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case study

Learning Objectives
t� To discuss the implications of adhering to the business’ vision/

mission/purpose statement in the face of changing social 
OPSNT�

t� To examine the response to an image crisis for a restaurant 
chain organization and the effects of sudden publicity on re�
TVMUJOH�öOBODJBM�PVUDPNFT�

t� To consider how a company’s expansion into new markets may 
CF�NFU�XJUI�UIF�SFQFSDVTTJPOT�PG�QBTU�QFSDFQUJPOT�

t� To understand how a focus on product and service quality may 
IFMQ�UP�TVQQPSU�B�öSN�UISPVHI�UJNFT�PG�QPUFOUJBM�DSJTJT�

Introduction
%BWF�IBT�B�EJMFNNB���)JT�TPO�#SBOEPO�IBT�KVTU�SFDFOUMZ�IBE�UIF�

PQQPSUVOJUZ�UP�EJOF�BU�UIF�OFX�$IJDL�öM�"�UIBU�IBT�PQFOFE�JO�UIF�BSFB���
#SBOEPO�IBT�FYQSFTTFE�IJT�MPWF�GPS�$IJDL�öM�"�T�GPPE�JT�UVSOJOH�FJHIU�UP�
EBZ�BOE�IBT�SFRVFTUFE�B�QMBUUFS�PG�OVHHFUT�GPS�IJT�QBSUZ���%BWF�T�GSJFOET�
and family all think highly of the popular quick service restaurant chain, 
QSBJTJOH�JUT�GSJFOEMZ�FNQMPZFFT�BOE�EFMJDJPVT�NFOV���)PXFWFS�%BWF�
was raised in a household with two fathers, and is a huge supporter of 
HBZ�NBSSJBHF�BOE�-(#5�SJHIUT���5IF�IVHF�QVCMJD�VQSPBS�PWFS�$IJDL�öM�"�T�
$IJFG�0QFSBUJOH�0óDFS�%BO�$BUIZ�T�IBSE�MJOFE�SFNBSLT�NBEF�UIF�WJFX�
QPJOUT�PG�$IJDL�öM�"�T�FYFDVUJWFT�DMFBS��NBSSJBHF�CFUXFFO�B�NBO�BOE�
B�XPNBO�JT�UIF�POMZ�BDDFQUBCMF�GPSN�PG�UIF�JOTUJUVUJPO���%BWF�EPFTO�U�
want to disappoint his son and his friends, however he is uncertain if he 
TIPVME�TVQQPSU�UIF�DIBJO�XJUI�IJT�CVTJOFTT��)PX�DBO�%BWF�NBLF�FWFSZ�
POF�IBQQZ�XIJMF�TUBZJOH�USVF�UP�IJT�QFSTPOBM�CFMJFGT �

The origins of Dave’s dilemma stem from events that occurred a 
GFX�ZFBST�QSJPS�UP�IJT�TPO�T�CJSUIEBZ�QBSUZ���0O�+VMZ���UI������EVSJOH�
a seemingly routine interview on The Ken Coleman Radio Show, Dan 
$BUIZ�NBLFT�B�TUBUFNFOU�UIBU�JHOJUFT�B�TUPSN�PG�QVCMJD�PVUDSZ�i*�UIJOL�
we are inviting God’s judgment on our nation when we shake our 
fist at him and say, ‘We know better than you as to what constitutes a 
NBSSJBHF����*�QSBZ�(PE�T�NFSDZ�PO�PVS�HFOFSBUJPO�UIBU�IBT�TVDI�B�QSJEF�
ful, arrogant attitude to think we have the audacity to define what 
NBSSJBHF�JT�BCPVU�w��5IPVHI�$BUIZ�XPVME�MBUFS�TUBUF�UIBU�IF�XBT�POMZ�
attempting to solidify the company’s perception in the eyes of the 

public, for many, Cathy has just crossed the thin line which separates 
NPSBM�DPOWJDUJPO�BOE�QSFKVEJDF���5IJT�QPUFOUJBMMZ�JOøBNNBUPSZ�PQJOJPO�
JT�BMTP�QSPKFDUFE�PO�$BUIZ�T�GBNJMZ�SVO�DPNQBOZ����)PXFWFS�BMUIPVHI�
the comment served to bring the Cathy family’s moral values to light, 
B�MPPL�BU�UIF�IJTUPSZ�BOE�DPNQBOZ�DVMUVSF�PG�$IJDL�öM�"�TIPXT�UIBU�IJT�
FYQSFTTFE�CFMJFGT�BSF�IBSEMZ�TVSQSJTJOH�

