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THE FIRST 60 SECONDS
How a better opening can create conversation, trust, and a stronger guest
experience.

The problem: "What can I get you?" is efficient, but it can also end discovery before it
begins. A better opening gives the guest an easy way to talk without forcing a script.
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A BETTER SEQUENCE

Recognize: "Hey, welcome in."

Open: "Have you been here before?"

Listen: let the answer tell you where to go next.

Follow up: ask one relevant question.

Guide: recommend only when you have enough information to be helpful.

In live-conversation studies, asking more questions, especially follow-up questions, was
associated with greater liking, with perceived responsiveness helping explain the effect. The
2025 correction reported no change to the substantive conclusions. [R1][R1C]
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WHAT NOT TO DO

Do not interrogate.

Do not force the same greeting on every guest.

Do not turn every question into an upsell.

Do not ignore guests who clearly want a fast, low-interaction transaction.
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LEADING-BAR EXAMPLE

Overstory has described intentionally simplifying cocktail descriptions to encourage
guests to talk with bartenders rather than spending the entire decision moment looking
down at the menu. [C1]

The principle: the goal is not more words. It is more responsiveness. Great service
adapts to the guest.
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Part of The Happy Thesis Co.'s free Bar Owner Resource Library. Get in touch if you'd like help putting any of this

into practice.

Interpretation note: hospitality and restaurant studies are used as evidence for general
service and environment principles. They should not be read as guarantees of a specific
sales lift in a particular bar. Leading-bar examples illustrate execution patterns consistent
with those principles.
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