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QUICK VERDICT

The headline finding of the Masterestaurant Occupancy-by-Daypart Analysis 2026 is not in
the lunch peak: between 65% and 80% of sales come from repeat customers (Restroworks,
2025), and that repetition is built in the dayparts operators dismiss as dead, never in the
rush. The inclusive digital transformation of the gastronomic MSME is decided there: most
single-unit establishments across Latin America and the Caribbean do not measure hourly
occupancy, they measure the till at closing, and that gap in granularity explains why they
staff against a daily average instead of the real curve. The verdict: the hourly map is an
employment-policy instrument before it is a profitability tool, because every misread point
of valley occupancy is paid in formal working hours that never get created.
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INTELLECTUAL PROPERTY OF MASTERESTAURANT® — EXCLUSIVE FOR SECTOR LEADERS

The myth this analysis dismantles is old and comfortable: that an urban restaurant is won or lost at the peak.
Public evidence says otherwise. If 65% to 80% of sales come from repeat customers (Restroworks, 2025) and

those same guests deliver close to 60% of total revenue per the same source, the asset is not the packed Friday

table, but how often someone returns on a Tuesday at four in the afternoon.

For multilateral banks and development agencies financing gastronomic MSMEs in Latin America and the

Caribbean, this distinction carries portfolio consequences. An establishment that only knows aggregate revenue

cannot demonstrate intraday seasonality to a credit committee, and without that evidence scoring treats it as

generic risk. Hourly data works, in practice, as informational collateral.

SATE Institute publishes this synthesis with Masterestaurant S.A.S. as technology ally under the Twin

Ecosystem Model. The expert reading belongs to Diego F. Parra; the figures belong entirely to the organizations

cited. There is no proprietary sample and no audit of N establishments: there are serious public datasets, cross-
checked, arranged so a program officer can use them on Monday.

It helps to say what this document is NOT before saying what it is. It is not fieldwork with primary collection. It is

not a city ranking. It is a reference scorecard built on verifiable external sources —Toast, Restroworks, Intouch
Insight, Deloitte, ACSI, Bankrate, among others— and on the judgment of a consultant who has worked

restaurant unit economics across 43 countries for twenty years.

SIDE-BY-SIDE COMPARISON

Side-by-side comparison

Repeat-customer share of
sales — definition: % of
revenue attributable to

returning guests

Order-taking accuracy —
definition: % of orders
captured without error

Average tip — definition: % of
check, a proxy for perceived
service quality

Service time per order —
definition: minutes from order
to delivery
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VALLEY DAYPART (OFF-PEAK)

X 65%-80% of sales come from
repeat customers (Restroworks, 2025);
the valley is where that repetition is
cultivated

X Voice Al reaches 95%—98%
accuracy (SoundHound Al, 2026),
stable off-peak

X Quick service ~15.8%—16% in 2024
(Toast, 2024), typical of shorter dwell
dayparts

X  Self-ordering kiosks cut 2.3 minutes
per order and sit in 53% of locations
(Restroworks, 2025)

PEAK DAYPART (LUNCH AND
DINNER)

v ~60% of total revenue comes from
repeat guests (Restroworks, 2025),
diluted by occasional peak traffic

v" Human operators drop to 80%—
85% during the rush (SoundHound Al,
2026)

v Full service ~19.3%—-19.4% in
2024 (Toast, 2024); sector average
18.9% in Q1 2024

v 65% of QSR orders go through
the drive-thru in 2025, down from 83%
in 2020 (Intouch Insight, 2025)
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Waiting friction — definition:
complaints logged before
seating, per 100 visits

No-shows against bookings —
definition: % of confirmed
reservations that do not arrive

Perceived order quality —
definition: ACSI accuracy and
courtesy score out of 100

VALLEY DAYPART (OFF-PEAK)

X Virtual queues cut pre-seating wait
complaints by 24.7% (Journal of
Service Research, 2025)

X Automated reminders cut no-shows
by up to 90% (LLCBuddy, 2025), with
greater effect in low-demand blocks

X  Courtesy 90/100 in full service
(ACSI, 2024), more sustainable with
comfortable staffing