2ULJLQV�RI�&KLFN�ÀO�$�	�*URZWK�RI�WKH�&RPSDQ\
'SPN�UIF�CFHJOOJOH�UIF�ESJWJOH�GPSDF�PG�$IJDL�öM�"�T�TVDDFTT�

IBT�CFFO�5SVFUU�$BUIZ���4QFOEJOH�IJT�FBSMZ�ZFBST�JO�B�QPWFSUZ�TUSJDLFO�
household, Cathy combined his desire to work hard with an entre�
preneurial spirit to open his first restaurant, the Dwarf House, in 
���������/PUBCMZ�$BUIZ�EFDJEFE�UIBU�UIF�SFTUBVSBOU�XPVME�OPU�PQFO�
on Sundays, to reflect biblical principles and allow time for attending 
DIVSDI���5IF�%XBSG�)PVTF�XBT�B�TVDDFTT�JO�JUT�PXO�SJHIU�CVU�UIF�SFBM�
breakthrough came from the creation of a fried chicken sandwich, 
XIJDI�XBT�EFSJWFE�GSPN�IJT�NPUIFS�T�SFDJQF��5IF�TBOEXJDI�XBT�B�
runaway success with restaurants lining up to purchase the license to 
sell Cathy’s unique concept, however Cathy worried about the lack of 
RVBMJUZ�DPOUSPM�UIBU�XPVME�SFTVMU�GSPN�TFMMJOH�UIF�SJHIUT�UP�UIF�SFDJQF���
"T�B�SFTVMU�$BUIZ�PQFOFE�UIF�öSTU�$IJDL�öM�"�SFTUBVSBOU�JO�"UMBOUB�JO�
�������#Z�CFHJOOJOH�B�OFX�SFTUBVSBOU�DPODFQU�$BUIZ�BOE�IJT�GBNJMZ�
were able to retain their high standards while still making their deli�
DJPVT�GPPE�BWBJMBCMF�UP�UIF�NBTTFT�

Originally opened exclusively in shopping mall food courts, the 
GBTU�GPPE�DIBJO�MBUFS�FYQBOEFE�JOUP�GSFF�TUBOEJOH�VOJUT�JO�UIF�MBUF�
�����T�XJUI�ESJWF�UISVT�BEEJOH�B�WBMVBCMF�DPNQPOFOU�PG�TFSWJDF���
Cathy’s initial plans to expand were deliberately conservative as he 
XBT�EFUFSNJOFE�UP�SFUBJO�PXOFSTIJQ�PG�UIF�DPNQBOZ��)JT�DIJFG�DPODFSO�
regarding franchising the company lay in losing control of standards 
UP�MPDBM�PXOFST���$BUIZ�T�TUSBUFHZ�XBT�UP�UVSO�UIF�GSBODIJTJOH�PG�B�$IJDL�
öM�"�JOUP�B�SFMBUJPOTIJQ�VOJRVF�UP�UPEBZ�T�GBTU�GPPE�SFTUBVSBOU�JOEVTUSZ��
When a new location is determined to be viable, the company seeks 
PVU�QPUFOUJBM�PXOFST�BOE�SFRVJSFT�BO�JOJUJBM�DPNNJUNFOU�PG���������
BO�JODSFEJCMZ�MPX�BNPVOU�DPNQBSFE�UP�PUIFS�öSNT���5IF�PXOFS�JT�UIFO�
put through an intensive training program before being allowed to 
being operations, as well as agreeing to have no other active busi�
OFTT�WFOUVSFT�	$PNQBOZ�'BDU�4IFFU�����
���5IF�SFTVMUJOH�CVTJOFTT�JT�
then considered a relationship between the parent company and the 
PXOFS�BT�PQQPTFE�UP�B�USBEJUJPOBM�GSBODIJTF�BHSFFNFOU�
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Company Culture
It is easy to see the Christian values that were instilled into the 

