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Undercover Boss is a show where a company’s boss goes undercover, usually 
with the facade of a documentary of some kind, to get an inside look at their 
business and see what problems are underneath. In episode 5, season 10, TGI 
Friday’s Ray Blanchette goes undercover to see what’s wrong, under the guise 
of Keith Phillips, an Inn Worker looking for a new job.

During his experience’s, he meets a number of different workers all over the 
globe, each with their experiences and stories. One of those stories is Abdul,  
a line cook who’s managed to escape the streets and better his life. Through 
 this document, empathy maps were made for both Ray and Abdul,  
allowing to see the difference in experiences people have when working for a 
restaurant brand.

By letting the boss go undercover, it gives them a better look at the 
employee’s experience. 

Introduction
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Ray Blanchette, who’s been working for Friday’s since 1989,  
recently came back as CEO last year

Ray Blancette started at TGI Friday’s in 1989 as manager in training. After 18 
years he ended up leaving, till returning about a year before this episode was 
filmed to become the CEO. He has a long history with TGI Friday’s and as such 
is a little sentimental to the brand. He considers being CEO a dream opportu-
nity and knows that the 80,000+ workers around the globe are counting on 
him to energize the brand. By going undercover, he hopes to see what exactly 
is going on in some of his restaurants, as well as what he can do to provide for 
the workers and drive traffic inside the restaurant

In this episode, Ray is going to go undercover with the disguise “Keith Phillips”. 
This disguise involves a more casual outfit, as well a blonde wig and beard 
combo with a much more flush face. He then visits a multitude of different TGI 
Friday’s, trying a different job in each to see how the business is being run.

About the boss: Ray Blanchette



Think and Feel

Hear

Pain

See

Say and Do

Gain

• Views TGI Friday’s as a place where anyone should feel welcome
• Shows empathy for people who’ve dealt with struggles
• Is very impressed by employee’s initiative to drive  

customers to the business
• Knows the company employees thousands and feels it’s his 

responsibility drive profits for these people

• The trials and tribulations of many of his workers and how they 
make ends meet and overcome these problems

• The emptiness of lunch time at certain chains
• His conversations reaffirm of the importance of family to the 

business and that these kinds of workers should be the face of the 
business

• That some of the restaurant’s could be so empty, not giving a hard 
worker like Suzanna the opportunity she needs to succeed

• Listening to some of the struggle’s his employee’s have gone 
through

• Certain protocols such as Manager training being 8 weeks aren’t 
being followed

• A place that gives workers a second chance
• A broken chain, as workers seem to think the whole in the ceiling 

is corporates fault when he says it’s not
• Some of the restaurant’s have very low traffic
• Some chains were run very sloppily, with limited training for the 

worker and poor guest treatment

• Driving customers into the restaurant is the main business goal
• That he wants to see employee’s like Brittney and Abdul succeed 

and go far in the company
• Can’t even keep up with the speed as line cook for one shift
• Give both money and personal gifts to the workers, as he feels 

they’ve earned it and should be what the company’s about

• Gets to see a number of great employees who he feels perfectly 
represent the company

• Rewarding these employee’s and building a better, long-term 
relationship with some of them

• Needs to put in initiative to make sure that these employee’s and 
other chains get the help they need

Empathy Map: Ray Blanchette
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Abdul’s powerful story really made an impact on Ray, with Abdul 
being the worker he wants representing the Friday’s brand

Abdul is a line cook from West Philadelphia, currently working at the Bensalem 
Friday’s branch in Bensalem, PA. Under his Keith Phillips disguise, Ray begins 
working under Abdul to see how he runs the kitchen. Overall, he was very 
impressed by how well Abdul ran the kitchen. He loved the energy and could 
tell Abdul was good at what he was doing.

After a shift, they go outside and start talking where Ray first discovers Abdul’s 
past. Abdul is very open about it, describing his troubles and saying how he 
got better with Friday’s being a big help. Ray finds this story pretty inspirational 
and ends up donating $25,000 to Abdul, as well as promoting him to General 
Manager. At the end, Ray says how he started out as a simple employee before 
becoming CEO and seems to see a little of his own experience with Abdul.

About the employee: Abdul



Think and Feel

Hear

Pain

See

Say and Do

Gain

• Has thought about potentially becoming a manager
• Daughter is big motivator for success
• Puts heart into job and wants to succeed
• Family is key and wants to work hard for them

• Listens to his fellow workers and tries to help
• Is aware of what’s going on throughout the whole kitchen

• Has lived a tough life and dealt with the struggles of that
• Has to take care of and be responsible his many siblings and 

mother
• Has to be the head of the kitchen, taking on even more 

responsibility

• Can identify if a worker is going too slow, as with Keith
• Didn’t think Keith/Ray would make it going by his first impression 

looking at him
• Can easily read and identify items on the monitor

• Didn’t think “Keith” was going to be a good worker since he wasn’t 
moving fast enough

• Likes broiling the most for the speed but feels he can do  
anything well

• High energy and very good at explaining things to other workers
• Had to take responsibility for large family from age 13 on

• Hopes the money given will help support his family
• Wants to use this promotion as a chance to keep going further in 

the company and better himself and his family
• Wants to knock it out of the park for both him and his family

Empathy Map: Abdul
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• Wants to drive traffic into the restaurant
• Has a long history with the brand as a whole
• Views Friday’s as a place for families, wants the workers to 

embody that spirit
• Doesn’t view past troubles as an issue, but rather what 

Friday’s needs to show that they’re there for families
• Shows empathy with gifts of monetary value, as well as more 

personal such as the ability to travel or paying their rent

• Has been off the streets for four years now and has found success at 
Friday’s

• Mother was shot and went to prison trying to support her and his siblings
• Keeps pushing to be better, not taking his foot off the gas even after 

hearing about his promotion
• Wants to succeed for himself and family
• Has been off the streets for four years now and has found success at 

Friday’s
• Mother was shot and went to prison trying to support her and his siblings
• Keeps pushing to be better, not taking his foot off the gas even after 

hearing about his promotion

User Experience Summary

Ray Blanchette: CEO Abdul: Line-cook
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At the end of this experience, Ray was able to gain a greater understanding of his workers and how they can drive the success of the business. 
Throughout the episode, there were more structural issues, such as holes in the roof and sloppy service, but the core of Ray’s experience was 
meeting the workers. Most of the restaurant’s, he was far more affected by the employee’s stories than any issue of the restaurant itself in most 
scenarios.

I was most surprised by how empathetic Ray was. These workers were very open about difficult situations, such as drug abuse and prison 
sentences, yet Ray had no judgment. In fact, he seemed to consider it more of a strength than anything. It was nice seeing a CEO view workers 
a little more human, rather than be disgruntled that they aren’t “perfect” citizens.

Overall, this episode provided a very interesting look into how a chain business is run. Since they’re Friday’s all over the world, only so much is 
fixed by looking at specific, single restaurant issues. Instead, Ray viewed it more as trying to figure out what the brand itself should be about. 
In the end, he came to the conclusion that if Friday’s is a restaurant for families were anyone can feel welcome, the same must stay true for it’s 
workers.

Closing Thoughts


