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QUICK VERDICT

The headline finding: the service moment with the most weight over the review and the
repeat visit is not the plate — it is the suggestive selling of a beverage in the first 4
minutes. Across 8,400 audited checks, tables where the server offered a drink or cocktail
by name and price before minute 4 left a positive review 63% of the time and returned 41%
of the time, versus 29% and 18% for those that did not. That same moment carries 34% of
the check's contribution margin, with a beverage cost of 22% (range 18-28% by segment).
The service that sells most is also the one that gets you reviewed.

¢ Original Study / Industry Index First-party research - methodology & sample disclosed

4 Methodology: n=8,400 -12minread -2026-07-08
INTELLECTUAL PROPERTY OF MASTERESTAURANT® — EXCLUSIVE FOR SECTOR LEADERS
This is the Masterestaurant Diner Experience Index 2026: not a roundup of borrowed figures, but primary

research by Diego F. Parra and the Masterestaurant team across 8,400 checks and 214 operations audits
between 2023 and 2026.

The question we answer is uncomfortable for the trade: which service moment leaves a measurable mark on the
review and the repeat visit, and how much of that moment is, in fact, well-executed beverage costing? We cross
NPS, average ticket and contribution margin per drink to answer with our own numbers, broken down by
segment and operation size.

SIDE-BY-SIDE COMPARISON

Side-by-side comparison

MR SCORECARD — PROPRIETARY HEALTHY RANGE BY

DATA SEGMENT
Positive review when a drinkis = X 63% (fast casual 58% - full service v 255% is the benchmark for a
suggestively sold <4 min 67% - QSR 54%) trained operation
90-day repeat visit with active X 41% (1 unit 38% - 3-10 units 43% - v 35-45% by segment and visit
service recovery multi-unit 44%) frequency
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MR SCORECARD — PROPRIETARY HEALTHY RANGE BY

DATA SEGMENT
Beverage cost (real costing) X 22% (fast casual 24% - full service v 18-28% (never >32% on
19% - QSR 27%) signature cocktails)
Contribution margin the drink X 34% (full service 39% - fast casual v 28-40% by bar menu and
adds to the check 31% - QSR 26%) occasion
Average ticket with a X  +$8.40 per check (1 unit +$6.10 - v +$5to +$11 over base ticket
suggested signature cocktail multi-unit +$9.80)
Table NPS with check closed X 72 (full service 76 - fast casual 68 - v' 265 in an operation with service
<6 min QSR 61) structure

Finding 1 — What decides the review isn't the entrée: it's the first 4 minutes

The service moment with the most measurable weight on the review and on repeat visits is the suggestive drink
sell in the first 4 minutes, not the main course. Across the 8,400 checks we audited between 2023 and 2026, ta-
bles where the server offered a drink or cocktail by name before minute four closed at 63% positive reviews;
those that didn't, just 29%. The 34-point gap isn't explained by the food: same menus, same kitchen, same
price. What changes is that the guest feels someone read them. Diego F. Parra repeats it in every
Masterestaurant audit: beverage costing isn't a purchasing topic, it's the first proof that the service is thinking.
That opening moves three numbers at once —review, check size and margin— which is why we placed it at the
head of the Index. A well-costed signature cocktail leaves $8.40 of contribution margin at a 22% food cost and
lifts the table's NPS by 4 points, per the cross-analysis of our 214 operations audits.

Finding 2 — The signature cocktail costing: 22% food cost, $8.40 margin, +4 NPS

Compare it with a bottled soda: same apparent selling price, but 60% food cost, zero differentiation and no effect
on the review. The mistake | see over and over is treating the bar as a storeroom rather than a margin center.
When the costing fixes the pour at exactly 45 ml and the server names the drink, the average beverage check
rises from $6.20 to $11.80. That $5.60 differential per guest, in a 120-cover-a-day venue, is $201,600 a year in
margin that today evaporates in sloppy pours and generic offers. The drink is the cheapest experience lever
there is. Trained service recovery turns a complaint into a repeat visit 41% of the time; without a protocol, that
same complaint ends up published as a 1-star review 71% of the time. We measured it in isolation: in checks
where the team had a recovery script with decision latitude —replace the dish, absorb the drink, a named apolo-
gy— the guest came back within 90 days in 4 out of 10 cases.

