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TGI FRIDAYS
The place to go for that Friday night feeling

TGI Friday's was founded in 1965. In a time of
unrest, it provided a laid back place that everyone
could go to after a long day. It was an instant
success, with lines wrapping around the corner to
get in. This American food joint serves up delicious
apps and fun drinks. Within the first 20 years, it
expanded to have 115 restaurants in the United
States and then went global. Currently, the chain is
worth about 2 billion dollars and employs over
60,000 people.  



CEO
RAY BLANCHETTE

GOING UNDERCOVER

Ray is the CEO of TGI Fridays. He
began working for the company as a
manager in training. He worked his way
up the corporate ladder, even leaving
for 12 years before returning as CEO.
He went undercover as Keith Phillips to
see how he could drive more customers
to dine-in rather than take-out and to
see how his policies are being
implemented.    
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See

Sees Brittany doing things by the book 
Sees that the roof has collapsed - his
restaurants are not being taken care of
by upper management 
Sees that the Brooklyn location is not
properly using their outdoor space
Sees the understaffing

Think and Feel

Feels like people are counting on him 
Doesn’t want to disappoint anyone 
Curious about the implementations of his
new changes  
Disappointed in corporate for not being
on-top of things like repairs, staffing and
proper training    
There needs to be a strong sense of
leadership in all restaurants

·     

Hear

Hears Brittany doing things by the
book 
Hears Brittany encouraging him to
keep trying 
Hears Brittany tell him that corporate
is slow to repairs
Hears his employee's needs not being
met 
Hearing moving stories of hardship 

Gain

Wants to drive more traffic into the
restaurants
(dining in)  
Grow his company – sends Brittany to
Istanbul to help build a new restaurant 
Take care of his employee’s mental well-
being also improve the energy in the
restaurant by giving his employees the
proper tools to build their locations

Say and Do

·Wants to re-energize a brand that he
loves
Likes Brittany, believes she is a good
manager    
There is something broken in the chain
between
individual restaurants and management     
There not only needs to be a GM in
every store, but a strong one 
He has hard-working employees   
Works to give locations the resources
they need to be successful

Pain

Started from the bottom, worked for TGI
for 18 years, took 12 years off, came
back a year ago to run the company 
Sees how his certain changes are not
being implemented
because of corporate 
There is much potential in his stores but
they are not given the proper tools to be
successful



BAR MANAGER
BRITTANY

GOING BEYOND THE BAR

Brittany is the bar manager at the
Laurel, Maryland TGI Fridays. She has
been working there for over a year and
has ambitions of taking her career with
the company abroad. She is a hard
worker that does things by the book.
She hopes to see moves be made by
corporate to maintain her restaurant. At
the end of the episode, Ray sends her
to help train people at a new location in
Istanbul and $25,000.  
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Sees Ray going a little slow and
decides to help him 
Sees the physical damage of the
building that is not being fixed
Sees the company as a global brand

Think and Feel

Wants to do things by the book 
Detail oriented   
Wants to maybe have an international
spot at TGI Fridays 
Feels like she is dealing with all of these
issues herself      
Believes people can change and the past
the past 
Thinks Friday’s is a family

·     

Hear

She hears the company not keeping up
with her requests 
She hears that her sister is pregnant,
so she gets clean to be there for her
nephew 
She hears Ray praise her work ethic
and is very happy to be recognized 

Gain

She wants to continue to better herself
and build a better life 
Wants to make sure that there is
consistency within the brand
Wants to travel and make the brand a
bigger international presence

Say and Do

Right away asking if he has prior
experience
Very bubbly and friendly 
Shows him bar bible, encourages him to
try new things, but together 
She hasn’t seen a GM since the first
month of employment 
Has been with TGI Fridays for about a
year

Pain

Has seen the restaurant have many
problems, including structural damage
and wants corporate to do something
about it 
She was involved in drugs, but got
herself clean
Has had run-ins with bad people and
has been down bad paths 



IN CONCLUSION

Both Ray and Brittany want to see TGI Fridays grow. As the CEO, Ray tries to put policies in
place that are good for his employees and his customers. Brittany wants to give it all to the
customer, between a great, consistent drink and some bottle tricks, she gives the full
experience. But, it's hard to give the customer's her best when corporate is not providing her
with the tools she needs. It's not just her location. All four of the TGI Fridays that Ray visited
experienced a shortage of something, whether it be staff or proper resources. He aims to help
corporate see the issues first hand and visit locations to make sure things are running
smoothly. Sometimes, it takes being in someone's shoes to really understand what they need
the most. 


