Hooter’s Case

Using the five phases and the steps involved in our strategy worksheet, we were able to detect the crisis and determine the facts using our incident report form.  We then created a timeline to construct the sequence of events.  Next we assessed the type of crisis we were dealing with as a public image/people crisis. As a result, we determined the impact of the crisis to be high.  

Using that information, we broke down the responsibility of the crisis into two parts; part one being detection/prevention of the crisis and part two being the actual crimes committed.  We realized that this crisis was our responsibility since we had not prevented it from happening, even though we had no part in any wrongdoing.  Our strategy was an amalgamation of these two parts of the crisis, and we reasoned our response should be a partial apology and immediate action to correct the situation.  

Our team then analyzed our stakeholders.  They were as follows: Hooters executives, franchise owners, staff, frequent customers, the media/media lions, the police, and members of the public.  After communicating to our executives using our contact sheet, we focused on our solutions to this crisis.  Our solutions included: closing the restaurants involved in the prostitution ring to review employees; opening a toll-free hotline for information about criminal activity; creating an Internet message board for any questions or concerns, working with the police closely, holding a press conference to explain the situation and to denounce the criminal activity, holding meetings with our sponsors, sending letters to media lions like Jerry Falwell and Bill O’Reilly, starting a print media campaign to boost our public image, and increasing charity work.

After these solutions were in place, we made sure to answer all media questions using the media contact sheet.  After the crisis was over and we had recovered, we assessed our crisis plan using the crisis evaluation form.  Using the Hooters crisis management plan enabled us to effectively detect, assess, and deal with this crisis.  
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