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Background 

This case study focused on how important reputa-
tion management is. After the chili crisis, the Wendy’s 
sales and reputation were affected by the incident. 
However, Benoit’s Image Restoration strategies to 
Wendy’s to attempt to have initial response strategies 
and to repair its damaged reputation after the chili 
crisis on March 22, 2005

Methodology

The methodology is an in-depth review and 
analysis of a real crisis situation, the Wendy’s Chili 
incident is a representative case in this study. Crisis 
communication standards and situational crisis com-
munication, and Image restoration theory were applied 
to the case study. The case study is to analyze how the 
strategies of Wendy’s was attempted and if the case 
was successful or less successful.
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Results

Wendy’s relied heavily on methods such as denial, minimization, correc-
tive actions, justification, and not attacking accusers. Wendy’s situational 
crisis communication and the image repair effort were partially successful 
and less successful.

Wendy’s Reputation Management

<Failure responses>
Wendy’s did not have any crisis management analysis and plans prior to 
any similar event like chili crisis.
Wendy’s strategy was to control the crisis, particularly to enforce the law, 
focusing mostly on the fact that they are not responsible for the chili inci-
dent, instead of focusing on limiting the damage of their reputation and 
sales.
Wendy’s failed to take any steps to assure their customers that it was safe 
place to eat at Wendy’s. Because the perception of the company image 
was that it was not safe to eat at Wendy’s giving away milkshakes and 
coupons did not tell people that Wendy’s is a safe place to eat. And this 
would not bring Wendy’s reputation and sales back to before

<Success responses>
Wendy’s responded quickly in crisis communication to the public via the 
media, spoke with one voice; showed consistency, and showed openness 
such as availability to the media, willingness to disclose information, and 
honesty.
In proving that Wendy’s is a good and safe place to eat and trying to bring 
the sales and reputation back to normal, special coverage in the media or 
campaigns might have been a possible solution.
Wendy’s developed situational communication strategies to protect ongo-
ing crises and they developed an extensive image repair effort to restore 
its reputation after the chili incident.


