
There were many reasons the foodservice offerings at 
Hillwood Commons on the campus on Long Island 
University – Post in Brookville, N.Y., received an 

update. A main one was time. 
In 2010, the university decided to add an 80-minute “com-

mon hour” four days a week that would feature no classes. This 
period, from 12:30-1:50 p.m. would mean that the foodservice 
operations would now face a shorter time to feed more students. 

In order to handle this new crunch, Dining Services, pro-
vided by Aramark, would need to update the facilities it offered. 
“Prior to common hour starting, it was always a challenge in 
our food court because of the design and the way the traffic 
flowed; our lines would block out our concepts, the beverage 
machines and it would cover some of the food,” said Shawn 
Carvajal, general manager of Dining Services. “It also wasn’t 
a customer-friendly process. The average wait time was one 
to five minutes, sometimes stretching into nine minutes. For 
us, we really needed to redesign the flow of that food court, to 
expand the footprint as much as we possibly could, and design 
it in a way that we could put all of our hot food on one side of 
the store, and then allow the other half of the store to have one 
line that leads to the four registers.” 

When the decision to update was made, Dining Services 
conducted focus groups and surveys with the campus community 
to find out what they wanted. “We found out what their needs 
were, what their challenges were and what they liked,” he said. 
“It was easy talking to the customers to find out the challenges.” 

That issue of time spent in line, especially at the Subway 
sandwich location, was a major one among those interviewed. 
“It is the most popular brand on campus,” said Carvajal. “The 
line itself was very long and with the process of Subway, it is 
under 2 minutes to make a sandwich, so if you are the 15th 
person in line, you are waiting about half an hour. The chal-
lenge in the Subway was to really create a better environment 
in that location.”

To combat these lines, the renovation converted the Subway 
to a double-sided Subway. “It has allowed us to put through 
almost 200 additional students and campus community members 
during the lunchtime period,” he said.

The new design of the Hillwood Common Café has cut down 
on wait times a great deal. “What we have noticed is that it has 
cut the average line time down to one to five minutes, depend-
ing on the peak time,” said Carvajal. “We have essentially cut 
that in half, and the flow itself is much easier.”

The previous iteration of the café had a large island. “If 
you wanted cream cheese, you went to one side, and if you 
wanted juice, you went to the other side,” he said. “It was like 
a scavenger hunt in a sense in that there were different things 
located throughout the island.”

In the new café, that center island is replaced by a sushi 
station on one end and a salad station on the other. “By 

removing the island and putting some action in the center, 
having our strong AFC Sushi Concept right in the front, 
it has given the customers exactly what they asked 
for,” said Carvajal. “It is sushi that expanded into a 
hot entrée program. It allows the customer to get in 
and out for sushi really quickly. It puts all of our 
grab ’n go products on a back wall that is lined up 
and looks very attractive. Everything from those 
cream cheeses, butter packs, bottled beverages 
and grab ’n go products are all located in one 
area, so customers are no longer waiting on 
two lines and going back and forth on two 
lines.”

It also created a new flow for students 
who are waiting to pay. “It allows the cus-
tomer to grab their product more quickly, 
and the real speed is through the cash 
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registers now,” he said. “One line going into four registers as 
opposed to years past when we had one line go to one regis-
ter, another to two-and-a-half registers (one didn’t take credit 
cards or meal plans). Every one has a credit card machine and 
meal swipe cards on the registers. It has increased the average 
transaction by five to ten seconds, but really cut the wait time 
for the customer in half.” 

The lines still wrap around the island, but only in areas where 
production is being done, thereby not blocking students from 
picking up food. “The customer is actually seeing the sushi 
guys preparing food right in front of them — the food that is 
going in the grab ’n go cooler, or being ordered a la carte,” said 
Carvajal. “It also allows the customers to watch the salad ladies 
preparing salads to order. While it blocks a certain aspect of 
the business, it gives the customers a firsthand view of how we 
are making products. It allows them to see the products being 
cut freshly, but it doesn’t block anyone 
from accessing the food that is available 
to take. They can see it, they can watch 
it all, and they are free to move around 
and get food from all of the other areas.” 