Finding 3 — Trained service recovery: 41% of complaints buy again

Where the server only apologized and waited for manager authorization, the complaint jumped to Google. The
cost of recovering a table —a drink with $2 of costing, a $1.80 dessert— is laughable against what one lost star
costs on the profile. Diego F. Parra trains this as a reflex, not an exception: the person who decides at the table,
not the one who consults, is the one who saves the review. Closing the check in under 6 minutes from the mo-
ment the guest asks for it is worth 11 NPS points: the last moment weighs as much as the first. Across the 8,400
checks, tables that waited more than 12 minutes for the card reader or the bill lost everything gained during ser-
vice; the memory anchors on the final friction. It's the peak-end effect applied to the register: it doesn't matter
how well the food flowed if the close leaves the guest watching the clock.
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Finding 4 — Closing the check under 6 minutes is worth 11 NPS points

We timed the stretch with a stopwatch in every audit and the correlation is clean —each extra minute over six
costs close to 2 NPS points. The fix isn't expensive tech: it's time costing and a hard rule that the card reader
goes to the table, not the table to the reader. The last minute is the one that signs the review. The difference be-
tween 29% and 63% positive reviews doesn't come from a pricier dish or better raw material: it comes from ser-
vice structure and beverage costing done right. In our panel, top-quartile venues spent the same on food cost as
bottom-quartile ones —28% average in both— but they had a drink script for the first minutes, a recovery proto-
col and a timed close. Those three pieces cost training, not inputs. The owner who thinks premium ingredients
are needed to lift the review is solving the wrong problem; the top quartile's contribution margin per guest was
$3.90 higher at the SAME food cost.

63% vs 29% positive reviews doesn't cost more food: it costs structure

It's the Index's most uncomfortable finding for the trade: the experience that gets cited on Google is built with $0-
input processes, not an expensive menu. We isolated the highest-impact service moment by crossing three vari-
ables per check: declared NPS, average check and contribution margin per beverage, over 8,400 tickets and
214 operations audits between 2023 and 2026. We used no third-party figures: this is primary research by Diego
F. Parra and the Masterestaurant team, broken down by segment and operation size. For each table we logged
whether there was a named suggestive drink sell in the first 4 minutes, whether there was a recovery protocol
on friction, and the close time in minutes. We controlled for check size, weekday and segment so the
relationship wasn't simply explained by a higher-spending crowd. The result holds in every cut: the drink opening
and the close are the two extremes that govern the review, and costing is what makes them profitable as well
as memorable.

Finding 5 — What to do Monday: three hard bar-and-register rules

Start with three hard rules that move review and margin without touching the menu: cost every drink to a fixed
pour, train a suggestive-sell line for the first 4 minutes, and time the close under 6 minutes. The first protects
margin —a free pour of just 10 extra ml per drink eats close to 8% of the bar's monthly margin. The second
moves the beverage check from $6.20 to $11.80 and lifts NPS by 4 points. The third avoids losing the 11 points
at stake in the final stretch. Diego F. Parra installs them in that order because they cost zero in inputs and hit the
register immediately. You need no software and no new menu: you need the team to execute the same bever-
age and time costing at every table, every shift, no exceptions. That's where the 63% lives. The moment of high-
est measurable impact is not the main course: it is the suggestive selling of a drink in the first 4 minutes, which
moves review, repeat visit and margin at once.

Finding 6 — What separates an operation that gets reviewed from one that gets ignored
Beverage costing is not a purchasing topic: it is the experience lever. A signature cocktail at 22% food cost
leaves $8.40 of margin and lifts table NPS by 4 points. Trained service recovery turns a complaint into a repeat
visit 41% of the time; without it, that complaint is published as 1 star 71% of the time. Closing the check in under
6 minutes is worth 11 NPS points: the last moment weighs as much as the first. The gap between 29% and 63%
positive reviews costs no more food: it costs service structure and well-executed beverage costing.

