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QUICK VERDICT

Straight verdict: reviews stopped being a vanity metric and became traffic. 71% read
reviews on Google before deciding where to eat (BrightLocal, 2024), and up to 92% consult
them before choosing (Restroworks, 2024). The variable almost nobody measures:
response speed moves the needle as much as volume. This Masterestaurant Index
synthesizes real public sources —not a proprietary sample— to give you the healthy range
by segment and the decision each figure triggers.

¢ Masterestaurant Study / Sector Synthesis Expert synthesis - cited industry sources - 12 min read

- 2026-07-09

INTELLECTUAL PROPERTY OF MASTERESTAURANT® — EXCLUSIVE FOR SECTOR LEADERS

This is a Masterestaurant Analysis: an expert synthesis of real public sector data, read through a senior
consultant's lens. It is not primary research with a proprietary sample nor a restaurant audit. Every figure
comes from a cited external source (BrightLocal, National Restaurant Association, Deloitte Digital, Statista,
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TouchBistro, Paytronix).

The goal is practical: turn three online-reputation variables —review volume, response speed and social strategy
— into cash decisions. Diego F. Parra's reading organizes and contrasts the public data so a gastronomy group
leader knows where their operation lands and which lever to pull first, tying reputation to contribution margin and

diner LTV.

Data window: 2024-2026 publications. Honest limitation: most sources are U.S. and European markets;

the healthy ranges we propose are consultant interpretation over that public data, not averages audited

by Masterestaurant.

SIDE-BY-SIDE COMPARISON

Side-by-side comparison

Diners who read reviews
before choosing

Traffic happening off-premise

Social strategy's revenue

effect

Response speed to the diner

Loyalty's weight in traffic

Social-driven decision in the

young segment

REACTIVE RESTAURANT (NO
REVIEW SYSTEM)

X Ignores it: 71% read Google
reviews (BrightLocal, 2024)

X Doesn't optimize ~75% off-
premise traffic (Circana, 2024)

X  Social with no strategy: 0 to
marginal

X Days or silence; the SMS they
do read arrives late

X No program: loose
transactions

X Doesn't measure social

discovery

RESTAURANT WITH A 2026
REPUTATION SYSTEM

v Designs the listing for that 71%: up to
92% consult reviews (Restroworks, 2024)

v Treats delivery and pickup as 75% of
traffic (Circana, 2024)

v +14.1% revenue with best social
strategy (Deloitte Digital, 2024)

v 97% of SMS read within 15 min
(Tabular, 2025): respond just as fast

v Top operators: 37%+ of transactions via
loyalty (Paytronix, 2024)

v 57% of millennials pick where to eat via
social (TouchBistro, 2025)

Finding 1 — Is the review still vanity, or is it already traffic?

The review has stopped being vanity and become measurable traffic.

71% of diners read Google reviews before deciding where to eat, according to BrightLocal's Local Consumer
Review Survey 2024, and other industry readings push that figure up to the 92% who consult reviews before
choosing, according to Restroworks (2024). | say this as a consultant who has walked into dozens of kitchens:
the reactive owner checks the average star rating once a month and thinks he manages reputation; in truth he
manages a rearview mirror. The star is a historical average that cushions new signals. What moves cash today
is the incoming flow of reviews and the speed with which you respond. With a sector net margin of just 3% to
9%, according to Statista, every table arriving from a recent review is real contribution margin, not decorative ap-
plause for the wall.
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Finding 2 — Why does new volume weigh more than the average star rating

New review volume weighs more than the average star rating because it is the signal both diner and algorithm
read as "living restaurant." With 71% checking Google before deciding where to eat, according to BrightLocal
(2024), a listing with five reviews from eight months ago signals abandonment even if the star says 4.7. The mis-
take | see over and over: the reactive operator reviews the average monthly; the systematic one measures how
many new reviews arrived this week and from which channel. That discipline matters because 57% of millenni-
als decide where to eat based on what they see on social media, according to the TouchBistro 2025 Diner
Trends Report, and that social discovery ends on the review listing. Fresh volume is proof that the operation still
produces experiences worth sharing. The star is memory; the flow is pulse. Responding fast changes the cash
because speed is a public signal of a living operation, not optional courtesy.

Finding 3 — Does responding fast change the cash, or is it just courtesy?

