Boston Sunday Globe

NovEMBER 21, 2010

BOSTON SUNDAY GLOBE NOVEMBER 21, 2010 | BOSTON,.COM/BUSINESS

ON THE HOT SEAT

Instant feadback

Ken Kimene!s Surney an the Spot wses mohile
echinohogy o allow restanrants to find out
exactly what thelr enstomers an: thinking, @3

CONSUMER REPORTS
Smartphonaes getting smarter

9800 ahow how subtle design changes can

Motarolas Droid 2 and the BlackBerry Tarch ‘

sl o big difference. G2

OB DOC

Tha waalth doctor is in
Finuneisl plannes Meil Blicher
kelps families anulyie and
masuge their fiscal health. G2

Moneyé&Careers

|

OF MUTUAL INTEREST]
Wid sturff

Ome find is eaming strong
returns wille teaching
childre b investing, 64

Instant customer feedback helps restaurants improve

Ken Kimmal
Cofounder
Survay on tha Spot

RNothing bents instant custom-
er foedback, according to Suryey
an the Spat cofonnder Ken Kim-
mel, Kimumed, 5, is helping mes:
taurants capture these com-
ments to improve their
businesses with mobile technok
ogy designed by his Newton
start-up, Bimmel, whe provigus
Iy was an executive at Dunkin’
Brands Ine., pecently spoko with
Globe reporter Jenn Abelson.

What s so special abaut your

company?

With Burvey ori the Spol, custom-
ers ean take the sarvey when
thiy are in the shog Tt doesn'y re-
quire you 1o recall as much be-
cause you'ne still right there. M-
hawdy @8 currently doing what
we'ne doing, which every day sar-
prises me,

Whan did yousr business launch?
The company went Tve with its
pp in Novemiber 3008,

That dossn't sound lke a groat
time to start a company.
The challenge of 0 new nisiness

ke purd 1s finding costomers.
Getting thase first brave souls is
letry. Change: i hanl, Restiumnds
are used to having somebody
take & receipt andd go home to a
withalte ns opposed to doing it on
i iPhome or gmartphone,

Sowho are the brave souls?
09 Hestuurants, Britlsh Beer

Company, Finale, and Mot your
Averngy Jen'n,

How dows the technology work?
The original madel — the one
that Finule mses — prompts cus-
tamers tn go to Survey on the
Spaot while in the restaurnt with
o insert with the check at the
enil of the meal. It sayvs “Please go
to Burvey an the Bpot, and we'll
rewitnld you with o eoapon for B4
ol yamir et visit with us” I eus-
tomers have a BlackBerry or
amartphone, they go to sor-
vesanthespetoom, they o to Fi-
nnle, and they can take the sue-
vy, And then immediately,
results are complled bnto a Wels
portal Finale ean necess, and they
can soe resilts instantoneosly,
How have othor restaurants
irsed the

Tt Your Average Joo's is starting

to daliver &n {Pod 0 every guest
with the cheok. It geiting an
enormons level of response,
They're gecing 1,000 surveys o
month when typically the nocm
wenitil] e 1008 surveys & momth,
Al 59 Restaurnnts, they like to
use this for meno innovition,
They have a research nnd dovel-
opment restanrant whers they
ereate mem itema and an inter-
nal group of executives will try
theam all pndd then mie them. And
mw they use iPods and Sorvay
or the Bpol rather than pitting &
on paper and tabulating results,
B0 as suon a8 the meoting is
din, they can get the resubts m-
mediately.

What changes have resisurants
mada basad on the feadback
from these surveys?

At British Beer Compnny, cus-
tomers Jsad o renlly poor expert-
enee with one of the meny Hems,
Tt wins i wrap, It may hive beena
Hittle dried paut. 5o they were able
to o in there aod fix i, AL other
restulranis, mansgens are able 10
soe when servers have not boen
i the besst day. 17 someone
ANFWETE & question very nega-
tively, it will send & text message

or e-mmail to the momages or chisf
executive. 1t does that within five
or T minates of compbeiing (he
survay. The manzger can then
wilifrens the fesue with the cus-
tomier bedore they leaye upset.

How is working at a start-up dil-
ferent from your time at & haoge
company ks Dunkin'?

At Dunkin' Brands, there was o
real porporate infristructane nd
templotes for how dis business.
Whien you're really small and tr-
Ing B0 gt thitgs going, e eus-
Ismiers almsoat become part of an
uchvisory bord to help v build
ot hisginess, It's much enkler to
ndapt to the free form feedback
because you don't have the oo

Can you tefl from these sarveys
how cansumers have changed
during tha recession?

‘Wi soe a lot of comments about
value, That's very indicative of
the current eeonomic snviton-
ment. When they'rs concerned,
1%, “Chee It sesemns kind of expen-
swn,” or, "Something was more
than T thought; the price i not
right” ar “The partion sz b= oo
smnll”
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