POINT BY POINT
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Before vs. after: service with and without beverage costing

MOMENT THAT MOVES THE REVIEW MOST

A - MR SCORECARD — PROPRIETARY B - MASTERESTAURANT With suggestive
DATA

drink selling <4 min: positive review 63%
Without costing: positive review 29%, the

table rides on the plate

Verdict: Suggestive drink selling in the first 4 minutes is the index's #1 moment: +34 review points
without touching the kitchen.

PROFITABILITY OF THE MOMENT

A - MR SCORECARD — PROPRIETARY B - MASTERESTAURANT Costed drink:
DATA

22% food cost, adds 34% of the check's

Uncosted drink: guesswork price, unknown :
margin

margin

Verdict: The same moment that lifts the review carries a third of the margin: experience and cash
are decided together.

HANDLING THE COMPLAINT

A - MR SCORECARD — PROPRIETARY B - MASTERESTAURANT Service recovery
DATA

<6 min: 41% repeat visit
No protocol: 71% of complaints end as a

1-star review

Verdict: Trained table-side recovery turns the worst experience into the best repeat-visit lever.
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CLOSING THE CHECK

A - MR SCORECARD — PROPRIETARY B - MASTERESTAURANT Close <6 min:
DATA

NPS 72, +11 points over the slow close
Slow close: table NPS drops, the last

moment ruins the rest

Verdict: The first and last moments weigh more than the plate; the index measures them
separately.

SIDE-BY-SIDE COMPARISON

Service WITHOUT beverage costing (before) BEFORE

X  The server waits for the guest to order; zero suggestive selling in the first 4 minutes.
X The drink menu has no costing: priced by guesswork, not by margin.

X Positive review 29% - repeat visit 18% - base ticket with no signature cocktail.

X The check's margin rides on the plate, with food cost stuck near 32%.

X No service recovery: the complaint goes straight to a 1-star review, unfiltered.

Service WITH costing and trained moments (after) MASTERESTAURANT

v" Suggestive selling of a drink by name and price before minute 4.

v Every drink and cocktail costed: beverage cost at 22%, margin known.

v Positive review 63% - repeat visit 41% - ticket +$8.40 per signature cocktail.
v The drink adds 34% of the check's contribution margin.

v Service recovery in <6 min: the complaint is solved at the table, not in the review.

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

Positive review when a drink is

suggestively sold <4 min

90-day repeat visit with active
service recovery

Beverage cost (real costing)

Contribution margin the drink
adds to the check

Average ticket with a
suggested signature cocktail

Table NPS with check closed
<6 min

THE NUMBERS THAT MATTER

MR SCORECARD — PROPRIETARY
DATA

X 63% (fast casual 58% - full service
67% - QSR 54%)

X 41% (1 unit 38% - 3-10 units 43% -

multi-unit 44%)

X 22% (fast casual 24% - full service
19% - QSR 27%)

X 34% (full service 39% - fast casual
31% - QSR 26%)

X  +$8.40 per check (1 unit +$6.10 -
multi-unit +$9.80)

X 72 (full service 76 - fast casual 68 -
QSR 61)

HEALTHY RANGE BY
SEGMENT

v 255% is the benchmark for a

trained operation

v 35-45% by segment and visit
frequency

v 18-28% (never >32% on
signature cocktails)

v 28-40% by bar menu and
occasion

v  +$5 to +$11 over base ticket

v 265 in an operation with service
structure

The Index in six proprietary figures (MR Operations, n=8,400 checks)

63 %

positive review with drink suggestively
sold <4 min (vs 29% without it)

l“ %

90-day repeat visit with active
service recovery (vs 18% without it)

22 %

beverage cost when drinks are
costed (range 18-28% by segment)

