Ben & Jerry’s 

We interviewed three customers at Ben & Jerry’s, two females and one male. None of them had ordered ice cream in Amherst or at that Ben & Jerry’s before. They all said that they pretty much know what they want before-hand but frequently change their mind while in-line or at the server ordering. When the three were asked how they feel about ordering ice cream through an interface they all decided it was a good idea, assuming no one would lose their jobs to a machine.  They said however that they would only prefer this system if it somehow sped up the time it takes to receive their ice cream in-hand. When asked if this would useful for ordering specials they said it would be a great idea. One point of concern for all of them was that many people may not be tech savvy enough to use a GUI and/or able to read English. They said that the ability to use it in English(Primary) and possibly Spanish(Secondary) would be a good feature to consider. They worried that users who couldn’t use the interface effectively would slow down the entire process; if there is a line behind this inept-user then these people could possibly spend more time waiting to order than they would’ve saved by using the system. They did feel a ticket ordering system would appease them if they were able to just sit down and order when they got in.

We also interviewed the Ben & Jerry’s employee working at the time. His feelings towards a GUI ordering interface were mixed. Ben & Jerry’s already offered him a system in which he was relatively pleased with. He said that on a typically cold (autumn) day there weren’t many orders to fulfill, to the point where the GUI may in fact slow down order processing for him(an experienced ice-cream server). He did say however that during the summer months and early autumn that business boomed and his average orders per hour increased ten-fold. In this situation he said that having customers queue up their orders in a machine may allow him to do them quicker. During the interview he mentioned that one of the largest time-consumers during a typical order was the customer making up his mind about which ice cream they wanted and that very often a customer would change his order after he/she makes up his/her mind. 
“It takes me a couple seconds to fill up a cone, a minute at most to make a Sunday, but a customer can sit there forever trying to make up his mind.” -- Ben & Jerry’s Employee
When asked if the GUI Ordering system would improve service during busy times he said almost undoubtedly yes especially with those particularly indecisive customers.
