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This report takes a look at 75 restaurant chains in the U.S. split into 3 segments: under 50 
locations, under 500 locations, and over 500 locations. The top 10 brands in each of these 
segments are then ranked based on two categories: Local Brand Visibility (LBV) and Online 
Reputation.  The purpose of this report is to identify which brands are making the most effort 
to acquire and retain brand loyal customers through local search optimization.

ABOUT THIS REPORTABOUT THIS REPORT

There are 24.9 million searches for “food near me” in the United States each month, according to 
the Google Keyword Planner. When 41% of all clicks in a local search go to the first 3 listings, it’s 
vital that brands are doing everything they can to be seen in local searches. This means keeping 
their listing information up-to-date, responding to reviews, optimizing for unbranded keywords, 
and doing everything they can to outperform the competition. 

93% of customers are influenced by online reviews. Reputation management is essential to the 
success of any business, especially restaurants where consumers make purchase decisions daily. 
Brands who monitor, respond, and manage their online reviews typically see improved ratings.  
Brands with high star ratings have not only implemented a strong review management process 
but they also deliver an exceptional online to offline customer experience.

As restaurant brands expand their footprint, it becomes even harder to keep up with their 
local brand visibility and online reputation. Brands need to ensure that each location delivers a 
consistent customer experience and the online experience is no exception. Add in a pandemic 
and the challenge for multi-location brands gets even more difficult. This report takes a look at 
which brands not only were able to survive the COVID-19 pandemic but ensure their customers 
could easily find, experience, and engage with their brand in their moment of need.

Why Does Local Brand Visibility Matter?

Why Does Online Reputation Matter?

The Challenge for Chain Restaurants

https://www.sistrix.com/blog/why-almost-everything-you-knew-about-google-ctr-is-no-longer-valid/
https://www.qualtrics.com/blog/online-review-stats/
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Learn more about the LBV Score at:
Chatmeter.com/LBR/what-is-lbv-score

Learn more about our Pulse Text and 
Sentiment analysis tool at:
Chatmeter.com/lbr/sentiment-analysis

KEY FINDINGS

Averages All Brands Large  
(>500 Locations)

Mid-Size  
(51-499 Locations)

Small  
(<50 Locations)

LBV Overall 62 58 61 68

Reviews 58 51 57 66

Listings 81 77 78 88

Rankings 35 33 33 39

Competition 68 63 68 74

Large Mid-Size Small

Average Star Rating 3.7 4.0 4.3

Average Review Response Rate 9.4% 19.3% 24.6%

Average Listing Accuracy 92.6% 87.9% 93.8%

Average Positive Customer Sentiment 65.8% 74.7% 83.1%

In general, an LBV score above 70 is reflective of an industry leader, a score between 50 
and 70 is average and a score below 50 is poor. 

0 60 6550 55 70 100

Needs Improvement Industry LeaderGood

61 6858

SmallMid-SizeLarge

ADDITIONAL KEY FINDINGS

All Brands

62
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81

35

68

http://Chatmeter.com/LBR/what-is-lbv-score
http://Chatmeter.com/LBR/what-is-lbv-score
http://Chatmeter.com/lbr/sentiment-analysis
http://Chatmeter.com/lbr/sentiment-analysis
http://Chatmeter.com/lbr/sentiment-analysis
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TOP 10 BRANDS

The secret to customer acquisition? Being there in your customer’s moment of need. Today, this 
means being visible online. There’s no marketing strategy that’s more valuable than providing 
customers with quick, clear, and accurate online business information. 

This is particularly important for the restaurant industry as they continue to recover from the 
pandemic. Chatmeter’s Local Brand Visibility (LBV) score is used to determine the strength 
of a brand’s online visibility. The LBV score takes into consideration local listing accuracy and 
presence, local rankings in map and web searches, reviews, and local competition. All of these 
factors help us determine how optimized a brand is for local search and therefore driving traffic 
online and in-store.

