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Malawi’s Pizza Catering 

 “Have you loaded the wood for the oven?” Dan Evans asked his assistant, Ed Jones, as they 

hurried to load their truck for a wedding reception catering engagement on a sunny June evening.  

Jones hurried over to the large mobile oven that was hitched up to the truck and swung open the 

door of the cabinet underneath. “Not yet, but I’ll get it,” he replied. A few other employees were 

busily helping load the Toyota Tundra pickup truck with ice chests, tables, paper products, and 

other supplies for the wedding reception they were catering that night. Evans and two other 

employees soon jumped in the pickup with the mobile oven attached and headed off to the 

reception.  

As they drove ten minutes to the park on the other side of the freeway, Evans had his first 

chance that day to reflect on the quandary he had been facing as the General Manager of Malawi’s 

Pizza in Provo, UT. Evans had graduated from culinary school and had begun work as a chef. In 

2010, the restaurant he was working for went out of business, so he joined a new startup 

restaurant, Malawi’s Pizza, expecting to work for a short time as a chef before finding a more 

upscale opportunity. Malawi’s founder and co-owner, Kent Beck, noticed Evans’s skills and soon 

promoted him to a management position. Evans suddenly found himself facing a higher level of 

involvement in a restaurant operation than he had experienced before.  

Beck had been thinking about franchising Malawi’s since its inception and had been 

working to develop and document restaurant processes in a way that he felt could be handed over 

to franchisees with successful results. The catering process was an important part of the planned 

movement into franchising, and catering was the most profitable part of the restaurant operation. 

Evans had played an essential role in developing the catering operation; it was an extremely 

interactive and hands-on process that depended on the intuition, experience, and knowledge that 

Evans had gained throughout his career in the restaurant industry. The catering clients were paying 

a premium to get customized service, but Evans and Beck needed to somehow figure out how to 

increase the scale of the catering operation and make the process replicable. They were considering 

using a methodology called PCN Analysis, which is used for service design, process improvement, 

and innovation discovery. Perhaps PCN Analysis could provide some guidance about where to go 

with the catering operation, and maybe also provide direction about how catering can provide 

effective synergy within a restaurant franchise.  
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Company Overview 

 Malawi’s Pizza, founded by Kent Beck and Daryl Romney, opened in August 2010. Both men 

had previously been successful entrepreneurs. Beck, who graduated from the New England 

Culinary Institute and earned an Executive MBA degree from Brigham Young University, had a 

successful career in the food services industry up to that point. Prior to starting Malawi’s Pizza he 

had managed different food businesses for large luxury resorts and hotel chains such as Four 

Seasons and Ritz-Carlton. In 2002, Beck started his own restaurant, the Chef’s Table, which became 

a huge success. In early 2010, Beck sold Chefs Table to a pair of professional chefs, and he was 

interested in starting a new venture. Beck found an ideal partner in Romney, who had also been a 

successful entrepreneur. Romney had started a consumer products company in 1984, which, by 

2010, grew to nearly $2 billion in annual sales. Romney and a few of his colleagues also founded a 

charitable foundation that provided meals to children in less developed parts of the world. Beck 

and Romney discussed the idea for a pizza restaurant called Malawi’s in which a portion of sales 

would be used to provide meals for hungry children in the African nation of Malawi. 

Malawi’s value proposition included quick service, a healthy menu, and the opportunity to 

participate in a social cause. The company advertised that for every meal purchased by a customer 

the restaurant would donate a healthy meal to a child in Malawi (Exhibit 1). Malawi (the country) 

has suffered from high HIV/AIDS rates, ranking ninth in the world in 2009 with approximately 11% 

of adults affected.1 Also, approximately half the Malawi citizens live below the poverty line.2  

A Malawi’s Pizza restaurant is “fast casual” restaurant that does not offer full table service, 

yet provides higher quality food and atmosphere than typical “fast food” restaurants.  Customers 

place an order and pay at a counter and can either stand there and watch their pizza being made or 

take a number-stand and go to a table.  Customers are given cups to fill their own drinks. The pizza 

preparation process is tightly orchestrated: from rolling the dough to a cooked pizza only takes 

between 4.8 and 5.2 minutes. One key to this speed is a $38,500 custom-built brick oven that can 

cook nine pizzas at a time in about 2 minutes. The pizza and any other ordered food items will 

typically be delivered to the table within 7 minutes. Initially, the restaurant had three order 

stations, but was preparing pizzas so fast that at busy times some pizza orders were completed 

before customers could find an open seat (the restaurant has 160 seats).  As a result, they removed 

one of the stations. When customers are done eating they can leave, since Malawi’s employee clean 

up the tables.3  When they can, employees also visit tables to refill drinks or provide to-go boxes. 

