& 916-444-2722

Curbside Pickup/Delivery 11-3pm
@grubhub @postmates

Click to Order Online
crestcafeonline.com/meal-donation/

Sy Y
5 y [} 3 ) X
R
» g
Catering Our Guests! Articles Giveaway! The F




Important Factors for Social Media

< villagebakeryandcafe Follow

Posting :Best timing for posting on Instagram: 10am-3pm on
Wednesday and weekends - high engagement on Saturdays
Content : How it all started - Mission, Vision - Story behind
High-Tea, Stories about the teacup in front of the restaurant,
Supporting community events as your key value,

Videos : Showing the “behind the scenes” to customers - e.g
connecting with local farmer or vendor- Cooking tutorials,
Interview staff and chef

Photos : Food and bakery, ambiance, Exclusives - e.g Holiday
specials, Happy Hour, Chef’s Special -Tag or use #yelproc,
#eatliveroc, #rocfoodies to go viral

b Hel=
T eSS ,AA = = I
A Local Rochester Bakery and Cafe’s Instagram




Email Marketing

Taking advantage of MailChimp (free) to inform
customers with specials, events or discounts
Adding a call to action to follow on social media or
make reservations

Personalize the email by mentioning their name

Surveys to keep up with customers expectations 15 o i o 20w eetizn: gl e

Send birthday Emails L —
Tell Us All About It!

We hope you enjoyed your meal and experience at
= .

To ensure we are doing everything we can to
provide you with the best service, food and overall
experience, please take a moment to give us your
feedback. Your opinion is very valuable to us and
we appreciate your thoughts.

Thank you, we look forward to dining with you again.




SEO - Search Marketing

“46% of all Google searches are seeking local information”

# Increase: The ranking of homepage, the number of backlinks

4 Invest on: Keywords search

The new homepage is on page 6 on Google

The previous one is on Page 1

-
0

GQ gle madhatter restaurant and bakery X
MAD HATTER TEA PARTY - Saturday, February 15, 2020 at ...

www.madhatterrestaurantandbakery.com ¥

new —,The Mad Hatter Restaurant & Bakery - Home
Come indulge in a delightful dining experience! . LOOK FOR THE TEACUP! Head downtown, to

the corner of ...

humag.com » food » restaurants » an-alice-in-.. meta desecri ption
An Alice in Wonderland Café Serves Gluten-Free Goodness in .

201954 F516H - As a wise, albeit slightly mad hatter, once declared, it's always time for tea. ...

At the Alice and Wonderland-themed spot in Marlboro, lemon pastries, cocoa ... 3 Healthy

Restaurants for Wholesome Eats in the Hudson Valley.

inteaparty.com» lo: geles v
Los Angeles - Mad Hatter's (Gin &) Tea Party
Catering Packages - Mad Hatter's (Gin &) Tea Party - Los Angeles ... Is this a restaurant? ...
There are four cocktails and two pastries served throughoutt ... 0 0.

<G o gle >

12345 7 8 910

-

GQ gle madhatter restaurant and bakery X

www.allmenus.com > NY > Rochester v
_—» The Mad Hatter Restaurant & Bakery menu - Rochester NY ...
Restaurant menu, map for The Mad Hatter Restaurant & Bakery located in 14607, Rochester

NY, 176 S Goodman St.
18 20-4-12 I5IE1T IZM T o

previous

www.grubhub.com ...» Park Avenue v

The Mad Hatter Restaurant & Bakery Delivery - 176 South ...
Order delivery or pickup from The Mad Hatter Restaurant & Bakery in Rochester! View The Mad
Hatter Restaurant & Bakery's April 2020 deals and menus.

zmenu.com > the-mad-hatter-restaurant-and-b... +

Online Menu of The Mad Hatter Restaurant & Bakery ... - Zmenu
View the online menu of The Mad Hatter Restaurant & Bakery and other restaurants in
Rochester, New York.

www.madhatterbakeshop.com ~

Mad Hatter's Café, Bakeshop and Catering | Durham NC - The ...
The Mad Hatter Cafe & Bakeshop ... Experience the pleasure that local ingredients and inspired
cooking can add to your morning pastry, your afternoon break, ...

