
Scientific Journal of Economics and Management Research                                                                       Volume 5 Issue 11, 2023 

 ISSN: 2688-9323                                                                                                                          

81 

Study of Haidilao Company's Competitive Strategies under the 
Context of Artificial Intelligence 

Rui Zhang1, a, Lei Hu2, b 
1 School of Business, Jianghan University, Wuhan 430056, China 

2 Sino-French Wuhan Ecological Demonstration City Administration Committee, Wuhan 
430100, China 

alx_zr@163.com, b624019515@qq.com 

Abstract 
As Artificial Intelligence (AI) increasingly becomes a key factor in competitive business 
strength, Haidilao, a leader in the catering industry, has begun to explore the use of AI to 
enhance service quality and operational efficiency. This paper starts with the trend of AI 
technology application in the catering industry, analyzes Haidilao's existing service 
model and competitive strategies, and discusses how it can combine AI technology to 
optimize service processes, enhance customer experience, and improve management 
efficiency to cope with the increasingly fierce market competition. 
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1. Introduction 

With the advancement of technology, the application of Artificial Intelligence (AI) is becoming 
widespread in various industries. In the catering industry, the introduction of AI technology not 
only enhances customer service experience but also optimizes kitchen management, inventory 
control, and significantly improves overall operational efficiency. Haidilao, a leading company 
in China's hot pot industry, has begun to establish a competitive advantage by utilizing 
advanced technologies such as AI. 

2. Overview and Current Analysis of Haidilao Company 

2.1. Introduction to Haidilao Company 
Haidilao is a well-known hot pot restaurant chain founded in 1994 by Zhang Yong and Shi 
Yonghong in Jiangyou City, Sichuan Province. Since its inception, Haidilao has achieved 
innovative results in the service sector, known for its excellent customer service, high-quality 
food, and comfortable dining environment. The company's name, which references the act of 
"fishing" in the hot pot bottom material, signifies the "discovery of the joy of gourmet food." 
Haidilao is renowned for its "service innovation" in the catering service field. It has 
implemented standardized and humanized measures in staff training, customer dining 
experience, and store management. Its service philosophy extends beyond providing tasty food 
to creating an environment where customers can thoroughly enjoy and remember their dining 
experience. 
Haidilao’s service initiatives include offering free snacks and drinks for waiting customers, 
complimentary shuttle service for nearby homes, and a range of “exceeding expectations” 
services like free manicures, shoe polishing, and children's play areas. 
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2.2. Current Analysis 
Haidilao is expanding globally. It has branches not only in major cities across China but also in 
other Asian countries, as well as North America and Europe. Haidilao has become a globally 
recognized hot pot brand and received high praise in the industry for its unique management 
and service methods. 
However, Haidilao also faces constantly changing challenges, including intensified competition, 
cost management, market saturation, and the impact of the COVID-19 pandemic on the catering 
industry. In recent years, due to the pandemic, Haidilao has had to adjust its operating 
strategies, including temporarily closing stores, adjusting seat layouts to accommodate social 
distancing policies, and introducing takeaway services to supplement the reduction in dine-in 
revenues. 
Financially, Haidilao has invested substantial capital in global market expansion and prioritized 
market share, leading to increased costs. Although this strategy may have increased revenue 
and market share in the short term, it has also increased operational pressures and may affect 
profitability margins. 
In the future, Haidilao's success will depend on whether it can continue to maintain high 
standards of customer service, as well as how it balances growth with cost control and 
expansion speed. At the same time, Haidilao may need to continue exploring the possibilities of 
integrating with technology, such as improving efficiency and customer experience through 
digital transformation and adapting to consumers' growing environmental and health 
consciousness. 