Malawi’s Pizza restaurant became a quick success. The restaurant broke even the first year 

and revenues grew 26% the second year and 13% the third year. Likewise, EBITDA grew 10% in 

year two and 12% in year three. Beck and Romney opened a second Malawi’s Pizza restaurant in 

2012, forty miles north of the original location. 

                                                           
1 CIA World Factbook 
2 World Bank 
3 An average customer spends 21 minutes in the restaurant. 
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Malawi’s had been offering catering service since they opened in 2010. In fact, they 

purchased a mobile oven even before they had a kitchen in their restaurant. The mobile oven was 

purchased from an oven manufacturer for about $20,000 and was painted with the Malawi’s logo. 

Other than that, the only advertising they did for their catering service was the brief description on 

their website and a few lines on the back of their menu that referred customers to the website.  

Beck felt that in the future, catering could be a larger portion of Malawi’s business, especially as 

they moved toward franchising. 

Catering Industry Overview 

 By 2013 food catering sales in the United States were estimated at $8.3 billion, preceded by 

a weak five-year annual growth rate of only 0.9% due to the global recession of 2009.4 However, the 

recession appeared to be on its last leg in 2013, and industry analysts projected catering to grow 

2.3% annually for the next five years, to $9.3 billion by 2018.5 Because of the low barriers to entry6 

in the food catering industry, competition was high. It was estimated that the four largest firms 

comprised less than 5% of the total industry revenue.7 Most of these catering providers were very 

small as well, with 54% employing four or fewer people and the next 17% employing between five 

and nine.8  

The broader catering industry could be further broken down into smaller segments by the 

different types of catering service providers. Some caterers were strictly single-event food service 

providers, as opposed to full-service restaurants that also provided catering services. In 2007 it was 

estimated that 14% of full-service restaurants offered catering as well.9 The method of catering 

delivery also varied depending on customer requirements and the offering of the company. A 2007 

market research study found that 38% of catered events served the food on the customer’s 

premises, 37% served on the caterer’s premises, 13% prepared the food for customer pickup, and 

13% dropped off food at the customer’s event.10 

The two general customer segments for catering services are institutional events and social 

events. Institutional events are generally more formal and extravagant, and are sponsored by 

companies, government entities, and sports organizations. Social events are more informal and are 

mostly planned by families celebrating life events such as birthdays, graduations, marriages, or 

religious ceremonies.  

 Catering was seen as a much more profitable model than traditional restaurant service 

because of the low overhead (i.e., no need to maintain an entire restaurant facility) and higher 

                                                           
4 Industry revenue fell 8.6% in 2009 alone (IBISWorld Industry Report 72232, Caterers in the US) 
5 IBISWorld Industry Report 72232, Caterers in the US 
6 Startup costs can range from $1,000 to $80,000 depending on the kitchen; there are few key skills necessary, 
including good cooking, organizational skills, and menu planning; and regulation in the industry is only mild.  
7 IBISWorld Industry Report 72232, Caterers in the US 
8 U.S. Census Bureau 
9 Packaged Facts, based on the 2007 U.S. Economic Census 
10 Packaged Facts, based on the 2007 U.S. Economic Census 
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profit margin. Even for full-service restaurants, catering was an exceptionally profitable activity. 

The major costs associated with catering were food and beverage purchases and employee wages. 

Since catering was a labor-intensive process that included client management, food preparation, 

setup, cleanup, and menu planning, wages were expected to account for approximately 30% of an 

average catering firms’ expenses.11 Like some other restaurants that offer catering service, Malawi’s 

did not have a staff that was dedicated to catering functions, but used the regular restaurant 

employees, most of whom worked part-time. 

Catering Process Overview 

 The catering process can vary widely depending on the event and the offering of the caterer. 

For example, some events are buffet style and others are plated. In a buffet-style event, the caterers 

set out options and the attendees choose what to eat at the event. For a plated event, the attendees 

choose what they will eat some time before the event, often indicating in the RSVP which of the 

different plates they prefer. This difference has implications for the caterer in the preparation 

stages of the process as well as the process of serving the food.  