PEAK DAYPART (LUNCH AND
DINNER)

v Poor waiting experiences cost US
businesses USD 130 billion a year
(ScanQueue, 2026)

v At peak, no-shows get absorbed
by walk-ins; the cost shifts to the
valley, where no replacement demand
exists

v Order accuracy 92/100 in full
service (ACSI, 2024), squeezed when
staffing follows the daily average

Finding 1 — The peak isn't the asset — repeat business is

Between 65% and 80% of an urban restaurant's sales come from returning customers, according to
Restroworks (2025), and those same guests contribute close to 60% of total revenue. That pair of figures re-
arranges how you read any hourly map, because a packed Friday explains itself, while Tuesday at four in the af-
ternoon is where it's actually decided whether anyone comes back. An operator tracking only aggregate revenue
is watching the result, never the cause. Occupancy by daypart — covers sold over covers available inside the
block — separates what the average hides: a venue running at 62% for the day can hit 118% at one o'clock and
collapse to 11% mid-afternoon, and those two numbers demand opposite decisions. Confusing them costs mar-
gin every single day. Because without documented intraday seasonality, a credit committee treats a gastronomic
MSME as generic risk and charges it that ignorance in the rate.

Finding 2 — Why does development banking need the hourly figure?

Daypart data works as informational collateral: it proves the afternoon dip is structural and predictable,
not a symptom of a deteriorating business. Public evidence helps carry the argument.

Restroworks (2025) documents that reservation systems with reminders cut no-shows by up to 90%, and the
Journal of Service Research (2025) measures a 24.7% drop in wait-related complaints once a venue runs virtual
queues. Those are two levers a program officer can require as a disbursement condition, and both get verified
by reading the POS block by block. Without that cut, the portfolio is financed blind. Table turns measure speed;
the check measures depth of the bill. A full-service restaurant running two turns at peak and 0.4 in the afternoon
doesn't have a marketing problem, it has an offer-design problem for that block. Rushing tables that were still
generating margin is the mistake that repeats most when a manager watches only the clock.

Finding 3 — Turns and check size measure different things, and mixing them burns margin

Tipping data hints at it clearly: Toast (2024) reports average tips of 19.3%-19.4% in full service against roughly
15.8%-16% in quick service, a gap that portrays two speeds and two different experiences. Bankrate (2025)
adds that barely 35% of diners usually leave 20% or more, down from 37% the previous year. When margin
tightens, speeding up the wrong table tightens it further. Diego F. Parra, founder of Masterestaurant, holds to an
ordering rule that this analysis backs with public figures: nobody buys technology before knowing which hourly
block is losing money. Deloitte (2025) found that 74% of operators see technology as a complement to human
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work rather than a replacement, a number that defuses the total-automation fantasy. Restroworks (2025) reports
that self-ordering kiosks shave 2.3 minutes per order and that 53% of venues have already adopted them. Now,
a kiosk installed to fix a 1:00 p.m.

Finding 4 — Diego F. Parra's rule: the daypart first, the technology second

bottleneck does nothing at 4:30, when the problem isn't speed but ABSENCE of demand. Your hourly diagnosis
decides which tool you buy, and which one stays in the catalog. The low-occupancy block is the cheapest labo-
ratory a restaurant owns, and almost nobody uses it that way. If repeat business explains up to 80% of sales
(Restroworks, 2025), then every afternoon visit is worth more than its check, because it buys a future repeat.
Fishbowl (2025) measured that greeting a guest within the first ten seconds lifts satisfaction by 30%, and in a
half-empty dining room that greeting costs nothing. Qualtrics XM Institute calculates that US companies lose
US$856 billion a year to poor service, while ScanQueue (2026) attributes 130 billion dollars to bad waiting expe-
riences. Suppose your four o'clock valley climbs from 11% to 22% occupancy with guests who already know
you: you didn't double that block's sales, you doubled the base that fills your Friday.

Finding 5 — Digital channel: online ordering scrambles the hourly map

Roughly 40% of the sector's sales now move through online ordering, according to Statista, and that volume ig-
nores the geometry of the dining room. A kitchen can be at 130% of capacity at 1:15 p.m. while the floor shows
45% occupancy, because demand migrated to the digital channel without the measurement migrating with it.
Intouch Insight (2025) documents the same shift in QSR: the drive-thru concentrates 65% of orders in 2025,
down from 83% in 2020. An operator still reading occupancy as occupied tables is missing half the map. The
correction is arithmetic, not philosophical: add digital covers to the block's denominator and recalculate. What
surfaces afterward usually contradicts the owner's intuition, and that contradiction is worth money. Service quali-
ty isn't constant across the day, and available data lets you quantify that decline. SoundHound Al (2026) reports
95%-98% order-taking accuracy with voice Al against 80%-85% for a human at peak hour, and those fifteen
points of difference concentrate exactly where an error costs most.