$IJDL�öM�"�DPNQBOZ�GSPN�JUT�GPVOEFST���"�QMBRVF�FNCMB[POFE�XJUI�B�
QPSUJPO�PG�UIF�DPNQBOZ�T�NJTTJPO�i5P�HMPSJGZ�(PEw�TJUT�QSPVEMZ�OFBS�
UIF�FOUSBODF�UP�UIF�öSN�T�IFBERVBSUFST�JO�"UMBOUB�(FPSHJB�	$IJDL�öM�"�
&YFDVUJWF�#JPT�����
��5IF�EFDJTJPO�UP�SFNBJO�DMPTFE�PO�4VOEBZT�JT�BMTP�B�
SFøFDUJPO�PG�UIF�DPNQBOZ�T�DVMUVSF�EFTQJUF�B�QSFEJDUJPO�PG�BEEJOH������
NJMMJPO�JO�OFX�XPSUI�XFSF�UIF�DPNQBOZ�UP�DIBOHF�UIJT�QPMJDZ�	1SJW$P�
����
����5IF�DPNQBOZ�T�QFSTJTUFOU�FNQIBTJT�PO�$ISJTUJBO�QSJODJQMFT�SBJTFT�
UIF�PCWJPVT�RVFTUJPO���%P�$IJDL�öM�"�FNQMPZFFT�OFDFTTBSJMZ�IBWF�UP�
subscribe to the Christian faith in order to stay with the company, and 
JG�TP�UP�XIBU�EFHSFF ��$BUIZ�T�BOTXFS�JT�BT�GPMMPXT�i/PU�BU�BMM�CVU�XF�
BTL�UIBU�ZPV�NBLF�ZPVS�CVTJOFTT�EFDJTJPOT�CBTFE�PO�CJCMJDBM�QSJODJQMFT���
There seem to be no conflicts when we tell people of various faiths how 
JNQPSUBOU�JU�JT�UP�TUJDL�UP�UIF�4DSJQUVSFT�JO�CVTJOFTT�EFDJTJPOT���*O�UIF�
Scriptures we learn how to handle our businesses, how to give custom�
FST�HPPE�TFSWJDF�BOE�IPX�UP�USFBU�FNQMPZFFT�w�	/PWBDL�����
�����

"T�B�QSJWBUFMZ�PXOFE�GBNJMZ�CVTJOFTT�$IJDL�öM�"�IBT�DPOTJEFSBCMZ�
less parties involved in decision making compared to a publicly traded 
öSN���5IF�$BUIZ�GBNJMZ�PDDVQJFT�UISFF�FYFDVUJWF�QPTJUJPOT�XJUI�ZPVOHFS�
HFOFSBUJPOT�BDUJWFMZ�JOWPMWFE�JO�UIF�DPSQPSBUF�PóDF���5IJT�MFWFM�PG�DPOUSPM�
allows the chain to remain true to Truett Cathy’s original Four Tenets, cre�
BUFE�JO������JO�SFTQPOTF�UP�UIF�TUFBEJMZ�HSPXJOH�OVNCFS�PG�SFTUBVSBOUT�

��� *OTUFBE�PG�TFMMJOH�GSBODIJTFT�$IJDL�öM�"�XJMM�GPSN�KPJOU�WFOUVSFT�
XJUI�JOEFQFOEFOU�0QFSBUPST�

$BUIZ�SFBTPOFE�UIBU�UIJT�XPVME�iHVBSBOUFF�RVBMJUZ�TVQFSWJTJPO�BOE�
UIF�NPUJWBUJPO�PG�QBSUOFSTIJQ�w�5IF�UVSOPWFS�BNPOH�$IJDL�öM�"�PQFSBUPST�
JT�MPX�BU����B�ZFBS��"NPOH�IPVSMZ�XPSLFST�UVSOPWFS�JT�����DPNQBSFE�
XJUI�UIF�BWFSBHF������GPS�UIF�JOEVTUSZ���$BUIZ�TUBUFT�i8F�UFMM�BQQMJDBOUT�A*G�
ZPV�EPO�U�JOUFOE�UP�CF�IFSF�GPS�MJGF�ZPV�OFFEO�U�BQQMZ��w�*O�BEEJUJPO�$BUIZ�
encourages quality interaction between Operators, team members and 
DVTUPNFST�CPUI�JO�UIF�SFTUBVSBOU�BOE�JO�UIF�DPNNVOJUZ���

��� 4UPSFT�XJMM�POMZ�CF�PQFOFE�JO�NBKPS�TIPQQJOH�NBMMT��

Positioning the company primarily in shopping malls took ad�
vantage of a timely niche opening in the fast food marketplace as 
TIPQQJOH�NBMMT�XFSF�SBQJEMZ�JODSFBTJOH�JO�QPQVMBSJUZ���5IJT�XBT�BMTP�B�
NFUIPE�CZ�XIJDI�UIF�DPNQBOZ�DPVME�NJOJNJ[F�DBQJUBM�DPTUT�QFS�TUPSF��
5PEBZ�$IJDL�öM�"�PXOT�NBOZ�TUPSFT�JO�B�WBSJFUZ�PG�MPDBUJPOT�PVUTJEF�PG�
shopping malls, however, the emphasis on corporate control of where 
UIFTF�MPDBUJPOT�BSF�QPTJUJPOFE�SFNBJOT�UIF�TBNF�

��� (SPXUI�XJMM�CF�öOBODFE�QSJNBSJMZ�JOUFSOBMMZ�

By financing all new locations internally, Cathy guaranteed own�
ership would remain in his hands and that the company would be able 
UP�SVO�BDDPSEJOH�UP�$ISJTUJBO�QSJODJQMFT���*U�BMTP�EJNJOJTIFE�UIF�DIBODFT�
that quality control might become unmanageable due to too fast a 
QBDF�PG�HSPXUI��5IJT�QSJODJQMF�SFNBJOT�JO�QMBDF�UPEBZ���

��� 5IF�DIJFG�FNQIBTJT�XJMM�CF�PO�QFPQMF��

i5IJTw�$BUIZ�XSPUF�iJT�UIF�FTTFODF�PG�UIF�QIJMPTPQIZ�PG�MJGF�UIBU�
(PE�IBT�FOUSVTUFE�UP�VT�w�$BUIZ�DPOUJOVFE�i.PTU�	PQFSBUPST
�GFFM�UIBU�
UIJT�JT�NPSF�UIBO�KVTU�B�KPC���5IFZ�GFFM�FJUIFS�B�EJWJOF�DBMM�PS�UIF�TBUJT�
GBDUJPO�PG�B�EFTJSF�UP�NBLF�B�EJòFSFODF�JO�UIF�XPSME���5IFZ�DPOUSJCVUF�
greatly to the development of teenagers who work in our restaurants, 
creating a wholesome atmosphere in which to work and modeling 
QPTJUJWF�MFBEFSTIJQ�USBJUT�UIBU�UFFOBHFST�XJMM�UBLF�JOUP�UIFJS�BEVMU�MJWFT���
Our Operators consider themselves to be mentors to the next genera�
UJPO�w��	$BUIZ�*U�T�&BTJFS�UP�4VDDFFE�5IBO�'BJM�����
�

To maintain Truett Cathy’s Four Tenets, the strategic direction of 
$IJDL�öM�"�T�QPMJDJFT�IBT�SFNBJOFE�JO�UIF�GBNJMZ���"T�UIF�TFDPOE�HFOFSBUJPO�
of leadership prepares to hand over the reins to their children, the core 
CVTJOFTT�QSJODJQMFT�IBWF�CFFO�JOTUJMMFE�XJUI�OPUIJOH�HJWFO�GPS�GSFF��*ODPN�
ing members of the Cathy family are required to spend multiple years 
XJUI�PVUTJEF�öSNT�CFGPSF�DPNJOH�PO�CPBSE�BU�B�TUPSF�NBOBHFS�QPTJUJPO���
Advancement through the corporate ladder is earned in the same fashion 
BT�JU�XPVME�CF�GPS�BOZ�PUIFS�FMJHJCMF�DBOEJEBUF�	4UBOGPSE�����
�

