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Hwy 55 Burgers, Shakes and Fries is dedicated to 

its customers with excellent service. The company 

is also dedicated to its customers in ways that 

extend beyond the restaurant’s service offerings.

The exciting, fast-paced 1950s-style diner is heavily involved in its 

customers’ local communities: It’s not just a restaurant that serves 

fresh burgers and award-winning sweet tea, it’s also a restaurant 

that creates positive experiences for its guests in their daily lives.

“We tend to go into smaller communities where we can be the go-

to burger joint,” says Andy Moore, director of communications at 

Hwy 55. “A lot of that has to do with how we market ourselves, the 

partnerships we try to have with local schools, sports teams, and 

fundraisers we hold.”

For more information, visit ReviewTrackers.com

Industry: Hospitality

Customer since: 3/26/2015

Locations: 134

Review sources: 13

Reputation score: 4.1 stars

Figures as of Q3 2018
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One way this open-kitchen restaurant accomplishes that local feel 

is by listening to what its customers are saying. In order to stay 

true to its service, Hwy 55 monitors and analyzes every element of 

customer feedback. 

The team efficiently monitors and analyzes its customers’ feedback 
across online review sites using ReviewTrackers. 

 
THE CHALLENGE

PROBLEMS WITH LINE OF SIGHT INTO CUSTOMER 

FEEDBACK ACROSS 134 FRANCHISE LOCATIONS 

Before Moore’s team started analyzing and monitoring customer 

feedback with ReviewTrackers, Moore knew that he was not 

capturing all possible customer data.

In the past, Moore’s team would use an Excel spreadsheet to 

collect all of the review pages that they could find. Then, they would 
manually go through each review site to collect any new reviews that 

came up in the past couple of days.

“Inevitably, things are going to slip and you’re not responding to 

the reviews as quickly as you should and you’re missing a lot of 

opportunities to improve operationally,” he says. 

“The major frustration was knowing that things were falling through 

the cracks. Actually having a spreadsheet of every one of our review 

pages that we could find, then manually going down each one to 
see if any of the reviews would come up in the past couple of days.” 

MAKING SURE THE TEAM IS FOCUSED ON THE ‘RIGHT 

THINGS’ WITHIN THE CUSTOMER EXPERIENCE

Moore knew he needed a process, a system, to respond to and 

engage with customers on review sites. 

“To have a 

platform that 

enables us 

to respond 

to people 

quickly and 

figure out if 
we’re trending 
upwards, 

and if we’re 

focusing on 
the right 
things, it’s 
been super 

beneficial.”
Andy Moore, 

director of 

communications  

at Hwy 55

Customers are 43 percent more likely to leave a review 
after a positive experience at a restaurant and 46.7 
percent more likely after a negative experience.
(ReviewTrackers)
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“In the past, we surveyed our customers and used 

a secret shopper program,” Moore says. “But it 

was pretty hit-and-miss and when it came time 

to actually respond to reviews and interact with 

customers online. We were forced to pick our 

battles. To have a platform that enables us to 

respond to people quickly and figure out if we’re 
trending upwards and if we’re focusing on the 

right things has been super beneficial.”

THE SOLUTION
 

ANALYZING AND MANAGING ALL 

REVIEWS ON ONE DASHBOARD 

Moore says having all reviews on one dashboard 

is one of the most useful features for the 

company. The Trending Topics feature also helps 

Moore’s team understand their customers.

“We’re starting to use Trending Topics more to get 

a feel for what customers are really liking and to 

focus on the right things,” he says.

Moore says he likes being able to quickly 

respond to all reviews – never missing one. The 

ReviewTrackers’ reporting feature is especially 

beneficial to the locations that need to improve 
guest experience. 

Users are able to download three different 
reports with this feature: 

1.  A high-level overview of the data from the 

dashboard. 

2.  A report of locations’ ratings/reviews. 

3.  A report of how individual locations compare 

to one another other.

“Whenever we have a certain store that is 

trending in the wrong direction, reports have 

been really helpful to kind of give a historical view 

of where that store is at,” Moore says. “And on the 

dashboard, we use the average rating feature.” 

 

51.7 of customers who post online reviews expect a 
response in seven days or less. 
(ReviewTrackers)

“I would be comfortable 

saying that it’s cut down 
the time it takes to 

respond to reviews by 

75 percent.” 
Andy Moore, director of 

communications at Hwy 55
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CUSTOMER FEEDBACK IS USED TO 

IMPROVE OPERATIONS ACROSS ALL 

LOCATIONS 

When it comes to how ReviewTrackers has helped 

Hwy 55’s operations, Moore says “there’s an 

example almost once a day.” 

Although the team at Hwy 55 thought their wait 

staff was doing a great job greeting guests in a 
timely manner — when guests first sit down at a 
table — Moore’s team found out this wasn’t the 

case after analyzing keywords in reviews by utilizing 

the ReviewTrackers Trending Topics feature. 

Moore’s team noticed that “waitress” correlated 

heavily with negative reviews. The team 

investigated the issue and found that at some 

locations, after guests initially sat down, waiters 

and waitresses were waiting too long to greet the 

guests. 

Moore’s team took action on this insight. 

“That enabled us to make that a priority in our 

training and onboarding process. We also used 

the opportunity to remind everyone in a company-

wide email on the steps to greeting a customer 

and serving him or her as quickly as we can,” 

Moore says. “It was interesting because we felt we 

were doing pretty O.K. at that and then we realized 

that it actually was a real pain point for us.”  

TIME SAVED RESPONDING TO REVIEWS

ReviewTrackers has freed up a great deal of time 

for Moore’s team.

“I would be comfortable saying that it’s cut down 

the time it takes to respond to reviews by 75 

percent,” Moore says. “It’s been a huge time-saver 

which is really really important to us as we continue 

to grow, especially with a pretty lean staff.” 

Here’s an example of the Trending Topics feature. This is Hwy 55’s dashboard from the last 12 months as 

of September 30, 2018.  “Waitress” is in red, which means there are more negative than positive reviews 

with waitress in the text of the review.


