
Customer Sentiment Analysis Report - 
xxxx 

This report analyzes customer reviews for "xxxx" restaurant over the last 180 days, based on 29 
reviews used for analysis from a total of 68 reviews fetched. 

Executive Summary 

Overall customer satisfaction for xxxx is moderate, showing a clear division between highly positive 
experiences regarding food quality and variety, and significant negative feedback related to 
operational inconsistencies and service issues. The restaurant excels in offering a diverse and 
delicious menu at competitive prices, maintaining high standards of cleanliness in some locations. 
However, critical areas for improvement include inconsistent food quality (cold, stale, or 
undercooked items), poor customer service at specific branches (especially Al-Murooj), and 
inadequate dine-in facilities. 

Key Indicators 

Metric Value 

Number of reviews analyzed during the period 29 

Total Google reviews 18553 

Current Google rating out of 5 4.3 

Positive Sentiment % 37.9% 

Negative Sentiment % 34.5% 

Neutral Sentiment % 27.6% 

Overall Satisfaction Score out of 10 
5.2 (Moderate satisfaction with areas for 
improvement) 

Strengths 



• Delicious food with unique and balanced flavors across a variety of items, including 
shawarma, kabab, broasted, and breakfast. 

• Wide and diverse menu offering numerous options from shawarma and burgers to 
grilled items, appetizers, and fresh juices. 

• High quality and freshness of ingredients, as frequently praised in positive reviews. 

• Excellent cleanliness and attention to detail in the dining environment, particularly at 
well-managed branches. 

• Professional and friendly staff providing good service in many customer interactions. 

• Competitive and reasonable prices, offering good value for money. 

• Efficient and fast service for many orders, ensuring timely delivery or pickup. 

Weaknesses 

• Inconsistent food quality, with reports of cold, stale, oily, or even undercooked items 
(e.g., raw burger, stale grilled chicken). 

• Significant issues with specific branches, particularly the Al-Murooj branch, noted for 
poor quality and service. 

• Lack of adequate dine-in facilities, with very few tables and absence of basic amenities 
like restrooms and washbasins at some branches. 

• Poor customer service and negative staff attitude in some instances, including 
mishandling complaints and lack of politeness. 

• Order accuracy and customization issues, such as incorrect ingredients despite allergy 
notifications or missing expected sauces (e.g., tahini with meat shawarma). 

• Operational inefficiencies like slow preparation times for grilled items, cold food upon 
delivery, and issues with the ordering app. 

• Hygiene concerns, including instances of foreign objects (like hair) found in food. 

Main Complaints 

• Inconsistent Food Quality: Many customers expressed severe disappointment after 
receiving cold, stale, or improperly cooked food. For example, one customer reported a 
burger that was "raw," while others mentioned grilled chicken tasting "stale" or 
broasted chicken being "extremely oily." 

• Poor Service & Branch Management: There were frequent complaints about staff 
attitude, with incidents of employees being unhelpful, mocking customers, or 
mishandling orders, especially in the grill section. The Al-Murooj branch was specifically 
highlighted as having issues with poor organization and overall management, affecting 
food quality and customer experience. 



• Lack of Dine-in Facilities & Amenities: A recurring complaint was the scarcity of 
seating for dine-in customers (often only two small tables) and the complete absence 
of restrooms or washbasins, making the experience uncomfortable for those wishing to 
eat on-site. 

Frequent Words and Topics 

The following words and topics frequently appeared in customer reviews, indicating key aspects of 
their experience: 

• Shawarma, Food, Taste, Delicious 

• Service, Staff, Management 

• Branch, Al-Murooj 

• Cleanliness, Quality 

• Prices, Value 

• Grilled items (Kabab, Shish Tawook), Broasted, Burger 

• Seating, Tables, Dining area 

• Cold food, Stale food, Oily food 

• Variety, Menu 

• Parking, Delivery 

Practical Recommendations for Improvement 

• Implement a rigorous quality control system for all food items, with a focus on 
temperature consistency (hot food delivered hot) and freshness, especially for grilled 
items and burgers. 

• Conduct a thorough review and intervention for the Al-Murooj branch, addressing 
management, staff training, and food quality issues to align it with other successful 
branches. 

• Evaluate the feasibility of expanding or improving dine-in facilities, or clearly 
communicating that certain branches are primarily for takeaway/delivery, alongside 
providing essential amenities like restrooms. 

• Provide comprehensive customer service training to all staff, emphasizing respectful 
interaction, effective complaint resolution, and strict adherence to order customization 
and allergen requests. 

• Enhance packaging for delivery orders to maintain food temperature and quality, and 
streamline delivery processes to reduce wait times and ensure accuracy. 

• Regularly check and maintain strict hygiene protocols to prevent any instances of 
foreign objects in food, ensuring customer safety and trust. 



• Review and update menu descriptions to clearly state ingredients and included sauces, 
especially for items like meat shawarma, to manage customer expectations. 

General Conclusion 

xxxx holds significant potential given its strong positive reputation for taste and variety. However, to 
truly excel and maintain customer loyalty, it is imperative to address the inconsistencies in food 
quality, service, and branch-specific operational issues. Focusing on these areas will transform 
occasional disappointments into consistently positive experiences across all locations. 

 