Generally speaking there are four to five parties involved in a catering event: the caterer, 

the venue host, the event planner, the principal individual(s) commissioning the event, and the 

attendees (Exhibit 2). The relationship between these parties varies, as does the division of 

responsibilities. For example, some caterers own their own venues and cater only at their own 

location (or locations). Other caterers have some form of relationship with venue hosts but operate 

independently. Still other caterers rely completely on the client to determine and provide a venue 

for the event, making the caterer and the venue host completely independent. In some situations, 

one party assumes more than one role, such as a bride (the principal individual) planning her own 

wedding reception at her own house (making her the event planner and venue host as well). 

Malawi’s Catering Business 

Catering fit nicely into the day-to-day operations of the restaurant. For the most part, 

catering didn’t require a lot of extra effort outside of the restaurant’s normal operations. The main 

exception was the time Evans would spend with the client planning the event, which could take 

anywhere between 3 and 10 hours depending on the client’s needs. There were also additional 

tasks such as scheduling restaurant employees to prepare the food and attend the event and 

increasing the normal weekly purchase order from Sysco (a major supplier of restaurant food and 

supplies) to accommodate the spike in demand. Overall Malawi’s was catering about ten events per 

year, mostly in the summer months with one or two in the winter.  

Social Events 
 For social events, Malawi’s catered mostly wedding dinners and wedding receptions, which 

constituted roughly half of the events they catered each year. These types of events were typically 

                                                           
11 IBISWorld Industry Report 72232, Caterers in the US 
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held on Saturdays and averaged around 300 attendees. These events were also more formal in 

nature. The increased formality meant that Malawi’s would bring nicer china, clear the tables, and 

generally have more interaction with the attendees, usually consisting of answering questions 

about the food. Presentation was paramount, and Evans knew the importance of selecting the right 

employees to serve at these events.  

Institutional Events 
Institutional events were catered for local companies and other organizations such as 

churches. These were generally smaller events with 175–250 attendees and were usually held on a 

weekday. The formality of these events ranged widely. For company and church parties, the client 

often just wanted Malawi’s to bring out the food and leave. On the other end of the spectrum were 

company awards dinners where Malawi’s was asked to clear tables and, at times, even serve the 

food. 

Malawi’s Catering Process 

Planning 
If potential clients wanted to learn about Malawi’s catering their event, or if they had 

already decided to have Malawi’s cater, they could find the phone number to call on the company 

website (Exhibit 3). Potential clients could also go to the restaurant and ask to speak with 

someone. In both cases, they were always directed to Evans, who would ask a few specific questions 

to determine the date (preventing scheduling conflicts), the type of event, and the expected number 

of attendees. At this time, he would also ask a few initial questions to get a broad picture of the 

clients’ needs and would then set up an appointment to discuss the clients’ expectations in more 

detail. While Evans would occasionally hold this meeting over the phone, he disliked that approach, 

preferring to have as much direct interaction with the client as possible. Evans knew that catering 

events commanded premium pricing, and he wanted the customers to feel as though they were 

receiving the highest degree of attention and customization. 

 There were two types of clients for Malawi’s catering: professional event planners and non-

professionals—everyday people with little to no experience planning events. This distinction made 

all the difference in the planning process because of the knowledge and skills the client contributed 

to the process. Professional event planners understood the food service industry, had experience 

with food quantities and attendee expectations, knew where to place the catering team, and 

understood in general what questions needed to be asked. Evans enjoyed working with 

professional planners because they were fast and efficient. His meetings with them usually lasted 

thirty minutes unless there was an unusual logistical problem to be worked out. This was in stark 

contrast to the much longer meetings with non-professional clients. Many of these clients had no 

prior knowledge of catering, thus a large part of Evans’s job with them throughout the process was 

to explain how catering works. They always had many questions, some of which were questions 

they should be answering, not asking. Often this led Evans to feel as though he was actually 

planning the whole event instead of only catering it. 
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 The first thing Evans did in the meeting was determine the menu. While there were a few 

salads that didn’t lend themselves to catering, such as the Balsamic Steak Salad and the Southwest 

Chicken Salad, most of Malawi’s regular menu was available for catering (Exhibit 4). Evans would 

usually recommend certain popular pizzas, and if the client had never been to the restaurant before 

then he would provide samples for the client to test. The client was always interested to know what 

was most popular at previous catering events. Once they had narrowed the options down to 3–4 

different styles, they would decide how many slices per person they should plan on, typically 

between 2 and 4. From there, determining the number of pizzas needed was a simple formula: the 

number of people times the number of slices per person divided by six.12 They would determine 

dessert pizzas in a similar manner. The salads were served on a platter that fed approximately 20–

25 people per platter. 