Finding 6 — Operational precision by daypart: the peak punishes what the valley forgives

ACSI (2024) scores order accuracy at 92 and courtesy at 90 out of 100 in full service, averages that flatten un-
even performance across blocks. Sprout Social (2025) closes the loop with an uncomfortable figure: 49% of
complaints on social media get no reply from the business. The complaint is born at peak and dies unanswered
in the afternoon, when there actually was time. Schedule your replies into the valley. Slice your POS into two-
hour blocks across twenty-eight days and calculate real occupancy per daypart: guests served over seats times
theoretical turns for the block, with digital orders included in the denominator. That exercise will hand you ten to
twelve figures you don't have today, and one of them — almost always — will explain the margin gap you'd been
blaming on the competition. SATE Institute publishes this reference scorecard with Masterestaurant S.A.S. as
technology ally under the Twin Ecosystem Model, and it rests entirely on verifiable external sources: Toast,
Restroworks, Intouch Insight, Deloitte, ACSI, Bankrate.

Finding 7 — What to do Monday with the hourly map in hand

There is no proprietary sample. There is contrasted public data and the judgment of a consultant who worked
restaurant unit economics across 43 countries for twenty years. Start with your weakest block. OCCUPANCY BY
DAYPART (unit: % of covers sold over covers available in the block). It divides guests served by seats times the-
oretical turns in that block. Daily occupancy is a different animal: a venue running at 62% for the day may sit at
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118% at one o'clock and 11% at four, and those two numbers demand opposite decisions. TABLE TURNOVER
(unit: times a table is occupied within the block). A full-service urban restaurant running two turns at peak and
0.4 in the afternoon has an offer-design problem, not a marketing one. The contrast with average check matters:
turnover measures speed, check measures depth, and confusing them leads to rushing tables that were still
building margin.

Finding 8 — Operational definitions and the differences the scorecard exposes

CONTRIBUTION MARGIN BY DAYPART (unit: currency per cover, after food cost and direct variable costs).
Here sits the craft's central tension: the valley often shows BETTER unit contribution margin because check falls
less than assignable labor cost, yet worse absolute margin on volume. Resolving it means reading both figures
together, never one alone. PRIME COST BY BLOCK (unit: % of sales, food cost plus total labor). With a food
cost that must never exceed 32% on any dish, valley prime cost explodes when staffing is planned against the
daily average. Break-even cannot be computed per day in a business with such a pronounced intraday curve;
compute it per block, then consolidate. REPEAT-GUEST WEIGHT (unit: % of revenue). Restroworks (2025)
places it near 60% of total revenue, with repeat sales between 65% and 80%. The metric requires guest identifi-
cation, and that is where the digital divide of the Latin American MSME bites: without a record the data does not
exist, and the business goes blind to its own asset.

Finding 9 — Operational definitions and the differences the scorecard exposes — in practice

HOURLY TERRITORY RISK (unit: qualitative, proxied by foot traffic). Two venues four hundred metres apart
can run inverted hourly curves depending on office flow, transit and housing. The national benchmark serves
as reference, never as sentence, and whoever applies it without adjusting for micro-territory ends up shutting a
profitable daypart.

POINT BY POINT

Source contrast and the consultant's reading

WHERE RECURRING REVENUE IS BUILT

A - VALLEY DAYPART (OFF-PEAK) In the B - MASTERESTAURANT At peak: high
valley: the team has time to sustain volume, yet more occasional traffic and far
hospitality, and the returning guest decides less room for the floor team to manoeuvre.

there whether to come back.

Verdict: The valley wins. With 65%-80% of sales coming from repeat guests (Restroworks, 2025),
the low-demand window is the repetition factory, not the day's leftover.
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OPERATIONAL ACCURACY IN ORDER TAKING

A - VALLEY DAYPART (OFF-PEAK) Off- B - MASTERESTAURANT At peak, human
peak, comfortable staffing sustains quality; operators fall to 80%-85% accuracy
voice Al runs between 95% and 98% (SoundHound Al, 2026) under queue
accuracy (SoundHound Al, 2026). pressure.

