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ABSTRACT

Title of Thesis : The Application of Behavioral Insights and Service Process Redesign
— An Example of Pastry Industry

Name of Institute : Institute of Business Administration, Tunghai University

Graduation Time : 6 /2013

Student Name : Pei-Rung Shih Advisor Name : Kai-1 Huang

Abstract :

A lot of pastry goods include high fat, high calories, and a lot of sugar and salt that
most consumers do not preferring these pastry goods. As a result of this health-fashion,
these pastry stores begin developing new pastry goods. To cater for all tastes, new
pastry goods should include some principles like lower fat, lower calories, and less
sugar and salt than before, even adding some healthy materials in these pastry goods
such as Monascus.

The pastry store in Taichung is used as the main research objects, and this thesis is
to analyze shopping environment in store, shopping experience by mystery shoppers
and interview with manager. The result of observational survey and interview, and
applying concepts of service experience engineering to form the flow model, sequence
model and physical model of the pastry store. To analyze pastry store’s interaction with
customer, shopping procedures, field improvement from these models

According to these models, this thesis generalizing some questions such as
insufficient shopping environment, servicers’ inappropriate attitude and the goods’

indefinite place that providing some suggestion and assistance to this pastry store.

Key word : Mystery Shopper ~ Service Experience Engineering ~ Behavioral Insights
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