Local Brand Visibility (LBV)

The following list is the top 10 brands earning the highest LBV 
score. This score is broken into 4 key categories: reviews, listings, 
search rankings, and local competition.

LARGE (OVER 500 LOCATIONS)
Local Brand Visibility

TOP 10

2021

Brand Overall LBV 
Score

Reviews Listings Rankings Competition

1  Arby’s 69 64 77 41 83

2  Chick-fil-A 68 57 82 32 88

3  Jimmy John’s 63 61 85 36 58

4  Sonic Drive-In 63 57 88 32 64

5  Dairy Queen 62 57 71 44 70

6  Domino’s 62 51 93 35 59

7  Waffle House 62 53 76 38 72

8  Taco Bell 61 48 88 42 60

9  Panera Bread 60 52 82 25 68

10  McDonald’s 58 47 83 29 61

https://www.nrn.com/restaurants-ready/food-sector-poised-revival-year-coex-2021
https://www.chatmeter.com/lbr/what-is-lbv-score/
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The following list is the top 10 brands earning the highest LBV 
score. This score is broken into 4 key categories: reviews, listings, 
search rankings, and local competition.

MID-SIZE (UNDER 500 LOCATIONS)
Local Brand Visibility

TOP 10

2021

TOP 10 BRANDS | LOCAL BRAND VISIBILITY (LBV)

Brand Overall LBV 
Score

Reviews Listings Rankings Competition

1  Noodles & Co. 71 77 86 35 75

2  Bob Evans 69 76 90 34 63

3  McAlister’s Deli 68 62 92 39 71

4  In-N-Out Burger 68 59 74 37 89

5  Krystal Company 66 58 92 39 63

6  Jet’s Pizza 66 55 93 31 72

7  Taco John’s 65 56 85 34 74

8  Ruby Tuesday 65 53 93 39 65

9  White Castle 65 52 89 29 77

10  Golden Corral 64 69 80 40 72
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The following list is the top 10 brands earning the highest LBV 
score. This score is broken into 4 key categories: reviews, listings, 
search rankings, and local competition.

SMALL (UNDER 50 LOCATIONS)
Local Brand Visibility

TOP 10

2021

TOP 10 BRANDS | LOCAL BRAND VISIBILITY (LBV)

Brand Overall LBV 
Score

Reviews Listings Rankings Competition

1  Roosters 76 78 87 39 85

2  Fogo de Chao 75 85 84 44 76

3  Lazy Dog Restaurant      
& Bar

75 77 87 50 81

4  Pappadeaux Seafood 
Kitchen

75 62 97 50 82

5  Firebirds Wood Fired 
Grill

72 67 87 41 85

6  Seasons 52 72 61 94 41 81

7  J. Alexander’s 72 58 95 44 80

8  The Old Spaghetti 
Factory

71 81 86 34 68

9  Kona Grill 71 74 94 29 71

10  Bahama Breeze 
Island Grille

71 62 94 47 74
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TOP 10 BRANDS

The online reputation of restaurant brands over the past year has been complex. In Chatmeter’s 
Road to Recovery report, restaurant brands saw a .51 star rating drop from February to April 
2020, and a slow recovery to pre-pandemic star ratings. Additionally, the negative sentiment in 
online reviews was 8% higher in April and May than average. 

Of the challenges brought on by the pandemic, online reputation may not have been the highest 
priority for every brand. But as many brands look to recover, a strong online reputation can 
be a secret weapon for growth. In fact, a 0.1 star-rating increase in a brand’s average rating 
can increase conversions by 25%. The following brands have made an effort to protect their 
reputation over the past year.

Online Reputation

The following list is the top 10 brands earning the highest LBV 
score in the category of reviews. The Review category takes into 
consideration things like review volume, review velocity, review 
rating, response rate, review sentiment and more when calculating 
the score.

