
LEAVE?

“The line is moving too 
slowly.”

“The workers are not moving 
quickly enough!”

External

“It’s too loud in here.”

“This food isn’t that healthy 
anyway.”

Justifying

STAY?

Three different types of  factors:

Recipe for Leaving

“How long can I afford to wait?”

“How hungry am I?”

“I’m really craving this food.”

Internal

GroupSolver positioned the following question in both a “leave” and a “stay” 
format: “Imagine yourself in your favorite fast casual or fast food restaurant. If 
there is a line when you arrive, what makes you leave and not make your order 
or stay and place your order?”

GroupSolver’s platform proceeded to use a grouping algorithm that identified 
the most prevalent sentiments among these natural language responses. These 
sentiments were analyzed by TrendSource to identify which factors had the 
greatest influence on consumers’ decisions to leave or stay in a long line and 
wait.

Methodology

WAITING GAMES

GroupSolver™ is a San Diego based technology company developing solutions for market researchers. Our 
platform offers companies and market research professionals a unique approach that blends qualitative and 
quantitative customer research methods. GroupSolver™ platform provides fast, unique and robust customer 
insights virtually in real time. Find out more at groupsolver.com or contact us at sales@groupsolver.com or 
619-359-2686.

As a strategic market research consultant, TrendSource provides business intelligence, customer insight and 
compliance solutions to improve operational efficiency and enhance the customer experience. Each TrendSource 
program is tailored to your needs and executed using a systematic approach that ensures the right questions are 
being asked, the quality data collected are presented in easy-to-interpret summaries that identify economic 
benefit, ROI and recommended actions. For more info, visit http://trustedinsight.trendsource.com/

At both 
QSR and Fast 
Casual restaurants, 
when external expectations 
are not met, internal factors begin 
to play a bigger role in the consumer’s 
decision to leave or stay. This evaluation of 
internal factors ultimately leads to the cultivation of 
justifying factors that determine whether or not the 
consumer is going to follow through with their 
purchase or leave in search of another dining option.   

EXIT

Internal and external factors carry 
different weight depending on the scenario:

Diners at QSRs, for 
instance, were more 
likely than diners at 
Fast Casual restaurants 
to justify leaving be-
cause they perceive the 
food to be unhealthy.

Despite the scenario, though, consumers 
seemed to be more specific about why 

they would leave. These reasons focused 
primarily on...

Contrastingly, reasons to stay were much 
less unified and focused on a range of  issues 

that can be modified by the restaurant to 
influence consumers to stay. These issues 

included...  

At QSRs, an estimated 
wait time had more 
power to influence those 
in the drive-thru to stay 
than those who dined 
inside.

Fast Casual diners were 
more likely than QSR 

diners to focus on the 
comfort and noise levels 
when determining if they 

should stay. 

Speed of  Service Time Constraints

Store Environment

Food Choices Product Affordability

“Having something to 
look at while I wait”

Estimated 
Wait Time

“The food was a 
reason to stay”

Thus, avoid performing the actions that
trigger sentiments that might encourage a
consumer to leave, and instead provide a
great customer experience by focusing on

the factors that can influence a
customer to stay.

Asking the correct questions is not always enough-- 
sometimes the way they are asked makes all the di�erence. We 
asked consumers what factors encourage them to leave a long 
line, and what factors might in�uence them to stay and achieve 
culinary contentment. 

Through GroupSolver’s unique platform, TrendSource was able to 
investigate and identify key in�uencers that determine “Should I 
stay, or should I go?” 