 The next issue of discussion was the pricing. Evans priced every event himself; the price 

was based on the COGS for each type of pizza, the size of the event, the labor required, and the 

normal catering margin. Evans would walk through the pricing with the customer and explain that 

it was composed of three basic things: the catering fee, the per-slice price, and the gratuity. He 

would note that the larger the event, the lower they were able to go with the price per plate. The 

total price for catering an event included a $100 catering fee, a per-plate price that generally landed 

between $8 and $12, and a 19% gratuity fee. This was for buffet-style service—Malawi’s did not do 

plated events at this time. With his knowledge of the cost for each pizza type and his familiarity 

with labor requirements, Evans could calculate the per-plate price on the fly. Once the menu and 

event size had been determined, Evans was able to provide a total quote for the client. The client 

typically accepted, although on occasion they were on a budget and would ask to get back to him, or 

try to negotiate. Evans was happy to work with budgets, always taking time to come up with 

alternative menus that would fit within the client’s budget constraint. 

 Non-professional clients often asked Evans what to expect in terms of weather at various 

times of the year. Although it is never ideal to hold an event in the rain, Malawi’s had a canopy to 

protect their portable kitchen in case it rained. Sometimes the client had not yet chosen a venue to 

host the event and would seek input from him.  

The planning stage of the catering process was central to the success of the event, not only 

because a good plan was necessary to make things run smoothly, but also because this was the 

stage where client’s expectations were set. After all was said and done, the event was a success only 

if the client’s expectations were met. For example, at one wedding reception there had been a 

miscommunication, and the bride thought that Malawi’s was going to clean up all of the dishes and 

tables. When the Malawi’s team only cleaned up the portable kitchen area and Malawi’s cooking 

supplies, the family was upset. This highlighted the need for Evans to be clear during the planning 

stage.  

 Once the order had been placed, Evans put it on his calendar in his office and recorded the 

information in the catering book, which held all the information for each catering event (Exhibit 5). 

                                                           
12 Malawi’s pizzas are 10.5" in diameter, cut into six slices, except for dessert pizzas, which are 8" in diameter. 
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Other employees had access to this book, although Jones, who was second in command, was the 

only other employee who typically needed it.  

Food Preparation and Delivery 
Extra employees were scheduled to arrive early on the day of the event to initially prepare 

the pizzas that would be used for the event. This initial preparation included rolling the dough into 

pizza crusts and cooking the crusts most of the way, which is called “par cooking.” It also included 

putting on pizza sauce and cheese and other non-fresh toppings (such as pepperoni). This initial 

preparation could usually be done in the morning, although for events early in the day Malawi’s 

would often need to par cook the night before. Par cooked pizzas were then placed on racks that fit 

into ice chests until the event. Besides par cooking the pizza, the employees would put together 

toppings for dessert pizzas and make the salads and wrap them in plastic wrap.  

Transporting 
Malawi’s had a Toyota Tundra to transport everything to events. It was large enough to hold 

some ice chests, a folding table, and boxes of other supplies such as cutting boards, napkins, 

sanitation buckets, gloves, serving utensils, and pizza cutters. The truck also pulled the Malawi’s 

mobile oven, which was part of the ambiance Malawi’s brought to the event (Exhibit 6). The large 

dome-shaped oven was on a double axle trailer that had storage room underneath the stone slab 

where firewood and other supplies could be stored. Attendees at events always commented on the 

oven and were often interested in getting a closer look. Evans felt like the oven added a great deal of 

value for the customer because of the feel it generated at the event. The team would plan to arrive 

at the venue between 30 and 45 minutes before the event was scheduled to begin. This provided 

plenty of time for setup and usually resulted in the team waiting a short time before the event 

began. Evans recognized that being there early and ready to begin was important to maintaining a 

professional appearance. 

Setup 
 The relatively nimble nature of the portable kitchen made catering possible in a wide 

variety of circumstances and situations. The quick setup and take down added a lot of flexibility as 

well; in one case, an outdoor event held by a church was caught off-guard by extremely high levels 

of wind. While the wind itself wasn’t the entire problem, being located adjacent to a sand volleyball 

court created a problem when the wind began blowing sand in the direction of the portable kitchen 

and the dining area. Sand was in everything. Fortunately the client had an alternative location and 

the Malawi’s team was able to quickly take down the kitchen and relocate with the attendees just a 

few blocks away.  