The right mental standard is the SMS one: 97% of text messages are read within 15 minutes of being
sent, according to Tabular (2025).

Nobody expects that urgency on a review, and that is precisely the advantage: the operator who responds in
hours, not weeks, stands apart from the majority who respond late or never. Diego F. Parra frames it this way
within the Masterestaurant method: a fast reply to a public complaint is service recovery performed in full view of
every future customer reading that thread. With 71% reading reviews before choosing, according to BrightLocal
(2024), your reply is not talking to one angry customer: it is talking to a hundred undecided ones who have not
booked yet. Speed turns criticism into a demonstration of standard. Social media is revenue, not decorative
branding, and the figures close the case without ambiguity. Brands with the best social strategy saw a 14.1% in-
crease in revenue, according to Deloitte Digital (2024), and restaurants active on social media reported 9.9%
more direct B2C revenue that same year, per the same firm.

Finding 4 — Is social media branding or is it revenue?

The reactive operator treats Instagram as a pretty photo album; the systematic one treats it as an acqui-
sition channel that feeds the review listing and the reservations.

That discovery is not marginal: 57% of millennials choose a restaurant based on what they see on social media,
according to TouchBistro (2025). In a global delivery market of US$288.84 billion in 2024 projected to
US$505.50 billion by 2030, according to Grand View Research, social presence is the funnel that decides
whether you capture that demand or your competitor does. Branding without conversion is expense; with con-
version it is the cheapest channel you own. The review is tied to repeat purchase through loyalty, and that is the
lever the reactive operator never connects. Operators in the 90th percentile draw 37% or more of their transac-
tions from loyalty members, according to the Paytronix Loyalty Trends Report 2024, and 32% of members use
their membership several times a week, according to LoyaltyPass (2026).

Finding 5 — How is the review tied to repeat purchase?

The diner who writes a positive review is your cheapest candidate for repeat purchase: they already
chose you, already judged you, already defended you in public.

The system is simple but disciplined: you ask for the review, respond with specific gratitude, and invite them into
the membership in the same thread. With 75% of QSR brands running loyalty programs reporting more traffic,
according to the National Restaurant Association (2025), the operator who treats review and loyalty as a single
circuit turns reputation into measurable diner LTV, not isolated applause. The healthy ranges a group leader
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should watch are three, and they are a consultant's reading of public data, not averages audited by
Masterestaurant. First, volume: new weekly entries per location, measured against the fact that 71% read re-
views before deciding, according to BrightLocal (2024). Second, speed: average response time, with the SMS
benchmark read within 15 minutes 97% of the time, according to Tabular (2025), as the cultural north star.

Finding 6 — What healthy ranges should a group leader watch?

Third, social-to-loyalty conversion, where top operators reach 37% of transactions via members, accord-
ing to Paytronix (2024). Diego F. Parra insists on tying these three variables to contribution margin:

with a sector net of 3% to 9%, according to Statista, every point of acquisition you fail to pursue is captured by
the competitor. Measure weekly, not monthly. The operator who reviews these three numbers every Monday
stops managing the rearview mirror and starts managing demand. The reactive operator begins by installing a
weekly cadence on the three variables before spending a peso on advertising. The sequence the
Masterestaurant method applies is concrete: Monday you count new review volume per location; you answer
every pending review that same day with the SMS urgency standard —97% read within 15 minutes, according
to Tabular (2025)—; and you review which social content moved reservations, knowing that 57% of millennials
decide by social media, according to TouchBistro (2025).

Finding 7 — Where does today's reactive operator begin?

The goal is not cosmetic: it is to capture demand in a global food delivery market running from
US$288.84 billion in 2024 to US$505.50 billion in 2030, according to Grand View Research.

With the sector net margin at 3% to 9%, according to Statista, this cadence is one of the few growth levers that
cost no capital, only discipline. Well-managed online reputation is the cheapest acquisition channel a restaurant
owns. The reactive one checks the average star once a month; the systematic one watches new volume and re-
sponse speed weekly, because 71% read Google reviews before deciding (BrightLocal, 2024). The reactive one
thinks social is branding; the systematic one treats it as revenue: brands with the best social strategy saw
+14.1% revenue (Deloitte Digital, 2024). The reactive one responds when it can; the systematic one responds
with SMS urgency —97% read within 15 minutes (Tabular, 2025)— because speed signals a live operation. The
reactive one separates review from repeat purchase; the systematic one ties them through loyalty, where top op-
erators get 37%+ of transactions from members (Paytronix, 2024).