LARGE (OVER 500 LOCATIONS)

Online Reputation

TOP 10

2021

Brand Review LBV 
Score

Average Star  
Rating

Review Response
Rate

1   Arby’s 64 4.0 34%

2  Jimmy John’s 61 3.8 37%

3  Dairy Queen 57 4.0 20%

4  Chick-fil-A 57 3.8 5%

5  Sonic Drive-In 57 3.7 37%

6  Jack in the Box 56 3.6 28%

7  Waffle House 53 4.2 2%

8  Applebee’s 53 3.9 1%

9  Panera Bread 52 4.0 0%

10  Hardee’s 52 3.7 18%

https://www.chatmeter.com/road-to-reopening/food-services/
https://www.chatmeter.com/blog/25-stats-that-prove-the-power-of-online-reviews/
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The following list is the top 10 brands earning the highest LBV 
score in the category of reviews. The Review category takes into 
consideration things like review volume, review velocity, review 
rating, response rate, review sentiment and more when calculating 
the score.

MID-SIZE (UNDER 500 LOCATIONS)

Online Reputation

TOP 10

2021

TOP 10 BRANDS | ONLINE REPUTATION

Brand Review LBV 
Score

Average Star  
Rating

Review Response
Rate

1   Noodles & Co. 77 4.0 27%

2  Bob Evans 76 4.0 0%

3  Golden Corral 69 4.0 70%

4  Potbelly Sandwich Shop 63 4.1 56%

5  McAlister’s Deli 62 4.3 35%

6  Round Table Pizza 61 4.0 42%

7  In-N-Out Burger 59 4.5 0%

8  Boston Market 59 3.8 63%

9  Krystal Company 58 3.6 42%

10  Taco John’s 56 4.0 28%
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The following list is the top 10 brands earning the highest LBV 
score in the category of reviews. The Review category takes into 
consideration things like review volume, review velocity, review 
rating, response rate, review sentiment and more when calculating 
the score.

SMALL (UNDER 50 LOCATIONS)

Online Reputation

TOP 10

2021

TOP 10 BRANDS | ONLINE REPUTATION

Brand Review LBV 
Score

Average Star  
Rating

Review Response
Rate

1   Fogo de Chao 85 4.5 11%

2  The Old Spaghetti Factory 81 4.3 1%

3  Roosters 78 4.4 6%

4  Lazy Dog Restaurant & Bar 77 4.4 0%

5  Uncle Julio’s 77 4.2 11%

6  Dog Haus 76 4.3 99%

7  The Brass Tap 74 4.4 35%

8  Kona Grill 74 4.2 92%

9  Hard Rock Cafe 72 4.3 67%

10  Claim Jumper 69 4.0 89%
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ONLINE REVIEWS & SENTIMENT

How Top Brands are Adapting, Recovering, and Transforming from  
the Pandemic

The impact of COVID-19 on the restaurant industry has been both destructive and 
transformative at the same time. While many brands had to close their doors for good, others 
were able to adapt, recover, and transform during the pandemic.

When the nationwide shut-down from COVID-19 started, many restaurant brands had to adapt 
quickly to stay operational. This meant implementing new or different ways for customers to 
purchase and enjoy their meals. Some of these changes included things like outdoor seating, 
curbside pickup, online ordering, and delivery. 

We dove into review data to identify how customers felt about these types of topics. The 
following chart outlines the average customer sentiment towards each topic on a scale of 1 to 5 
(1 = Negative, 2.5 = Neutral, 5 = Positive).

This chart shows that customers enjoyed new or expanded experiences like outdoor seating and 
curbside pickup.  One interesting finding is that customers didn’t have as much of a problem 
with delivery or online ordering as they did with the delivery driver. This insight could be helpful 
for brands considering bringing delivery in-house. 

Adapting to the Pandemic

Average topic sentiment across all brands.

2.59

0.00

2.00

4.00

1.00

3.00

5.00

outdoor
seating

pickup online
ordering

delivery
driver

curbside
pickup

delivery drive thru phone

Average sentiment across all topics mentioned in reviews

Average Sentiment by Topic

https://www.eater.com/22334144/restaurant-industry-pandemic-pivots-covid-19-permanent
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Managing the reputation of a brand only gets more complex as the location count grows. 
Identifying ways to deliver a positive and consistent customer experience at each and every 
location is essential to the success of a multi-location brand. In addition to the in-store 
experience, brands should continue to deliver a great online experience by addressing all 
customer compliments and concerns expressed in online reviews and social comments. 

