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Abstract

The involvement of intelligent media is reshaping the fundamental paradigm of 020 operations in
the catering industry. Taking KFC’s Al ordering assistant Xiao K as a case study, this paper exam-
ines the evolutionary logic, operational mechanism, and innovative value of its 020 model. The
findings reveal that KFC’s digital practice has undergone three stages: platform access, channel
construction, and intelligent interaction. Its operational system is collaboratively constituted by
four layers: platform ecosystem, channel matrix, intelligent interaction, and user practice. Through
the integration of public-domain traffic acquisition and private-domain traffic sedimentation, KFC
has achieved a transformation in service delivery from active user search to context-aware passive
perception, an upgrade in interaction medium from graphical interfaces to voice dialogue, and a
deepening of user relationships from one-time transactions to continuous connections. Meanwhile,
Al ordering technology still faces practical constraints in terms of intent recognition accuracy, sys-
tem operational stability, and cross-generational user acceptance. Accordingly, this paper pro-
poses that the intelligent transformation of catering enterprises should follow a path character-
ized by gradual iteration, human-machine collaboration, privacy protection, and a return to the
essence of service.
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