3. Artificial Intelligence Technology and its Application in the Catering 
Industry  

3.1. Development of Artificial Intelligence Technology  
Artificial Intelligence (AI) technology, since its inception in the 1950s, has gone through 
multiple cycles of "winters" and "springs." As of 2023, AI has achieved significant advances in 
technological breakthroughs and wide-ranging applications. Below are some key points about 
the development of AI technology:  
(1) Machine Learning and Deep Learning  
Machine learning (ML), one of the most important subfields of AI, has made tremendous 
progress in the past decade. Deep learning breakthroughs, such as the automatic extraction of 
high-level features through multi-layer artificial neural networks, have been prominent in tasks 
like image recognition, voice recognition, and natural language processing. The development of 
Reinforcement Learning (RL) has enabled systems to learn how to make decisions in complex 
environments, further advancing automation in games, simulations, and real-world 
applications.  
(2) AI Hardware  
With increased algorithmic demands, specialized AI hardware, such as Google's TPU’s and 
NVIDIA's GPUs, continues to evolve to support more complex AI models.  
(3) Natural Language Processing (NLP) 
Large-scale language models, such as the GPT (Generative Pretrained Transformer) series and 
BERT (Bidirectional Encoder Representations), have made significant progress in 
understanding and generating natural language. 
(4) Computer Vision 
Related technologies continue to advance, including facial recognition, emotion analysis, and 
scene understanding, and are widely applied in medical, security, and autonomous vehicles. 
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(5) Autonomous Driving Technology 
Integrating machine learning, computer vision, and sensor fusion technologies has propelled 
autonomous vehicles from research and development to commercial deployment.  
(6) Robots 
Robotic technology has made advances, particularly in flexibility of operation and decision-
making capability, extending to service industries, healthcare, manufacturing, and more.  
(7) AI Ethics and Safety 
AI ethics have become a significant topic, concerning privacy, bias, and decision transparency. 
The safety and explainability of AI systems are also increasingly emphasized.  
(8) Cross-disciplinary Fusion 
AI is merging with other disciplines, such as biotechnology, neuroscience, and quantum 
computing, manifesting many innovative interdisciplinary applications. 
(9) Widespread Applications 
AI technology is applied in medical diagnosis, financial monitoring, smart city construction, 
personalized education, and many other fields, affecting everyone's daily life. Looking ahead, AI 
still has tremendous potential for development but also faces challenges. Ensuring the fairness 
and transparency of AI, as well as its contribution to human society, are issues that the 
technology community, policymakers, businesses, and the public need to consider together. 
Moreover, the advancement in AI technology will continue to drive transformations from 
theoretical models to practical applications. 

3.2. Applications of AI in the Catering Industry 
The application of Artificial Intelligence (AI) in the catering industry is becoming increasingly 
widespread, playing an increasingly important role in improving efficiency, enhancing 
customer experience, and optimizing operational management. Below are some examples of 
practical AI applications in the catering industry: 
(1) Intelligent Ordering Systems 
Automated customer orders through voice recognition or chatbots reduce staff workload, 
making the ordering process faster and more accurate. For example, Starbucks launched a 
virtual assistant, "My Starbucks Barista," through which customers can place orders via voice 
or text input. 
(2) Personalized Recommendations 
Using machine learning models to analyze customers' historical order data to provide 
personalized dish recommendations can increase customer satisfaction and sales. McDonald's 
integrated personalized recommendation algorithms into its ordering system after acquiring 
the dynamic pricing platform Dynamic Yield. 
(3) Supply Chain Management 
AI optimizes inventory control by automating the adjustment of raw material order quantities 
based on consumption patterns and weather forecasts, reducing waste and lowering costs. 
Domino's Pizza uses AI algorithms to predict which ingredients need to be restocked, ensuring 
sufficient inventory at all stores to meet customer demand. 
(4) Dish Recognition and Analysis 
Computer vision is used to identify ingredients in dishes, helping customers understand the 
nutritional content of ordered items, especially suitable for those with specific dietary needs. 
Chimelong Hotel uses AI dish recognition to provide customers with customized nutritional 
advice and diet management. 
(5) Operational Efficiency Optimization 
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AI is used for data analysis to understand customer behavior, optimize restaurant layout, and 
opening hours, and increase turnover rate. Some restaurants use AI tools to analyze which 
tables are most popular and when customer attendance peaks to adjust layout and service. 
(6) Food Safety Monitoring 
AI helps achieve real-time monitoring of key parameters such as food storage temperature, 
ensuring food safety and hygiene. 
Some chain restaurants deploy sensors and AI algorithms to ensure that the temperature of 
ingredients throughout the supply chain meets food safety standards. 
(7) Robotic Chefs and Waiters 
Robots are used to cook standardized dishes like burgers and pizza or to serve customers, 
particularly useful in high labor cost situations or where reduced human contact is required 
(e.g., during a pandemic). 
For instance, at "Creator" in San Francisco, a robot is responsible for the entire process of 
making a burger. 
(8) Chat Services 
AI chatbots in websites and applications can provide instant service to customers, such as 
answering questions about the menu, processing order changes, and responding to common 
inquiries. Domino's AI chatbot "Dom" can take orders and provide customer service. 
(9) Voice Command Payments 
Integrated payment systems allow customers to complete the payment process through voice 
commands, reducing queue times and enhancing customer experience. Google has collaborated 
with many restaurants to enable ordering and payment directly from search results or Google 
Maps listings. 
Through these examples, we can see that AI technology plays an increasingly important role in 
enhancing the quality of service, operational efficiency, and customer experience in the catering 
industry. With the continuous advancement of technology, it is expected that there will be more 
innovative AI applications in the catering industry in the future. 

4. Haidilao's Competitive Strategies Under the Context of AI Haidilao  

As a renowned hot pot chain, has been known for its innovation in customer service. Its 
approach to integrating Artificial Intelligence (AI) to optimize customer service processes can 
guide other catering service industries in exploring technological applications. Here are some 
aspects of how Haidilao might use AI to optimize customer service processes. 

4.1. Intelligent Reservation System 
Using AI technology to develop an intelligent reservation system that predicts busy dining 
periods based on customer history data and automatically recommends the best arrival times 
for customers. Additionally, the system can remember customer preferences and provide 
personalized suggestions for their next booking. 

