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The Situation

QSR Chain Improves Unit Operations & Guest Experience

A 12,000 unit quick-service chain needed to improve
guest service levels for QSC (quality, service, and
cleanliness) and other guest experience components.

Guest complaints were at an all time high.
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The Actions
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We customized a short list of the key attributes of their
guests’ experience then developed a rating system for
measurement of the unit’s effectiveness.

Unit managers used attribute list to focus staff efforts.
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The Results
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Over a 12 month period, the company successfully
engineered a “back to basics” turn-around that
improved guest experiences dramatically.

Food quality, in particular, rose to best-in-class.
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