Verdict: Peak needs technological support; the valley needs human judgment. Inverting that
assignment is the costliest mistake made while digitalising.

RETURN ON SERVER TRAINING

A - VALLEY DAYPART (OFF-PEAK) Training B - MASTERESTAURANT Training at peak
in the valley costs no service and activates is unworkable: formation competes with
the ten-second greeting lever, worth 30% operations and both lose.

more satisfaction (Fishbowl, 2025).

Verdict: The valley wins outright, and this is the highest-return decision per unit invested across
the whole agenda of inclusive digital transformation of the gastronomic MSME.

MANAGING THE WAIT AND ITS COST

A - VALLEY DAYPART (OFF-PEAK) Virtual B - MASTERESTAURANT Unmanaged,
queues cut pre-seating wait complaints by waiting turns into loss: USD 130 billion a
24.7% (Journal of Service Research, year in the US (ScanQueue, 2026).
2025).

Verdict: The virtual queue wins, under one condition: it does not replace the host. Without
someone who recognises the guest, a digital queue merely organises frustration.
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PHYSICAL MENU VERSUS QR MENU IN DAYPART MANAGEMENT

A - VALLEY DAYPART (OFF-PEAK) The B - MASTERESTAURANT The QR handles
printed menu governs service pace, menu delivery, accessibility, price updates and
narrative and suggestive selling, which is analytics at almost zero marginal cost.

where contribution margin moves.

Verdict: BOTH, each with its role. Dropping the printed menu to save money hands away control
of the experience; the QR complements, it never substitutes.

NATIONAL BENCHMARK VERSUS MICRO-TERRITORY

A - VALLEY DAYPART (OFF-PEAK) The B - MASTERESTAURANT Hourly territory
external benchmark frames the risk rules: two nearby venues can run
conversation and gives common language inverted curves because of office flow and
with banks and development programs. transit.

Verdict: The benchmark is a reference, never a sentence. Whoever shuts a daypart because the
national average declares it dead is shutting their own profitability.

SIDE-BY-SIDE COMPARISON
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What the hourly map reveals in the valley VALLEY

X The valley manufactures the repetition behind 65%—-80% of sales (Restroworks, 2025).

X Comfortable staffing sustains the greeting within the first 10 seconds, which lifts satisfaction by 30%
(Fishbowl, 2025).

X Automated reminders pay off more here: up to 90% fewer no-shows (LLCBuddy, 2025) on demand that
does not replace itself.

X ltis the natural window for in-person server training without hurting service, because table load allows
it.

X AKkiosk that saves 2.3 minutes per order (Restroworks, 2025) frees the server for suggestive selling,
not for removal.

What the hourly map reveals at peak MASTERESTAURANT

v" Human order-taking accuracy falls to 80%—85% against voice Al at 95%—-98% (SoundHound Al, 2026).
v Full-service tipping reaches 19.3%—19.4% (Toast, 2024): peak pays better, yet forgives nothing.

v" Drive-thru holds 65% of QSR orders in 2025, well below the 83% of 2020 (Intouch Insight, 2025).

v" Mismanaged waiting is the invisible cost of peak: USD 130 billion a year in the US (ScanQueue, 2026).

v 74% of operators treat technology as a complement to human work, not a replacement (Deloitte,
2025).

SIDE-BY-SIDE COMPARISON

Side-by-side comparison

VALLEY DAYPART (OFF-PEAK) PEAK DAYPART (LUNCH AND
DINNER)
Repeat-customer share of X 65%-80% of sales come from v ~60% of total revenue comes from
sales — definition: % of repeat customers (Restroworks, 2025); repeat guests (Restroworks, 2025),
revenue attributable to the valley is where that repetition is diluted by occasional peak traffic
returning guests cultivated
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Order-taking accuracy —
definition: % of orders
captured without error

Average tip — definition: % of
check, a proxy for perceived
service quality

Service time per order —
definition: minutes from order

to delivery

Waiting friction — definition:
complaints logged before
seating, per 100 visits

No-shows against bookings —
definition: % of confirmed
reservations that do not arrive

Perceived order quality —
definition: ACSI accuracy and
courtesy score out of 100