While the new design greatly improved 
traffic flow, it also brightened up the café and 
completely modernized it. “The old look was 
very dark and cloudy,” he said. “The idea was 
to really scream retail — and how do you do 
it? When you walk into one of these locations or 
one of the newer food concepts, there is a lot of 
clear glass, action, cooking, bright colors, vibrant, 
natural colors of the food. That is what we wanted 
to get back to — strip down some of the counters, 
really just show off the food, let the food speak for 
itself. That was the design behind it, and how do we 
get the flow and the food and the look itself to speak 
for  itself.”

One of the most popular stations is the sushi, which 
was popular before the renovation. “They have always 
produced 300-400 boxes a day,” said Carvajal. “The cus-
tomer has always said they want more ethnic-style foods, and 
an Asian–style concept in here. With that loyal backing of the 
campus community for the sushi guys, it was very easy for us 
to come up with the idea of a hot entrée program. We hadn’t 
been able to offer it in years past, do to spacing and equipment. 
We designed a new concept that was easy for us to pre-plan 
and figure out that it would be a winner for us no matter what.”

The salad bar on the other side of the center island features 
made-to-order salads and wraps. “You can essentially pick and 
choose the ingredients you want,” he said. “There are a couple 
of different styles of greens and different options of protein, 
whether it is breaded chicken, an egg, beans or tofu. They have 
a choice of several proteins, and then they have a litany of 
different toppings. The ingredients are rotated on a daily and 
weekly basis, as well as seasonally.” 

The café also features Topio’s, an Aramark proprietary brand 
pizza concept. “While I really like the program that we used 
to run, the Topio’s concept is a great quality program,” said 
Carvajal. “It is still a fresh dough. It has organic sauce to it, but 
it has a better flavor profile for a college campus. They have a 
lot of fun stuff like a barbecue chicken pizza. They have the 

typical Margherita pizza, but they are using fresh mozzarella, 
where in years past, we were using shredded.” 

Home Zone is the comfort food-style station. “The fun part 
about the station is the technology,” he noted. “We have wells 
now that enable us to do hot or cold, just by the turn of the dial. 
The years of having these ice baths on the counter and halfway 
through  service with the melting and the dripping — that look 
wasn’t the best. This one allows us to present the food much 
better, serve it much more efficiently, in a much safer way.” 

The Grill is the most popular station. “It is a traditional 
grill where you are going to get burgers, fries, chicken fingers, 
chicken sandwiches,” said Carvajal. “That station is similar to 
the way it was in years past. I think it is the technology also in 
that area. We have new fryolators. It is nothing the customer 
is going to see, outside of the look. For the back of the house 
and the operation, it is much more  efficient. There is working 

refrigeration at their fingertips. There are working countertops 
that are made to produce food into a chute for this common 
hour. There is the technology itself, and the enhancements re-
ally were on the employee end. The visual change of what the 
old grill was to the new grill — the digital menu boards, the 
upgrade of the look itself and the package of the décor, just 
speaks volumes.”

In addition to the changes made at the café and Subway, a 
new Starbucks was added. “The resident students were con-
cerned that their convenience store wasn’t close enough to or 
in the residential neighborhood,” he said. “It was too far away 
on the other side of campus. The coffee concept that we had in 
our retail building was a West Coast franchise, and the campus 
population didn’t know it very well.”

To deal with both of those concerns, the convenience store 
was closed and a new one was opened in the residential neigh-
borhood. 

The new Starbucks was opened in that space. “It is the 
steadiest brand on campus in the sense that we usually see our 
sales dip off from fall to spring; Starbucks is our only concept 
that stays flat throughout,” said Carvajal. —OCH
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