CUSTOMER FEEDBACK ASSESSMENT

Customer Feedback
Baseline Assessment

A clear view of recurring customer strengths, mixed experiences and areas that
deserve owner verification.

SOURCE SAMPLE
Public Google reviews 50 usable written reviews
BUSINESS IDENTITY REVIEW PERIOD

Withheld for this portfolio sample Roughly the previous year
DISCLOSURE

Independent portfolio sample based on publicly available customer reviews. The business is not a client and did not commission
or endorse this work. Identifying details are withheld. Findings are limited to the stated sample and do not verify internal
operating conditions.

ASSESSMENT QUESTION

What do customers repeatedly value, where do experiences differ, and
what deserves a closer look?




ASSESSMENT APPROACH

Scope & methodology

The purpose is not to diagnose the business from public reviews. It is to identify recurring customer experiences, distinguish
stronger patterns from weaker signals, and show what deserves owner-side verification.

METHOD HOW IT WAS USED
° Collect Use a consecutive written-review sample from the agreed source(s).
° Filter Exclude rating-only and effectively content-free entries from thematic analysis.
Code Tag recurring themes while keeping raw review evidence separate from
interpretation.
Compare Look for repeated strengths, negative exceptions, mixed experiences and weaker
signals.
° Interpret Describe only what the available customer-feedback evidence reasonably supports.

IMPORTANT EVIDENCE BOUNDARY

Public reviews describe customer experiences. They do not establish staffing conditions, process adherence, supplier or vendor
changes, profitability, or root causes. Mixed or limited evidence should be verified internally before broader business changes are
considered.

HOW TO READ THIS ASSESSMENT

Main findings are the clearest recurring patterns in the sample. Secondary signals remain visible but are not treated as
established problems. “What deserves checking” identifies a specific owner-side verification question; it is not a diagnosis or
automatic recommendation.



MAIN FINDINGS

Finding 1 - Food quality

FINDING 01 | FOOD IS A RECURRING CUSTOMER STRENGTH STRONG

15

positive-coded mentions

OBSERVATION

Food quality is one of the clearest positive patterns in the
sample, with repeated praise for taste, freshness and several
named dishes.

WHAT THIS SUGGESTS

Food appears to be an important part of the positive
customer experience, but the evidence does not support
calling every food experience uniformly strong.

Finding 2 - Coffee and beverages

2

negative-coded mentions

0

mixed / neutral

WHERE FEEDBACK DIFFERS

Two coded reviews report sharply different experiences,
including a broad food complaint and criticism of burger taste
and sauce quality.

WHAT DESERVES CHECKING

Identify which dishes sit behind the praise and complaints,
then compare those items with sales, repeat ordering and
direct complaint history.

FINDING 02 | COFFEE IS STRONGLY PRAISED, BUT LESS UNIFORM THAN FOOD STRONG

13

positive-coded mentions

OBSERVATION

Coffee and beverages receive substantial praise across
named drinks and general taste comments.

WHAT THIS SUGGESTS

Customers generally value the beverage experience, but this
is the clearest area where strong praise coexists with
meaningful qualification.

2

negative-coded mentions

3

mixed / neutral

WHERE FEEDBACK DIFFERS

A smaller group questions taste, authenticity, standout
character or value, while a few comments describe the coffee
as merely okay.

WHAT DESERVES CHECKING

Match the weaker comments to specific drinks and available
visit context, then compare preparation, complaints/remakes
and actual pricing before deciding whether anything needs to
change.



MAIN FINDINGS

Finding 3 - Staff and service

FINDING 03 | FRIENDLY, HELPFUL SERVICE IS A PROMINENT STRENGTH STRONG

12 12 2

positive staff-friendliness codes positive service-quality codes negative service accounts
OBSERVATION WHERE FEEDBACK DIFFERS
Friendly, polite, attentive and helpful staff appear repeatedly Two coded reviews describe poor service or hospitality,
in positive feedback, including recommendations and help which should remain visible despite the dominant positive
choosing drinks. pattern.
WHAT THIS SUGGESTS WHAT DESERVES CHECKING
Interpersonal service appears to be an important component Compare the poorer experiences with dates, shifts, complaint
of the positive experience, without proving that every visit is records and busy-period context; also identify which praised
equally strong. behaviours are consistently delivered.

Finding 4 - Ambience and occasion suitability

FINDING 04 | ATMOSPHERE IS A DEPENDABLE EXPERIENCE STRENGTH STRONG

10 7 1

positive ambience codes positive occasion codes isolated raw counterexample
OBSERVATION WHERE FEEDBACK DIFFERS
Customers repeatedly describe the setting as cozy, One raw review criticizes the vibe, although it is not counted
aesthetic, relaxed or pleasant and suitable for friends, family, in the ambience theme because that review’s three coded
casual get-togethers or time alone. slots prioritize other issues.
WHAT THIS SUGGESTS WHAT DESERVES CHECKING
The setting appears to be a stable source of positive Identify which physical attributes and times of day
customer experience and may support several social and correspond to the praise, and compare those impressions

casual visit occasions. with repeat-customer and owner observations.



Signals worth keeping in view

These signals may still matter, but the current evidence is too limited, inconsistent or context-dependent to treat them as established
problems or reasons for broad change.

SIGNAL EVIDENCE STRENGTH WHY IT REMAINS SECONDARY

Several reviews describe reasonable or affordable value, but one

Value / pricin Mostly positive . . . .
I 9 yp coffee-price complaint means item-level context still matters.
. . . Two negative comments and one positive comment are too few to justify
Portion size Low-volume mixed .
a broad portion change.
. . . Named items strengthen the food/coffee findings, but opposing burger
Specific menu items Supporting A g . . . 9 PP 9 burg
experiences do not prove item inconsistency.
. n ncern keaw | houl heck nly if
Takeaway | packaging Isolated One concern about a takeaway glass should be checked only

owner-side evidence or repeat complaints support it.

WHY THESE REMAIN SECONDARY

A smaller signal should stay a smaller signal. It can justify observation or a focused check, but not a broad operational conclusion
without stronger customer evidence and relevant internal context.

ASSESSMENT SUMMARY

RECURRING STRENGTHS Food quality, coffee/beverages, friendly service and ambience / occasion suitability are the clearest
recurring strengths.

MIXED / VARIABLE AREAS Coffee is less uniform than food; small food and service exceptions remain; portion feedback is limited and
mixed.

OWNER VERIFICATION Check specific drinks/items, service circumstances, actual price/portion context and the settings or times
behind ambience praise.

NOT SUPPORTED YET The reviews do not support claims of recipe or service inconsistency, staff retraining, broad price/portion

changes, supplier changes or a menu redesign.

OVERALL TAKEAWAY

The sample is dominated by recurring strengths in food, beverages, staff/service and ambience. Coffee is the clearest area for closer
verification because strong praise coexists with a smaller set of qualified and negative experiences. The proportionate next step is to verify
specific exceptions and lower-volume signals against owner-side evidence before making broader changes.

Decision layer: Priority Protect / Promote / Monitor / Review / Test decisions are captured separately in the Owner Action Summary after relevant
owner-side verification.

Evidence note: This assessment is based on the stated customer-feedback sample. It does not claim verified internal causes, business outcomes or
operating conditions.
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