THE NUMBERS THAT MATTER

2026 Scorecard: the figures behind the hourly map

80 %

Upper bound of sales from repeat
customers (range 65%-80%)

98 %

Voice Al order-taking accuracy (range

VALLEY DAYPART (OFF-PEAK)

X Voice Al reaches 95%—98%
accuracy (SoundHound Al, 2026),
stable off-peak

X Quick service ~15.8%—-16% in 2024
(Toast, 2024), typical of shorter dwell
dayparts

X Self-ordering kiosks cut 2.3 minutes
per order and sit in 53% of locations
(Restroworks, 2025)

X Virtual queues cut pre-seating wait
complaints by 24.7% (Journal of
Service Research, 2025)

X Automated reminders cut no-shows
by up to 90% (LLCBuddy, 2025), with
greater effect in low-demand blocks

X  Courtesy 90/100 in full service
(ACSI, 2024), more sustainable with
comfortable staffing

95%-98%) vs 80%-85% human at peak

65 %

QSR orders through drive-thru
in 2025, down from 83% in 2020
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PEAK DAYPART (LUNCH AND
DINNER)

v" Human operators drop to 80%—
85% during the rush (SoundHound Al,
2026)

v Full service ~19.3%—-19.4% in
2024 (Toast, 2024); sector average
18.9% in Q1 2024

v 65% of QSR orders go through
the drive-thru in 2025, down from 83%
in 2020 (Intouch Insight, 2025)

v Poor waiting experiences cost US
businesses USD 130 billion a year
(ScanQueue, 2026)

v At peak, no-shows get absorbed
by walk-ins; the cost shifts to the
valley, where no replacement demand

exists

v Order accuracy 92/100 in full
service (ACSI, 2024), squeezed when
staffing follows the daily average
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19.8%

Average full-service tip in 2024 (range
19.3%-19.4%); quick service 15.8%-16%

247 o,

Reduction in pre-seating wait
complaints with virtual queues

T4,

Operators who see technology as a
complement rather than a replacement for work

VISUALIZATION

The numbers, visualized

Upper bound of sales from repeat customers (range 65%-80%)

e 80%

Voice Al order-taking accuracy (range 95%-98%) vs 80%-85% human at peak

G

QSR orders through drive-thru in 2025, down from 83% in 2020

G

Average full-service tip in 2024 (range 19.3%-19.4%); quick service 15.8%-16%

G 19.4%

Reduction in pre-seating wait complaints with virtual queues

G 24.7%

Operators who see technology as a complement rather than a replacement for work

G

Sources: Restroworks 2025 - SoundHound Al 2026 - Intouch Insight 2025 - Toast 2024 - Journal of Service Research
(Taylor & Francis) 2025

Chart by masterestaurant.com

REAL CASE
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“We arrived convinced our problem was lunch, and the hourly map showed the opposite: lunch was running
two turns and the afternoon 0.4, with identical front-of-house staffing in both blocks. We moved training and
suggestive selling into the 3-to-6 window, held the ten-second greeting as a house rule, and repeat
business stopped being a hunch and became a number we review every week. The conversation with the
bank is different now, because we bring evidence by block instead of an average that explains nothing.”

— Full-service urban restaurant operator, MSME support program, Bogota
HOW TO APPLY IT IN YOUR RESTAURANT

How to position yourself: three scenarios and the healthy range by segment

@ Scenario 1 — Single unit, full service: build the map before buying anything
With one establishment, the priority is record-keeping, not software. For four weeks log covers
and sales in two-hour blocks, and compute occupancy as covers sold over covers available in
that block. A defensible range in urban full service pairs a peak above 80% occupancy with a
valley that never drops below 25%; beneath that, block prime cost eats the day's margin.
Compare your average tip against the 19.3%-19.4% full-service figure reported by Toast (2024):
a sustained gap of more than three points usually signals a server-training problem rather than
a pricing one. And do not shut the afternoon before testing an offer designed for that window,
because 60% of revenue comes from repeat guests (Restroworks, 2025) who are won precisely
there.