Go gle >

123456780910




SEO - Search Marketing

0 Improve Website Indexation: Be top result on many different
searches

More websites link to the homepage

More keywords appears on the homepage

Improve meta deseription content

More images with detailed file name and descriptive ALT text
Keep link freshness with updated new backlinks

Remove the previous webpage from Google

Link it to the new homepage

Go gle madhatter restaurant and bakery X & Q

MAD HATTER TEA PARTY - Saturday, February 15, 2020 at ...

www.madhatterrestaurantandbakery.com

new _ ~
Come indulge in a delightful dining experience! . LOOK FOR THE TEACUP! Head downtown, to
the comner of

hvmag.com > food » restaurants » an-alice-in-... ¥

An Alice in Wonderland Café Serves Gluten-Free Go'meta deseription

201954 F16H - As a wise, albeit slightly mad hatter, once declared, it's always time for tea. ...
At the Alice and Wonderland-themed spot in Marlboro, lemon pastries, cocoa ... 3 Healthy
Restaurants for Wholesome Eats in the Hudson Valley.

madhatterginteaparty.com » los-angeles +
Los Angeles - Mad Hatter's (Gin &) Tea Party

Catering Packages - Mad Hatter's (Gin &) Tea Party - Los Angeles ... Is this a restaurant? ..
There are four cocktails and two pastries served throughout t .. 0 0.

e il

) o gle »
*12345@75910

2. The Mad Hatter Restaurant & (583)/3454585
176 S Goodman St
Bakery R Park Avenue
Q000 o \
@ $$ . Coffee & Tea, Breakfast & Brunch, Ameri-=n

(New) backlink

v/ Good for Breakfast
+/ Good for Brunch

“I was passing through town for work and had the opportunity to have brunch.
| ordered a very tasty, meaty frittata and subbed a side of fruit. As it was a
healthy, but still delicious...” more

Bad: 7f5ki898k8.jpg

Good:Eggs-Benedict-MadHatter-Brunch.jpg



Keywords Search

Keywords Suggestions:

Menu:
e Benedicts, gluten-free, vegan, mimosas

Service:

o C(Caterers, Book catering in Rochester
e Party & Event Planning
e High Tea, Afternoon Tea, Tea Place Rochester

NY
e Rochester Restaurant Delivery

Branding:

e Sunday Brunch, Themed Restaurant

www.owlhouserochester.com ~

The Owl House

The Owl House Rochester is a fine dining experience. Located in Rochester, NY, it serves
exquisite food to omnivores, vegetarians and vegans alike as well as ...

www.voulasgreeksweets.com v

Voula's Greek Sweets
Voula's Greek Sweets in Rochester, NY is a homey & welcoming vegetarian & vegan greek
restaurant & bakery. Click for info on brunch, lunch, dinner ...

www.yelp.com > search » find_desc=bottomle... v

Top 10 Best Bottomless Mimosa Brunch in Rochester, NY ...
Reviews on Bottomless Mimosa Brunch in Rochester, NY - The Frog Pond, ROUX, Ox and
Stone, Blu Wolf Bistro, Silk District Pub, Nosh, The Mad Hatter ...

rocwiki.org » Vegan_Dining_Guide ~

Vegan Dining Guide - Rochester Wiki

Mad Hatter Tea Room & Cafe: Breakfast place with a few vegan options clearly ... vegetable,
and noodle dishes: https://www.allmenus.com/ny/rochester/23513- ...

Restaurants - Entirely Vegan - Some Vegan Options



Implementation

ﬂ



Timeline

Find Potential Site in .
Pittsford Staffing, Supplies

* Summer Festivals

Spring/Summer 22

Spring/Summer 20 Fall/Winter '20 Spring/Summer '21

Covid-19 Marketing Secure Capital, Costs, and
Strategies Business Model Grand Opening, To-go
Option, Dinner Option

Social Media, Email Marketing, Content Improvement (Consistent and always updating and keeping track)




o

Likes: Volume
Comments: Volume
Engagement: 1G
Business Insight
Reach: IG Business
Insight

Hashtag Shared:
Quality

Measure Social Media Objectives

Likes: Volume .
Comments: Volume
Engagement: I'B
Insight

Reach: I'B Insight
Hashtag Shared:
Quality

G

Website visit: Google for e
Business
Direction: Google for : o
Business :
Call: Google for

Business

a [V

Reviews: Yelp : e  CTA: Google
for Business Analytics
Rating: Yelp :

for Business
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Restaurant Industry Trends

e About half of consumers who dine out for breakfast do so a few times a month or less, which far fewer
(about 25%) make it a weekly or daily routine. Dining out for lunch and dinner is a more common part
of a weekly routine, with over a third of consumers dining out for lunch or dinner at least once a week.