4.2. Facial Recognition Technology 
Rapidly identifying returning customers through facial recognition technology and providing 
customized services based on historical customer preferences, such as preferred seating types, 
dishes, or additions, and preparing these in advance. 

4.3. Robot Waiters 
Deploying robots for simple restaurant delivery services can improve efficiency and reduce 
labor costs. These robots can deliver ingredients to customer tables or clean up dishes. 
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4.4. Intelligent Ordering System 
An AI-equipped self-ordering system that can recommend dishes based on customer food 
preferences and nutritional requirements, as well as optimize menus based on stock and trends. 

4.5. Customer Emotion Analysis 
Small cameras installed at dining tables can analyze customer expressions and vocal emotions 
to evaluate the dining experience. This data can help Haidilao better adjust service processes 
and quickly respond to potential dissatisfaction. 

4.6. Intelligent Inventory Management 
AI not only improves front-of-house services but can also optimize back-end operations. AI for 
inventory management can accurately predict ingredient consumption, ensuring efficient 
operation of the catering supply chain and reducing waste. 

4.7. Big Data Customer Analysis 
By analyzing large amounts of customer data, AI can create detailed portraits of customer 
preferences, helping Haidilao provide more personalized services and marketing strategies. 

4.8. Virtual Assistants and Chatbots 
Virtual assistants can answer customer queries around the clock, such as about dish 
information, business hours, and location directions. Chatbots can also handle booking requests 
and customer feedback. 

4.9. Voice Recognition Ordering System 
During busy periods, customers can place orders directly through a voice recognition system, 
which will automatically transcribe and process the orders, enhancing efficiency and reducing 
staff workload. 

4.10. Feedback and Review Analysis 
Using Natural Language Processing (NLP) technology to automatically analyze online customer 
reviews and feedback, thus quicker identifying service weaknesses and opportunities for 
improvement. 
Integrating AI to optimize services can not only enhance customer experience but also bring 
significant benefits to businesses in terms of operational efficiency and cost reduction. However, 
it also raises considerations related to privacy, job replacement, etc., where businesses need to 
maintain a balance between human and machine collaboration, ensuring data protection and 
customer privacy are respected. 

5. Challenges and Strategies for Haidilao company in the Context of AI 
Combining  

AI can further improve business efficiency and customer experience, but this also brings a 
series of challenges. Here are some of the main challenges faced when integrating AI and 
possible response strategies:  

5.1. Challenges 
(1) Complexity of Technology Integration: Integrating AI technology into existing business 
processes can be complex, requiring proper system upgrades and employee training. 
(2) Data Privacy and Security: Protecting personal privacy is a big challenge when using AI to 
analyze customer data and behavior.  
(3) Employee Concerns and Adaptation: Employees may worry that AI will replace their jobs, 
and their acceptance and adaptation to new technologies are uncertain. 
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(4) Personalization of the Customer Experience: How to use AI to provide a personalized 
experience consistent with Haidilao's high service standards is a challenge.  
(5) Cost Management: Initial investments in AI technology can be quite costly, and effectively 
managing costs without affecting price competitiveness is a challenge. 
(6) Technology Development and Maintenance: Continuous technological development and 
maintenance require a professional team and ongoing investment. 

5.2. Response Strategies 
(1) Gradual Deployment: Implement AI technology in phases to allow employees to adapt 
gradually and to ensure compatibility with business processes. 
(2) Emphasize Data Security: Strengthen data encryption and security protocols to ensure 
compliance with data protection regulations in various regions. 
(3) Training and Education: Provide relevant AI training and education for employees to help 
them understand that AI can be a tool for assistance, not a replacement. 
(4) Customer Participation: Engage customers in creating personalized service experiences 
through loyalty programs and interactive platforms, increasing their involvement and 
satisfaction. 
(5) Budget Control: Implement intelligent algorithms to predict financial and inventory needs, 
optimizing cost management. 
(6) Partnerships: Collaborate with technology providers instead of self-developing to reduce 
R&D and maintenance costs. 
(7) Customer Experience Priority: Ensure all technology applications have the core goal of 
improving customer experience, reinforcing Haidilao's service advantage. 
(8) Continuous Monitoring and Iteration: Continuously monitor the performance of AI systems 
and adjust and iterate based on feedback, to ensure service quality. 
By adopting these strategies, Haidilao can smoothly integrate AI into its service system, 
improving efficiency and maintaining its leading position in customer service. The integration 
of AI should not be seen as a technical revolution but as a natural evolution of service and 
business concepts. 

6. Conclusion  

Haidilao has achieved significant results in improving operational efficiency and optimizing 
customer experience by effectively integrating AI technology. Looking ahead, Haidilao needs to 
further deepen the application of AI both internally and in external services while addressing 
the challenges that may arise during the integration process to solidify and expand its market 
leadership position. 
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