Even with the flexible nature of the portable kitchen, there were still limitations as to where 

they could go. In the planning meeting, Evans tried to make it clear to each client that they used an 

oven that was pulled by a truck, indicating that the location of the event would need to be accessible 

by a pickup, with room to park and set up the oven. For example, in the planning meeting one client 

assured Evans that the location would be able to accommodate the mobile oven. However, when the 

team arrived they found there was no place to park the oven, either close to the serving area, or 
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anywhere else other than on the street. So they had to cook the pizza on the side of the street and 

walk a significant distance to the serving area. On another occasion, Evans found out when they 

arrived that he had to back the oven trailer down a curvy, 100 foot-long, 6 foot-wide driveway. It 

was uncomfortable having to discuss these problems with the client the evening of the event. 

Once the pickup truck was parked and the oven positioned properly, the team of 3–5 

employees would begin unloading the trailer and setting up their portable kitchen (Exhibit 7). It 

was a fairly simple setup that only required about fifteen minutes. There was a folding table with a 

white tablecloth that was set up next to the oven, alongside ice chests and the garbage. The table 

was used for adding toppings (either before or after the pizzas had finished cooking) and cutting 

the pizzas. The team could usually identify where the serving area was, though in rare cases Evans 

would seek out the client to find out exactly where they should set up the serving area. Setting up 

the serving area mainly consisted of placing the salads, cutlery, napkins, and so on, in a convenient 

way for attendees to serve themselves. If it was clear where the client wanted to serve the food, the 

team would set out the salads as soon as it was time to start. This was not always clear, however, 

and Evans often had to talk to the client or venue to determine where they would be serving the 

food.  

Serving 
The par-cooked pizzas only required approximately ninety seconds to cook in the oven at 

the venue location, and four pizzas could fit in the oven at once, so Evans did not begin cooking until 

it was just about time to start eating. Evans manned the oven and would cook four pizzas at a time, 

choosing different types to keep variety on the serving table. As soon as a pizza was finished in the 

oven, he would set it on a cardboard round and hand it to the employee at the table, who would 

then finish topping them with additional fresh toppings if needed and cut them into six slices. The 

runner would then take the hot pizzas to the serving table and assess which types of pizza were in 

high demand, then report back to Evans on what pizzas he should bake more of to keep the variety 

up as long as possible.  

 The people attending the event would file through the line just as they would in any other 

buffet, helping themselves to salad and pizza. Occasionally an attendee would wander over to the 

preparation area and ask what was on a certain pizza or whether there would be any more of 

another type of pizza. Evans always planned a little extra and never ran out of pizza, although there 

were times when they would run out of a specific style of pizza.  

Cleanup and Payment 
Cleanup was relatively quick. After everything was served, the team would extinguish the 

fire in the mobile oven and pack up any food that was reusable, such as unused pizza toppings. If 

there was salad left over, they would either move if off the platters and leave it for the customer or 

throw it away. According to the U.S. Department of Health regulations, certain foods such as 

tomatoes had to be discarded if they left the restaurant. Par-cooked pizzas that were never 

completed were typically thrown away, and if there were extra pizzas already assembled they 

might give them to employees or just throw them away.  
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While the team packed up the portable kitchen, Evans would find the client (usually either 

the principal individual or the event planner) and give them the final invoice. The client had the 

option to provide his or her credit card number to Evans, who would take it back to the restaurant 

to charge it, or they could pay via check. Evans used to require customers pay a deposit upfront for 

the services, but has since stopped because it made many customers uncomfortable. On rare 

occasions the final invoice would be slightly higher than the quoted price. This was because Evans 

always brought some extra items to ensure they wouldn’t run out. If they had to dip into those 

reserves, he would add in the additional cost. He tried to keep it as close to the quoted price as 

possible, however, and customers never complained when he explained why the final price was 

higher than the quoted price. 