@ Scenario 2 — Three to ten units: normalise the metric before comparing
The expensive mistake in a small group is comparing venues that define occupancy differently.
Fix one formula, one hourly grid and one cover criterion, and only then look at the ranking. With
the metric normalised, the internal benchmark beats any national average: if one venue sustains
24.7% fewer wait complaints after deploying a virtual queue —the effect documented by the
Journal of Service Research (2025)— replicate the procedure, not the tool. Watch the drive-thru
if you operate quick formats: it moved from 83% of QSR orders in 2020 to 65% in 2025 (Intouch
Insight, 2025), and that migration toward counter, kiosk and app redistributes front-of-house
load in ways last year's map no longer describes.
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@ Scenario 3 — Multi-unit group: turn the map into a credit and employment instrument
A group with a documented intraday curve per venue can negotiate working-capital lines with
evidence, and can plan formal hiring by block instead of by full shift. There the hourly map stops
being operations and becomes employment policy: every point of occupancy recovered in the
valley is a fraction of a formal working day that holds. Lean on the fact that 74% of operators
understand technology as a complement to human work (Deloitte, 2025); that is SDG 8 applied
to a grill. Kiosks that cut 2.3 minutes per order and already run in 53% of locations
(Restroworks, 2025) should be read as reassignment of the server toward hospitality and
suggestive selling, never as substitution.

@ Scenario 4 — Closing: the concrete action depending on where you land
If you lack block-level data, your next task is to measure four weeks; nothing else. If you already
have it and your valley sits below 25% occupancy, your task is to design an offer for that window
and move in-person server training there. If your valley is healthy and your peak overflows, the
bottleneck is process: measure order accuracy against the ACSI 92/100 (2024) and work the
virtual queue before touching the menu. In all three cases, ALWAYS keep the physical menu
alongside the QR menu: the printed menu governs service pace, menu narrative and suggestive
selling, while the QR handles delivery, accessibility, price updates and analytics. Each has its
role, and removing the printed one hands away control of the experience.

FAQ

Frequently asked questions about the occupancy-by-daypart benchmark

What occupancy by daypart is healthy for an urban restaurant in 2026?

In urban full service, a peak above 80% occupancy with a valley that never falls under 25% is a defensible
range. The key reference is not occupancy itself but its relationship with repetition: 65% to 80% of sales come
from returning guests (Restroworks, 2025), and that repetition is cultivated off-peak.

Does technology replace the server during low-demand dayparts?

No, and operators say so: 74% see technology as a complement rather than a replacement for work (Deloitte,
2025). Kiosks cut 2.3 minutes per order and already run in 53% of locations (Restroworks, 2025); that time must
be reassigned to hospitality, suggestive selling and guest experience, where the server produces margin.

Does server training actually move valley occupancy?

Yes, and it is the cheapest lever available. A greeting within the first ten seconds lifts satisfaction by 30%
(Fishbowl, 2025), and in-person customer service training fits precisely into the low-load window without
harming service. Front-of-house training applied to the valley acts on repetition, which delivers close to 60% of
total revenue (Restroworks, 2025).
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How does the hourly map relate to inclusive digital transformation of the gastronomic MSME?

The hourly map is the first structured dataset a gastronomic MSME can produce without meaningful investment,
which makes it the entry door. With it, the establishment demonstrates intraday seasonality to commercial and

multilateral banks, supports scoring with operational data, and plans formal employment by block, aligned with

SDGs 8, 9 and 12.

DATA & SOURCES

Sector data 2026 (official sources)

Verifiable industry benchmarks from official, non-commercial sources (government, industry associations,

market research) - not competitors.

Metric

Intervencion humana en drive-thru con
IA de voz

Precision de IA de voz vs. humano en
pedidos

Reduccion de fila con kioscos de
autoservicio

Tasa de no-show en reservas (Reino
Unido)

No-shows en Londres

Jovenes 16-24 que faltan
regularmente a reservas

Propiedad Intelectual de Masterestaurant® — Exclusivo para Lideres de Sector -

Benchmark 2026

1 de cada 4 pedidos atin requiere intervencién de
un empleado (2025)

95%-98% (lA) frente a 80%-85% (humano en hora
pico)

2,3 minutos menos por pedido; 53% de locales los
adoptaron

33,7% de los comensales ha faltado a una reserva

40% de los comensales admite haber faltado
alguna vez

25% confiesa hacerlo con frecuencia

Author: Diego F. Parra - Publisher: MASTERESTAURANT®

Q Content created with Al assistance, reviewed by the MASTERESTAURANT editorial team.
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