Base: 1,964 internet users aged 18+ who have dined out in the past three months

"How frequently have you have dined out for each of the following occasions in the past three months?”

Daily A few times a Once a A few times a Once a month or I have not dined out for this Offer dinner
week week month less occasion . .
% % % % % % Service 1n

Breakfast 5 9 11 19 31 25 second branch,
Brunch 2 6 7 13 26 47 - Star‘ting hOUI’
Lunch 5 16 14 33 22 9
Dinner 4 17 20 34 19 5 fl"OHl 1 1 am
Any snack NET 5 8 6 12 15 54 with brunch,
Mid-morning 4 5 5 9 13 65 lunch and
snack ) .
Afternoon snack 4 7 5 12 15 58 dlnner Optlons
Dessert 3 6 6 14 23 49
Happy hour 2 5 7/ 12 18 55
Late night 3 5 5 11 18 58

Source: Mintel “Restaurant Breakfast and Brunch Trends” - July 2018




Restaurant Industry Trends

“Which of the following areas do you want restaurants to concentrate on in 20207? - “Are you planning to do more, the same, or less of the following in 2020 compared
NET - Any rank” to 2019?”

o one v encstosy T 1

Eliminating artificial ingredients and preservatives

More authentic international cuisines

Personalization options (eg diet-specific,
ingredient substitutions)

Offering more convenient to-go options _ 31% isit full service restaurants (ie order from waiter/waitress) 71 m
Dine out during the week 12%
More delivery options _ 23%
1 Use meal kits (eg Blue Apron)
Offering more plant-based entrees _ 21%
Visit limited service restaurants (ie order from a counter)
On-premise entertainment and games (eg live _ 15%
music) o
=More ®Thesame =Less
e  Focus second branch on to-go options e  People will dine out less in weekdays, offer brunch

option on weekend only for second branch

Source: Mintel “Dining out in 2020” - December 2019



Restaurant Industry Trends

“Which of the following statements about breakfast and brunch do you agree with? “Which of the following would you like to see more of on breakfast/brunch menus?
Please select all that apply. | would rather...” Please select all that apply.”

76%
35% 34%

40%
36%
30% o
+4%
46%
+13%
I I
visit a breakfast/brunch restaurant based on the order coffee beverages than alcoholic beverages at
quality of their coffee rather than other menu items brunch #

= Father with children under 18 in the household
= Mother with children under 18 in the household
= Female with no children under 18 in the household

Seasonal fresh fruut High protein dishes Poﬂable options (eg Mon-traditional Donuts
smoothies, breakfast  breakfastibrunch
sandwiches) foods (eg burgers,

= Male with no children under 18 in the household

R pizza)
e As the customers are mainly females, should e Seasonal fruits brings more higher reach ==
have a good variety of coffee and alcoholic based on reviews === increase portion and quality

beverages

|H

Source: Mintel “Restaurant Breakfast and Brunch Trends” - July 2019




Customer Analysis

“Which of the following locations have you purchased breakfast or brunch from in the past three months?”

Fast food restaurant (eg  Full service chain restaurant ~ Full service independent Coffee shop Fast casual restaurant (eg
McDonald's) (eg IHOP, Denny's) restaurant (eg local Panera Bread)
restaurant in your city)

= Generation Z = Millennials = Generation X = Baby Boomers

Source: Mintel “Restaurant Breakfast and Brunch Trends” - July 2019

Donut/bakery shop

Bagel shop

Smoothie/juice shop

We are considered a full
service independent
restaurant, thus our main
customers are : Baby
Boomers, Gen X and
Millennials ( ages 24 and

up)




Customer Analysis

Pittsford Rochester

€

4.06%

70.06%

= Millennials ® The middle-aged = Millennial = Middle-Aged

Baby boomers Baby Boomer

m <17 m1874 m >75

u<1l7 m17-74 m>75

Source: DATA USA




Yelp Analysis -Long Wait Time Mentioned In

Comments

Co-ocecurred

Terms Index
“long” 6.58
“307 4.17
“worth” 2.5
“always” 1.42

EXAMPLE POST
2/17/2020

Delicious food. Long wait. Any of the Benedicts, The Hatter
Plate, and the Brie and Pair paninis are excellent. My fiancé
also recommends the fresh squeezed mimosas.