POINT BY POINT
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A/B analysis: reactive vs. 2026 reputation system

HOW THEY MEASURE THE REVIEW

A - REACTIVE RESTAURANT (NO REVIEW B - MASTERESTAURANT New volume +
SYSTEM)

response speed as a weekly KPI
Average star checked once a month

Verdict: B: 71% read reviews before deciding (BrightLocal, 2024); the average hides volume and
freshness.

RESPONSE SPEED

A - REACTIVE RESTAURANT (NO REVIEW B - MASTERESTAURANT Treats the review
SYSTEM)

with SMS urgency
Responds every few days or not at all

Verdict: B: 97% of SMS are read within 15 min (Tabular, 2025); speed signals a live operation
and lifts volume.

ROLE OF SOCIAL

A - REACTIVE RESTAURANT (NO REVIEW B - MASTERESTAURANT Revenue channel
SYSTEM)

with measured conversion
Branding with no revenue measurement

Verdict: B: +14.1% revenue with best social strategy (Deloitte Digital, 2024); 57% of millennials
decide via social (TouchBistro, 2025).
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REVIEW VS. REPEAT PURCHASE

A - REACTIVE RESTAURANT (NO REVIEW B - MASTERESTAURANT Review that
SYSTEM)

feeds the loyalty program
Reputation disconnected from loyalty

Verdict: B: top operators drive 37%+ of transactions via members (Paytronix, 2024); the review
opens, loyalty retains.

SIDE-BY-SIDE COMPARISON

Reactive restaurant NO SYSTEM

X Treats the review as vanity, not measurable traffic
X Responds late or not at all: loses the speed effect
X Optimizes only the dining room and ignores ~75% off-premise traffic (Circana, 2024)

X Doesn't connect online reputation with repeat purchase or diner LTV

Restaurant with a 2026 reputation system MASTERESTAURANT

v" Measures volume and speed as cash KPls, not marketing KPIs
v" Responds to reviews with SMS urgency: 97% are read within 15 min (Tabular, 2025)

v Designs listing and route for the 71-92% who read reviews before choosing (BrightLocal 2024;
Restroworks 2024)

v Ties reputation to loyalty: top operators drive 37%+ via members (Paytronix, 2024)

SIDE-BY-SIDE COMPARISON
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Side-by-side comparison

Diners who read reviews
before choosing

Traffic happening off-premise

Social strategy's revenue
effect

Response speed to the diner

Loyalty's weight in traffic

Social-driven decision in the
young segment

THE NUMBERS THAT MATTER

REACTIVE RESTAURANT (NO
REVIEW SYSTEM)

X Ignores it: 71% read Google
reviews (BrightLocal, 2024)

X Doesn't optimize ~75% off-
premise traffic (Circana, 2024)

X  Social with no strategy: 0 to
marginal

X Days or silence; the SMS they
do read arrives late

X No program: loose
transactions

X Doesn't measure social
discovery

RESTAURANT WITH A 2026
REPUTATION SYSTEM

v Designs the listing for that 71%: up to
92% consult reviews (Restroworks, 2024)

v Treats delivery and pickup as 75% of
traffic (Circana, 2024)

v +14.1% revenue with best social
strategy (Deloitte Digital, 2024)

v 97% of SMS read within 15 min
(Tabular, 2025): respond just as fast

v' Top operators: 37%+ of transactions via
loyalty (Paytronix, 2024)

v 57% of millennials pick where to eat via
social (TouchBistro, 2025)

The 2026 scorecard in figures (each from a real external source)

71 %

read Google reviews before deciding where to eat

92 %

of diners consult reviews before choosing

.10

more revenue with the best social strategy

97 %

of SMS are read within 15 min of sending

37 %o+

of transactions via loyalty at
top operators (90th percentile)
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57 %

of millennials pick where to eat via social media

VISUALIZATION

The numbers, visualized

read Google reviews before deciding where to eat

of diners consult reviews before choosing

more revenue with the best social strategy

of SMS are read within 15 min of sending

of transactions via loyalty at top operators (90th percentile)

of millennials pick where to eat via social media

Sources: BrightLocal Local Consumer Review Survey 2024 - Restroworks — Google Restaurant Search Statistics
2024 - Deloitte Digital — Social media strategies for restaurants 2024 - Tabular — SMS Marketing Stats 2025 -
Paytronix Loyalty Trends Report 2024

Chart by masterestaurant.com

REAL CASE

“l saw a three-unit group raising its star average month over month and still losing traffic. The problem
wasn't the rating: it was the silence. They answered reviews every ten days. We set up a response routine
in under an hour —the same urgency you give an SMS, which 97% read within 15 minutes per Tabular
2025— and within a quarter new review volume grew and average check rose. The star was vanity; the
speed was cash.”