ONLINE REVIEWS & SENTIMENT

Recovering from the pandemic is the top priority for every brand right now. According to the 
National Restaurant Association, sales were down $290 billion between March 2020 and April 
2021. Although sales have been climbing to pre-pandemic levels in recent months, restaurants 
still have a long way to go to make up for the past year. 

One of the biggest challenges facing the restaurant industry right now is staffing. Restaurants 
can’t fully recover if they can’t hire enough people to support the growth. When it comes to 
finding great talent, brands need to understand that the candidate journey is starting to look a 
lot like the customer journey. It starts with an online search, next they view your website, view 
your social presence and most importantly they read reviews. In addition to sites like Glassdoor, 
Indeed, and LinkedIn, candidates are looking at customer reviews on sites like Google, Facebook, 
and Yelp.  

Improving the online reputation of a brand has many benefits; better job applicants, increased 
customer acquisition, and more customer loyalty. But, there’s a lot that goes into a reputation 
management strategy. Things like review management, social media presence, and the in-
store customer experience all impact a brand’s online reputation. When we look at online 
reviews we found that the smaller the restaurant brand, the more positive sentiment that brand 
receives in their reviews.

Recovering from the Pandemic

Customer Sentiment in Reviews

0%

50%

100%

25%

75%

LARGE MID-SIZE SMALL

Sentiment distribution found in customer reviews. 

Neutral Negative Positive

https://restaurant.org/articles/news/consumers-ramped-up-their-restaurant-spending
https://www.restaurantdive.com/news/now-hiring-how-the-labor-shortage-is-squeezing-full-service-restaurants/599453/
https://www.chatmeter.com/platform/review-management/
https://www.chatmeter.com/platform/review-management/
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The average review response rate for the restaurant industry as a whole is only 17.8%, far below 
the goal of 100%. This rate differs between brand-size: large brands have a response rate of 
9.4%, mid-size brands have a response rate of 19.3%, and small brands have a response 
rate of 24.7%. Not only does responding to reviews promote more positive reviews, but it shows 
the brand cares about their customers.

ONLINE REVIEWS & SENTIMENT

One positive aspect of the pandemic is that it’s giving brands a chance to readjust and transform 
themselves. Many brands are rethinking the customer experience entirely from pizza vending 
machines, to takeout cocktails, the options for reinvention are endless. 

As brands look to make these changes it’s important they understand what aspects are most 
important to their customers. One way to identify this is by looking at unfiltered customer 
feedback found in online reviews. 

In our analysis we found that customer concerns vary by the size of the brand. The chart below 
explores common topics related to the customer experience. The topic of “service” matters 
equally across all brand sizes. However, topics like “menu” appear more often in reviews for 
small brands than they do for mid-size or large brands. The topic of “location” is more commonly 
found in reviews of mid-size brands.  Understanding how customer concerns change as your 
brand grows is vital to the success of any multi-location business.

Transforming Post-Pandemic

What Matters Most to Customers 
Depends on Location Count

0%

50%

100%

25%

75%

Service Experience Location Menu

Percentage of topic mentions in relation to all reviews of the segment. 

Small Mid-Size Large

https://www.eater.com/22523055/pizza-vending-machine-rome-mr-go-panic
https://www.eater.com/22523055/pizza-vending-machine-rome-mr-go-panic
https://sf.eater.com/2021/6/3/22517750/california-extends-cocktails-to-go-end-of-2021?_gl=1*1big93a*
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The restaurant industry will likely be feeling the effects of the pandemic for years to come. This 
report highlighted the unique challenges for restaurant brands of different sizes. The top 10 
brands we identified went above and beyond to ensure the best possible experience for their 
customers. 