The larger the index number is, the more likely that the

corresponding term co-occurs with “wait time” in the
same Yelp comment

“long”, “307, “always” tends to appear near the word
“wait”, indicating:
o customers often report Mad-Hatter’s wait time,
mostly around 30 minutes

While wait time is expected and long, some customers
regard waiting to be worthwhile
o  Still, since index of “long” is larger than that of
“worth”, more people include “wait” in their
comments to complain or report the long wait time

*Source: Yelp comments

https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester


https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester

Yelp Analysis -Breakfast Service Least Likely to be -
Commented

Co-occurred

Terms Index e The larger the index number is, the more likely that
the corresponding term co-occurs with “service”
“tea” 5.16 .
in the same Yelp comment
“brunch” 1.73 e Among 3 main segments that Mad-Hatter is
operating:

“breakfast” 0.92 o  High tea segment is most likely to occur with
“service” — most comments about service
relate to high tea segment

o Only a few customers talk about their
EXAMPLE POST breakfast service experience
2/16/2020

Yes love love love. It's quirky on the inside. An insanely
antiquated waiting system, no reservations, etc. but the food is
good and they have duck bacon which is really nice since |

can't eat regular bacon. The tea service is so cute!
*Source: Yelp comments

https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester


https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester

Yelp Analysis-Customers Mainly Discuss Menu of

High Tea

Co-occurred

Terms Index
“tea” 4.4
“options” 2.25
“theme” 2
“brunch” ~0
“breakfast” ~0

EXAMPLE POST
12/31/2019

WOW! Great food and good staff. This is an amazing secret
spot in Rochester. | am sorry | am only in the area a few times
a year. Proper tea service and great tea menu to boot!

The larger the index number is, the more likely
that the corresponding term co-occurs with

“IMenu” in the same Yelp comment

limited discussion or introduction on brunch /
breakfast menu

The posts about menu frequently discuss about the
option variety and how it reflects the theme of
wonderland

*Source: Yelp comments

https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester


https://www.yelp.com/biz/the-mad-hatter-restaurant-and-bakery-rochester

Social Media Importance

“Which of the following statements about social media do you agree with? Please “Which of the following activities do you do on each of these social media sites?
select all that apply.” Please select all that apply.”

% respondents % respondents
52

Post pictures at Explore Follow Add restaurant
restaurants  restaurants by  restaurant locations to
. o . . o location accounts posts
Social media is helpful for ~ Restaurant food on social Social media pictures
learning about new food media looks like food | influence my order at miGeneration = Younger Millennials = Older Millennials
trends actually eat restaurants
u iGeneration = Millennials
= Generation X = Baby Boomers

= World War 1l1/Swing Generation

Source: Mintel “Social Media in Food Service” -June 2018
T SSSGGSGSGSSGSSS———————————mymv:;G ;=



Social Media - Platforms

Leading social media platforms used by marketers worldwide as of January 2019
Social media platforms used by marketers worldwide 2019

Share of respondents

0.0% 10.0% 20.0% 30.0% 40.0% 50.0% 60.0% 70.0% 80.0% 90.0% 100.0%
Facebook : 94%
Instagram 73%

Twitter
LinkedIn
YouTube
Pinterest

Messenger bots

Snapchat

Source: Statista “Social Media Marketing”
T SSSGGSGSGSSGSSS———————————mymv:;G ;=



Social Media - Timing

Instagram Consumer Goods Engagement

er ENENREER
e EREENEEN

Wed

Thurs Take advantage of Saturdays and
Fri - times during 10 am - 3pm
Sat

12 1 2 3 456 7 8 91011212 3 46567 8 91001
AM PM

I ——
Lowest Engagement Highest Engagement

Source: Sprout Social




Social Media - Content

Most effective digital marketing techniques according to marketers worldwide in 2018
Most effective digital marketing techniques 2018

Share of respondents
0.0% 5.0% 10.0% 15.0% 20.0% 25.0%

Content marketing 20%
Artificial Intelligence and machine learning :
Big data

Social media marketing

Marketing automation

Mobile marketing

Conversion rate optimisation (CRO)
Search engine optimisation (SEO)
Communities

Internet of Things (loT)

Online PR

Paid search marketing

Source: Statista “Social Media Marketing”



Email Marketing

Leading ways consumers prefer to be contacted by brands in the United States as of July 2019
U.S. consumers preference to being contacted by brands in 2019

Share of respondents

0.0% 1 0..0% 20.'0% 30..0% 40.'0% 50.‘0% 60.'0%
Email 51%
Social media

Mail
Text

Mobiel push

Phone call

Source: Statista “Social Media Marketing”
T SSSGGSGSGSSGSSS———————————mymv:;G ;=