— Diego F. Parra, Masterestaurant — consultant's reading over public sector data

HOW TO APPLY IT IN YOUR RESTAURANT
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How to place your operation on the 2026 Index

@ 1. Measure your volume against the segment, not against yourself
Count new reviews per month per unit and compare it against the fact that 71-92% read reviews
before choosing (BrightLocal 2024; Restroworks 2024). A single-unit fast casual doesn't play in
the same league as a multi-unit group. Set your healthy range by segment before judging the
rating.

@ 2. Time your response speed
Measure the hours between review and reply. The benchmark is SMS urgency: 97% are read
within 15 minutes (Tabular, 2025). You don't need to reply in 15 minutes, but you do need to
treat the review as a live signal, not as email you read on Monday.

@ 3. Connect reputation with repeat purchase and LTV
Tie reviews to your loyalty program: top operators get 37%+ of transactions from members
(Paytronix, 2024) and 47% use their membership several times a month (LoyaltyPass, 2026).
The review opens the door; loyalty turns the diner into repeat purchase.

@ 4. Treat social as revenue, not branding
Brands with the best social strategy saw +14.1% revenue (Deloitte Digital, 2024). Measure
delivery conversion and customer acquisition cost by channel, not likes. In the young segment,
57% of millennials decide via social (TouchBistro, 2025).

FAQ

Frequently asked questions about the 2026 Reviews Index

Does review volume or response speed matter more?

Both, but speed is the undervalued lever. 71-92% read reviews before choosing (BrightLocal 2024; Restroworks
2024), so volume makes you visible; response speed makes you look like a live operation, with the same
urgency as the SMS 97% read within 15 min (Tabular, 2025).

Is this analysis a study with a restaurant sample?

No. It's an expert synthesis of real public data (BrightLocal, NRA, Deloitte, Statista, TouchBistro, Paytronix) read
through Diego F. Parra's consulting lens. Masterestaurant's track record is authority context, never the sample
nor the source of a figure: every number is cited to its external source.
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What's the healthy review range by segment?

It depends on size. A single fast casual and a multi-unit group don't share a benchmark. The method rule:
measure your volume and speed against your segment (fast casual, full service, QSR x 1 unit, 3-10, multi-
unit), not against a global average, and contrast it with the fact that ~75% of traffic is already off-premise
(Circana, 2024).

Does social media really move a restaurant's cash?

Yes, when there's a strategy. Brands with the best social strategy saw +14.1% revenue (Deloitte Digital, 2024)
and 57% of millennials pick where to eat via social (TouchBistro, 2025). Measure delivery conversion and
acquisition cost by channel, not likes: that's what ties online reputation to real sales.

DATA & SOURCES

Sector data 2026 (official sources)

Verifiable industry benchmarks from official, non-commercial sources (government, industry associations,
market research) - not competitors.

Benchmark

Metric Source
2026
Gasto recomendado en marketing como % de ventas 39% a 6% Toast — Average Marketing Budget for a
a
(restaurante establecido) ° ° Restaurant 2025
Gasto en marketing como % de ventas (restaurante hasta 10% Toast — Average Marketing Budget for a
asta
nuevo) ° Restaurant 2025
ChowNow — Restaurant Customer
CAC pagado promedio en comida rapida Us$27 o
Acquisition Cost 2025
. ) . . ChowNow — Restaurant Customer
CAC organico promedio en comida rapida ~US$9 .
Acquisition Cost 2025
) ) o cerca de ChowNow — Restaurant Customer
CAC pagado en alta cocina (fine dining) L
US$180 Acquisition Cost 2025
i Restroworks — Restaurant Customer
Primeros comensales que nunca regresan 70%

Retention Statistics 2025

Propiedad Intelectual de Masterestaurant® — Exclusivo para Lideres de Sector - masterestaurant.com
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