The Attendee Experience 

Since Malawi’s did almost no advertising of the catering service, they depended heavily on 

word-of-mouth and attendee experience. It was assumed that most of the catering clients chose 

Malawi’s based on attending a previous Malawi’s-catered event or on the recommendation of 

someone who had. Event attendees did not need to have any interaction with Malawi’s catering 

prior to the event. For example, Malawi’s did not receive any RSVP information or pizza preferences 

in advance. In most settings, the first interaction an attendee had with Malawi’s was seeing the 

large mobile oven with smoke wafting out of its chimney and the smell of hot pizza. Sometimes 

attendees were impressed and would come over to ask the employees questions about the oven, 

even asking them if they could try their hand at putting a pizza in the oven. The team always had to 

explain that due to liability issues, only employees were allowed to use the oven. However, Evans 

had considered allowing customers to rent the oven for their own events, signing a release of 

liability. In that case, Evans would sell customers par-pizzas and toppings and let the customers 

handle all operations at the venue. 

Once the event started, the attendees would gradually line up at the serving table to get 

their food. First in line were the plates and cutlery. Next was the salad and dressing, followed by the 

various types of pizza that the event planner had worked with Evans to select. Sometimes the client 

would request signs indicating the different types of pizza and their ingredients, but Malawi’s only 

provided these upon client request. Guests typically took two or three slices of pizza and some 

salad. As people served themselves, the “runner” from Malawi’s would bring pizzas fresh out of the 

oven and replace the empty cardboard rounds with more pizza. There were usually anywhere from 

four to six pizzas on the serving table at any moment. Since the runner would let the cook know 

which pizza types were low, they were able to maintain a fairly even distribution of different pizza 

types. This could be kept up for only so long, however, and occasionally they would run out of a 

certain type of pizza. The attendees would sometimes walk over to the employees or catch the 

runner to ask if there was any more of a certain type of pizza coming out, or to clarify what each of 

the types of pizzas were. After getting their food, the attendees returned to their seats to eat. There 
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was always enough for the attendees who wanted seconds to return to the serving table for more 

pizza and salad.13  

An Event Planner Experience 

Evans had every reason to think that event planners liked Malawi’s catering service, 

although he did realize that on occasion he had not been able to meet client needs. For example, a 

potential client, Jane Goodman, recently contacted Malawi’s to cater a large event at a local 

university. Unfortunately, Evans had to tell Goodman they already had an event booked that night 

and would not be able to accommodate her request. After looking into some other options and not 

finding anything satisfactory, Goodman called back to find out if she could place an order for 

essentially par-cooked pizzas for about 120 people and simply pick them up at the restaurant. Jane 

apparently had access to catering equipment such as ovens, pizza stones, and warmers, so could 

self-cater the event. Although the restaurant could provide 20 completed pizzas, providing par 

cooked pizzas to self-caterers was not in line with what Malawi’s normally did, and Evans had to 

respectfully decline.  Although there were not food safety issues with selling par-cooked pizzas, if 

the pizzas were not heated property the quality might suffer, which would not reflect favorably on 

the Malawi’s high-quality image. Evans later learned that Goodman was upset about Malawi’s 

inability to accommodate her request and shared those feelings with her colleagues. This 

highlighted again both the opportunity and need for scaling the catering operation. 

Scaling the Process 

That June evening after the wedding reception, Evans sat in his office and thought about the 

last three years and about what he hoped for the next three years. The main Malawi’s restaurant 

continued to grow in popularity, and managing its operations continued to consume most of his 

time. Beck had recently reminded Evans that he needed to expand the high-margin catering 

operation if possible, which could include increased marketing and perhaps hiring a part-time 

catering salesperson. The second Malawi’s location occasionally borrowed the mobile oven, but 

with increased catering business would probably get their own. Also, the shift to franchising 

provided additional pressure to make the catering process both scalable and replicable. 

Evans pondered the idea of applying PCN Analysis to the catering operation. Questions he 

hoped to answer include: Given the highly interactive nature of catering and his integral role, how 

could Evans scale this operation without scaling his workload or hiring a full-time catering 

manager? How could they maintain a quality customer experience as they expanded and 

franchised? Could there be multiple methods of delivering catering services to meet different 

customer needs in different ways? 

                                                           
13 This describes in general the experience an attendee has at an event, although the high degree of customer 
variation implies that attendees can have very different experiences. For example, often wedding receptions have 
attendees who bring young children with them. This can make the experience of waiting in line and choosing food 
much more complicated than it is for attendees without children.  
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Exhibit 1 Meal to Meal Exchange: Meal Tracking Sign 
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Exhibit 3 Malawi’s Pizza Website 
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Exhibit 4  Malawi’s Pizza Menu (front and back) 
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Exhibit 5  The Catering Book  
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Exhibit 6  Malawi’s Mobile Oven 
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Exhibit 7  Example Catering Setup for Malawi’s Pizza
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