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America’s Diner  
 
Whatever you want… 
Whenever you want it… 
Wherever you are 
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• Relatively low off-premise sales (about 
6%) 

•  Varied menu, with many breakfast foods 
that don’t travel particularly well 

•  Packaging was outdated; primarily foam-
based, optimized for low costs 

Brand Opportunities 
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The Solution 

Mobile & 
Online 

Ordering 
Delivery Enhanced 

Packaging 

#1 #2 #3 
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• Helped contribute to positive systemwide 
same-store sales growth for the 7th 
consecutive year 

• Off-premise sales grew to 8.7% of total 
sales by end of 2017 (up 45%) 

• Digital transactions overindex at Late 
Night & Dinner dayparts, with strong skew 
towards younger 18 to 34 demographic 

The Results 
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Packaging Challenge 
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•  Conducted extensive guest 
research, including 
ethnographic customer 
journeys 

•  Key insights:  
•  Our current packaging was okay, but 

far from ideal 

•  Basic functional attributes mattered 
most 

•  Opportunities to add additional value: 
microwaveable & sustainable 
materials 

Enhanced Packaging: Background 

Protect against leaks 

Prevent sogginess 

Retain heat 

Keep food separate 

Ability to reheat 

Ability to recycle 
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•  Near-complete 
overhaul of our 
packaging lineup 
•  18 brand new SKUs  

•  Primarily Stock with 
custom embossing and 
printing 

•  Custom development on 
centerpiece of new 
lineup 

•  10 existing SKUs 
redesigned 

•  9 different vendors 

Enhanced Packaging: Actions 
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• Custom designed to 
deliver fresh & hot 

• Accommodates 
majority of entrees in 
a single package 

• Microwaveable 
• Sustainable/

Recyclable 

Key Functional Benefits 
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Opportunity to Reflect Brand Personality 
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Opportunity to Reflect Brand Personality 
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Opportunity to Reflect Brand Personality 

New Front 

New Back 
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Opportunity to Reflect Brand Personality 