Our findings show that restaurant brands see the value in local listing management, an average 
score of 81 indicates listings management is a priority for the industry. However, the 
low score (35) in the rankings category suggests that restaurant brands are not optimizing 
for unbranded keywords like “dinner near me”, “restaurant open now”, or “ food near me”.  
Keyword optimization is the biggest opportunity for restaurants to increase their local 
search rankings. 

The biggest gap in LBV scores appeared in the reviews category. When comparing large, mid-
size, and small brands, it’s clear to see that reputation management becomes increasingly 
harder to keep up with the more locations a brand has. Our analysis found that the positive 
sentiment towards the customer experience decreases as location count increases. The 
best way brands can protect the customer experience as they grow is by using sentiment 
analysis tools to identify location-specific issues before they become bigger problems. 

Congratulations to the top brands identified in this report. Want to see how your brand 
compares? Get your LBV score at Chatmeter.com/get-started.

In this independent study conducted by Chatmeter, we examined data from March 2020 
through March 2021 to identify and measure the online visibility and reputation of restaurant 
brands throughout the year. The 75 restaurant brands analyzed in this report are based upon 
lists from the Food Service Database Company and QSR Magazine’s 40/40 list. To make this 
analysis equal, we analyzed 50 random locations from each large and mid-size brand and 25 
locations from each small brand. This report was not sponsored or commissioned by any of the 
brands represented in the report.

Analysis was done by applying a Local Brand Visibility score to each brand. This score applies 
a numerical value (0 - 100) to each category that impacts a brand’s online visibility: Listings, 
Reviews, Competitors, Social Media, and Rankings. For the purpose of this report, we excluded 
the Social Media score.

The review sentiment in this report was analyzed using Pulse, Chatmeter’s text and sentiment 
analysis tool. This tool identifies topics in a review and assigns a sentiment (positive, neutral, or 
negative) to each topic.

Methodology

FINAL THOUGHTS

Learn more about the LBV Score at:
Chatmeter.com/LBR/what-is-lbv-score

Learn more about our Pulse Text and 
Sentiment analysis tool at:
Chatmeter.com/lbr/sentiment-analysis

https://www.chatmeter.com/blog/optimizing-for-local-search-branded-vs-non-branded-keywords/
https://www.chatmeter.com/platform/pulse/
https://www.chatmeter.com/platform/pulse/
https://www.chatmeter.com/get-started/
https://www.fsdbco.com/
https://www.qsrmagazine.com/reports/4040-list
http://Chatmeter.com/LBR/what-is-lbv-score
https://www.chatmeter.com/platform/pulse/ 
https://www.chatmeter.com/platform/pulse/ 
http://Chatmeter.com/LBR/what-is-lbv-score
http://Chatmeter.com/LBR/what-is-lbv-score
http://Chatmeter.com/lbr/sentiment-analysis
http://Chatmeter.com/lbr/sentiment-analysis
http://Chatmeter.com/lbr/sentiment-analysis
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ABOUT CHATMETER

WANT TO KNOW YOUR SCORE?

Consumers have high expectations for brands to deliver accurate information with convenience. 
Chatmeter (www.chatmeter.com) gives multi-location brands the tools to manage the online to 
offline customer journey by focusing on improving online reputation, business listings and local 
SEO rankings. 

Established in 2009, Chatmeter now analyzes billions of customer reviews, social media 
mentions and sentiments from hundreds of sources to help businesses keep a pulse on all of 
their locations. Fortune 5000 companies rely on Chatmeter’s expertise in multi-location brand 
management to make confident business decisions that provide a competitive advantage at 
every location. From search rankings to business listings, store pages, and more, Chatmeter 
is the trusted solution for driving traffic and revenue to local businesses in over 40 industries 
including retail, healthcare, financial services, real estate, food services, and automotive.

Now that you know the LBV scores and online reputation of some of America’s top restaurant 
brands, how your brand compares with free brand audit from Chatmeter.

Get Your Free Brand Audit at 
Chatmeter.com/get-started

http://www.chatmeter.com


See our past Local Brand Reports at Chatmeter.com/LBR
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