34 %

of the check's contribution

margin comes from the drink
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8.4uso

of additional ticket per suggested
signature cocktail with price

120ts

table NPS with the check closed in under 6 minutes

VISUALIZATION

The numbers, visualized

positive review with drink suggestively sold <4 min (vs 29% without it)

90-day repeat visit with active service recovery (vs 18% without it)

beverage cost when drinks are costed (range 18-28% by segment)

of the check's contribution margin comes from the drink

of additional ticket per suggested signature cocktail with price

table NPS with the check closed in under 6 minutes

Sources: Masterestaurant internal data Chart by masterestaurant.com

REAL CASE

“We audited a three-unit full-service group reviewing at 3.4 stars. We touched nothing in the kitchen. We
costed the bar menu, trained suggestive drink selling in the first four minutes, and set up a table-side
service recovery protocol. Ninety days later: 4.3 stars, 43% repeat visit, and the drink went to 39% of the
check’'s margin at 19% food cost. The plate was never the problem; the moment was.”

— Diego F. Parra, restaurant consultant — Masterestaurant

HOW TO APPLY IT IN YOUR RESTAURANT
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How to place your operation in the Index (4 steps)

@ Cost your beverage menu before touching the service
Cost every drink and cocktail: input, waste, ice, garnish. Set the target beverage cost at 18-28%
by segment (never >32% on signature cocktails). Without costing there is no margin to defend
and no price to suggest. This is the floor of the index.

@ Train suggestive selling in the first 4 minutes
The server offers a drink or cocktail by name and price before minute 4. It is not 'something to
drink': it is 'our house Negroni, $12'. That script moves the review from 29% to 63% and the
ticket +$8.40. Measure compliance per table, not per shift.

@ Set up service recovery at the table, not in the review
Give each server authority to solve a complaint in under 6 minutes without asking permission:
replace, discount, apologize with action. Active recovery takes the repeat visit to 41%. Without a
protocol, 71% of complaints end as a public 1-star.

@ Close the check fast and measure NPS by moment
Closing the check in under 6 minutes is worth 11 NPS points. Measure each moment separately
—welcome, drink sale, plate, recovery, close— and find where you fall below the healthy range.
That is your leak of reviews and of margin.

FAQ

FAQ about the Diner Experience Index 2026

Why does an experience study measure beverage costing?

Because across 8,400 checks the moment that moved the review and the repeat visit most was suggestive drink
selling, and that sale is only profitable if the drink is costed. Experience and margin are decided in the same
instant of service.

What is a healthy food cost for a signature cocktail in 2026?

Our proprietary data places beverage cost for costed drinks at 22%, with a range of 18-28% by segment. It
should never exceed 32% on signature cocktails; above that the cocktail stops being a margin lever.

Does service recovery really change the repeat visit?

Yes. Tables with active service recovery in under 6 minutes returned 41% of the time; without a protocol, 71% of
complaints ended as a 1-star review. Table-side recovery is the insurance policy for the repeat visit.
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How do | know which percentile of the index my restaurant falls in?

Measure each moment separately —welcome, drink sale <4 min, plate, recovery, close— and compare it to the
scorecard's healthy range by segment. If your positive review is below 55% and your drink adds less than 28%

of margin, you fall in the bottom third.

DATA & SOURCES

Sector data 2026 (official sources)

Verifiable industry benchmarks from official, non-commercial sources (government, industry associations,

market research) - not competitors.

Metric

Rotacion de personal

Costo por cada salida

Operacion fuera del local

Pedido online sobre
ventas

Personalizacion y lealtad

Restaurantes latinos
(EE.UU.)

Propiedad Intelectual de Masterestaurant® — Exclusivo para Lideres de Sector -

Benchmark 2026

>70% anual (sala >70%, cocina ~50%)

$1,500-3,000 por empleado

~75% del trafico

~40% de las ventas

la personalizacion eleva frecuencia de visita y ticket
en full-service

los hispanos impulsan =36% de los nuevos negocios
en EE.UU.

Source

U.S. Bureau of Labor
Statistics

National Restaurant
Association

Circana

Statista

FSR Magazine

Negocios Now

masterestaurant.com
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