"�öOBM�OPUBCMF�$ISJTUJBO�QSJODJQMF�XIJDI�$IJDL�öM�"�IBT�DIPTFO�
UP�FNCSBDF�JT�UIF�QSJODJQMF�PG�BMUSVJTN���*O������BMPOF�UIF�MBTU�ZFBS�
GPS�XIJDI�UBY�JOGPSNBUJPO�XBT�BWBJMBCMF�$IJDL�öM�"�EPOBUFE�XFMM�PWFS�
FJHIU�NJMMJPO�EPMMBST�UP�WBSJPVT�DIBSJUJFT���5IF�GPDVT�PG�$IJDL�öM�"�T�DPS�
porate giving program is supporting youth, family and educational 
QSPHSBNT���5IF�8JO4IBQF�'PVOEBUJPO�BO�PSHBOJ[BUJPO�DSFBUFE�CZ�
$IJDL�öM�"�JO������UP�iIFMQ�TIBQF�XJOOFSTw�BOE�iGBDJMJUBUF�QFSTPOBM�
HSPXUIw�JT�SFTQPOTJCMF�GPS�GVOOFMJOH�$IJDL�öM�"�T�EPOBUJPOT�UP�WBSJPVT�
DIBSJUJFT�XIJDI�QSPWJEF�DBNQJOH�QSPHSBNT�GPS�NPSF�UIBO�������DIJM�
ESFO�BOOVBMMZ�TVQQPSU����GPTUFS�IPNFT�XIJDI�DBSF�GPS�NPSF�UIBO�����
children, as well as a number of organizations which offer marriage 
FOSJDINFOU�SFUSFBUT���"EEJUJPOBMMZ�$IJDL�öM�"�IBT�BXBSEFE�NPSF�UIBO�
����NJMMJPO�JO�DPMMFHF�TDIPMBSTIJQT�UP�JUT�IPVSMZ�FNQMPZFFT�PWFS�UIF�
ZFBST���	"CPVU��8JO4IBQF�'PVOEBUJPO�����


However, some of the company’s charitable efforts are not uni�
WFSTBMMZ�BQQSPWFE���4JODF������$IJDL�öM�"�IBT�EPOBUFE�B�TUBHHFSJOH�
$5 million plus to groups that support the conversion of homosexual 
men and women into what most Christians believe is a healthier, 
IFUFSPTFYVBM�MJGFTUZMF���.BOZ�PG�UIFTF�PSHBOJ[BUJPOT�BSF�DPOTJEFSFE�CZ�
HBZ�SJHIUT�PSHBOJ[BUJPOT�UP�CF�IBUF�HSPVQT���"O�FWFO�MBSHFS�BNPVOU�PG�
money has been donated to Christian marriage counseling organiza�
tions that have stated they do not support the notion of marriage by 
DPVQMFT�XIP�BSF�PG�UIF�TBNF�TFY���5IFTF�EPOBUJPOT�IBWF�CFFO�DSJUJ�
cized by organizations such as the Gay and Lesbian Alliance Against 
Defamation, the National Gay and Lesbian Task Force, and the Human 
3JHIUT�$BNQBJHO��	&RVBMJUZ�.BUUFST�����


Dan Cathy Reacts
%BO�$BUIZ�BXPLF�UIF�NPSOJOH�PG�+VOF���UI�UP�öOE�IJT�DPNNFOUT�

GSPN�UIF�BGUFSOPPO�CFGPSF�QMBTUFSFE�BDSPTT�IFBEMJOFT�OBUJPOXJEF���0O�
the one hand, the response was startling; the social media era was 
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DFSUBJOMZ�XFMM�VOEFSXBZ���*O�BEEJUJPO�UP�USBEJUJPOBM�OFXT�PVUMFUT�GPDVT�
ing on his comments, thousands of tweets, blogs and Facebook posts 
XFSF�BMSFBEZ�XFJHIJOH�JO�PO�UIF�JTTVF�BDSPTT�QVCMJD�BJSXBZT���5IF�NFT�
TBHF�XBT�DPNQPVOEFE�FWFO�GVSUIFS�CZ�UIF�UJNJOH���*U�XBT�BO�FMFDUJPO�
year and politicians of both parties were quick to express their opinion 
PG�UIF�JTTVF���'VSUIFS�TFMFDU�NFNCFST�PG�UIF�SFMJHJPVT�SJHIU�CFHBO�UP�
raise up the Cathy family as champions of their cause, lengthening 
UIF�OFXT�DZDMF�BOE�JODSFBTJOH�QVCMJD�FYQPTVSF���/FHBUJWF�TQJOPòT�PG�
$IJDL�öM�"�T�QPQVMBS�i&BU�.PS�$IJLJOw�NFEJB�DBNQBJHO�CFHBO�QPQQJOH�
VQ�PO�UIF�JOUFSOFU���/P�EPVCU�DPOTJEFSBUJPO�PG�UIF�DIBOHJOH�TPDJBM�FO�
WJSPONFOU�PG�UIF�6OJUFE�4UBUFT�XFSF�BMTP�SVOOJOH�UISPVHI�%BO�T�NJOE���
"U�UIF�UJNF�$IJDL�öM�"�XBT�GPVOEFE�UIF�SBNJöDBUJPOT�PG�UBLJOH�B�SFMB�
tively hardline stance on a political issue such as gay marriage were 
DPOTJEFSBCMZ�MFTT�UIBO�UPEBZ�T�NPEFSO�FSB���5IF�JODSFBTJOH�MFHBMJ[BUJPO�
and acceptance of LGBT rights, as well as the ability for a message to 
be instantaneously transmitted to millions of social media users, ne�
DFTTJUBUFE�B�NVDI�EJòFSFOU�UIPVHIU�QSPDFTT�UIBO�JO�UIF�QBTU�

Two weeks after Dan Cathy’s interview on The Ken Coleman Radio 
Show, he accepted an interview with the Baptist Press, a news ser�
WJDF�PG�UIF�4PVUIFSO�#BQUJTU�$POWFOUJPO���"T�JU�IBQQFOFE�MFTT�UIBO�B�
month earlier, delegates at the annual meeting of the Southern Baptist 
$POWFOUJPO�WPUFE�UIBU�NBSSJBHF�XBT�iUIF�FYDMVTJWF�VOJPO�PG�POF�NBO�
BOE�POF�XPNBOw���$BUIZ�XBT�FYQFDUFE�UP�NBLF�B�OPOEFTDSJQU�TUBUF�
NFOU�XIJDI�XPVME�OFJUIFS�QMFBTF�OPS�BOHFS�FJUIFS�TJEF�PG�UIF�EFCBUF���
Shortly after opening the interview, Cathy was asked outright whether 
IF�PQQPTFE�HBZ�NBSSJBHF���5P�UIF�QVCMJD�T�BNB[FNFOU�%BO�$BUIZ�øBUMZ�
SFTQPOEFE�i(VJMUZ�BT�DIBSHFE���8F�BSF�WFSZ�NVDI�TVQQPSUJWF�PG�UIF�
GBNJMZ��UIF�CJCMJDBM�EFöOJUJPO�PG�UIF�GBNJMZ�VOJU���8F�BSF�B�GBNJMZ�PXOFE�
CVTJOFTT�B�GBNJMZ�MFE�CVTJOFTT�BOE�XF�BSF�NBSSJFE�UP�PVS�öSTU�XJWFT���
8F�HJWF�(PE�UIBOLT�GPS�UIBU�w��*O�UIF�FZFT�PG�UIF�QVCMJD�$BUIZ�IBE�
DMFBSMZ�DIPTFO�B�TJEF��UIF�DPNQBOZ�XPVME�NBJOUBJO�WJFXT�XIJDI�XFSF�
JO�MJOF�XJUI�UIF�#BQUJTU�GBJUI�XIJDI�IJT�GBUIFS�CVJMU�UIF�DPNQBOZ�PO���
$IJDL�öM�"�IBE�KVTU�PQFOMZ�EFDMBSFE�UIFNTFMWFT�BOUJ�HBZ�

The Public Reacts
Public opinion in response to Cathy’s statements ranged from 

wholehearted support to disgust with the reactions and counter reac�
UJPOT�CZ�UIF�PQQPTJOH�HSPVQT�SFDFJWJOH�XJEFTQSFBE�NFEJB�DPWFSBHF���
.BOZ�HBZ�SJHIUT�PSHBOJ[BUJPOT�DBMMFE�GPS�BO�BMM�PVU�CPZDPUU�PG�$IJDL�öM�
"�EFNBOEJOH�UIBU�BOZPOF�XIP�IBE�B�TUBLF�JO�UIF�NBUUFS�iQJDL�B�TJEFw���
After Cathy’s interviews with the Baptist Press went public, Thomas 
Menino, the Mayor of Boston stated that he would not allow the com�
QBOZ�UP�PQFO�GSBODIJTFT�JO�UIF�DJUZ�VOMFTT�UIF�DPNQBOZ�iPQFOFE�VQ�JUT�
QPMJDJFT�w��*O�$IJDBHP�"MEFSNBO�1SPDP�i+PFw�.PSFOP�BOOPVODFE�UIBU�IF�
XPVME�VOEFS�OP�DJSDVNTUBODFT�BMMPX�$IJDL�öM�"�UP�CVJME�B�TFDPOE�TUPSF�
JO�UIF�DJUZ�TUBUJOH�i5IFZ�E�IBWF�UP�EP�B�DPNQMFUF�A�����w��5IF�.BZPS�PG�
$IJDBHP�3BIN�&NBOVFM�FDIPFE�.PSFOP�T�TFOUJNFOUT�TUBUJOH�i$IJDL�
öM�"�T�WBMVFT�BSF�OPU�$IJDBHP�7BMVFT�w��&NBOVFM�XPVME�MBUFS�HP�PO�SFDPSE�

TUBUJOH�i5IFZ�EJTSFTQFDU�PVS�GFMMPX�OFJHICPST�BOE�SFTJEFOUT���5IJT�XPVME�
CF�B�CBE�JOWFTUNFOU�TJODF�JU�XPVME�CF�FNQUZ�w��%BZT�MBUFS�UIF�.BZPS�PG�
San Francisco echoed the sentiments of both the Mayor of Boston and 
UIF�.BZPS�PG�$IJDBHP�TUBUJOH�JO�B�UXFFU�i7FSZ�EJTBQQPJOUFE�$IJDL�'JM�"�
doesn’t share San Francisco’s values and strong commitment to equality 
GPS�FWFSZPOFy�$MPTFTU�$IJDL�öM�"�JT����NJMFT�BXBZ���*�TUSPOHMZ�SFDPN�
NFOE�UIBU�UIFZ�OPU�USZ�UP�DPNF�BOZ�DMPTFS�w��4UVEFOUT�BU�/PSUIFBTUFSO�
University passed a resolution in the student senate to cancel plans for a 
$IJDL�öM�"�GSBODIJTF�PO�DBNQVT�TUBUJOH�UIBU�iUIF�TUVEFOU�CPEZ�EPFT�OPU�
TVQQPSU�CSJOHJOH�$'"�UP�DBNQVT�w��%BWJETPO�$PMMFHF�JO�/PSUI�$BSPMJOB�
BOOPVODFE�UIBU�JO�SFTQPOTF�UP�B�QFUJUJPO�XIJDI�SFDFJWFE�����TJHOB�
UVSFT�UIF�TDIPPM�XPVME�TUPQ�TFSWJOH�$IJDL�öM�"�PO�DBNQVT�

0UIFS�GPSNT�PG�QSPUFTU�PDDVSSFE���.PTU�OPUBCMZ�HBZ�SJHIUT�BDUJWJTUT�
PSHBOJ[FE�B�i,JTT�0òw�UP�PDDVS�PO�"VHVTU��SE�JO�$IJDL�öM�"�MPDBUJPOT�
BDSPTT�UIF�6OJUFE�4UBUFT�BO�FWFOU�XIFSF�-(#5�	-FTCJBO�(BZ�#JTFYVBM�
5SBOTHFOEFS
�JOEJWJEVBMT�XFSF�BTLFE�UP�TIPX�BòFDUJPO�UP�POF�BOPUIFS�
BU�PS�OFBS�UIFJS�MPDBM�$IJDL�öM�"�JO�PSEFS�UP�QSPUFTU�UIF�SFTUBVSBOU�DIBJO���
In response to the Baptist Press interview, the Jim Henson Company, 
XIJDI�IBE�NBEF�B�MJDFOTJOH�BSSBOHFNFOU�XJUI�$IJDL�öM�"�JO������
announced that it would cease business relations with the fast food 
company and donate the planned payment for the brand to the Gay 
BOE�-FTCJBO�"MMJBODF�"HBJOTU�%FGBNBUJPO�PSHBOJ[BUJPO����

Negative effects were not only felt in the public arena, but also 
IBE�SFQFSDVTTJPOT�GPS�$IJDL�öM�"�T�TVQQMZ�DIBJO�OPUBCMZ�PO�DIJDLFO�
TVQQMJFST�MJLF�5ZTPO�'PPET���"�DMPTFS�FYBNJOBUJPO�PG�UIF�EBJMZ�TIBSF�
price for Tyson showed that the largest drop as well as the highest vol�
BUJMJUZ�PG�USBEJOH�PDDVSSFE�CFUXFFO�"VHVTU��SE�BOE�"VHVTU��UI�������
the timeframe immediately following the comments made by Cathy 
	#MPPNCFSH
�DMFBSMZ�EFNPOTUSBUJOH�UIBU�UIFSF�JT�B�EFöOJUF�DPSSFMBUJPO�
CFUXFFO�$IJDL�öM�"�BOE�5ZTPO�'PPET�BOE�UIBU�JO�SFBDUJPO�UP�UIF�OFHB�
UJWF�QVCMJDJUZ�CBTFE�PO�UIF�BOUJ�HBZ�DPNNFOUT�TIBSF�QSJDFT�GFMM�TUFFQMZ�
GPS�5ZTPO�'PPET�TIPXJOH�UIF�JOUFS�SFMBUFEOFTT�PG�UIF�UXP�DPNQBOJFT��

"�TFDPOE�OFHBUJWF�JNQBDU�UP�$IJDL�öM�"�XBT�POF�PG�BO�JOUSJOTJD�
OBUVSF���5IF�QPMMJOH�PSHBOJ[BUJPO�:PV(PW�BO�JOUFSOBUJPOBM�JOUFSOFU�
based market research firm based in the United Kingdom, did a study 
on the effects of the comments by Dan Cathy on the brand’s image 
and found that in the span of two days the brand’s image had fallen 
���QPJOUT�JO�UIF�TQBO�PG���EBZT���5IF�NFUSJD�GPS�UIJT�NFBTVSFNFOU�JT�
the BrandIndex scale, which is measured by National QSR Restaurant 
4FDUPS���5IF�TDBMF�IBT�B�TQFDUSVN�PG�����UP������	����CFJOH�UIF�IJHIFTU�
BOE������CFJOH�UIF�MPXFTU
�BOE�QSJPS�UP�UIF�DPNNFOUT�CFJOH�NBEF�UIF�
CSBOE�IBE�B�TDPSF�PG����BOE�UISFF�EBZT�MBUFS�UIF�TDPSF�IBE�GBMMFO�UP������
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5IFTF�OVNCFST�JO�TPNF�XBZ�SFQSFTFOU�iBO�"NFSJDB�UIBU�WBMVFT�
and respects its LGBT neighbors and rejects rhetoric like Dan Cathy’s 
UIBU�TFFLT�UP�EFNFBO�BOE�EF�IVNBOJ[F�UIF�-(#5�DPNNVOJUZw�	.BS�
[JMMJ�����
���5IVT�UIF�QPMBSJ[JOH�OBUVSF�PG�UIF�DPNNFOUT�NBEF�CZ�
Dan Cathy, and the widespread negative response from the strong 
contingent of gay rights support groups came down in full force and 
EBNBHFE�$IJDL�öM�"�T�CSBOE�JNBHF�BT�XFMM�BT�BMJFOBUFE�DVTUPNFST��

*O�SFTQPOTF�UP�UIF�PVUDSZ�BHBJOTU�$IJDL�öM�"�GPSNFS�"SLBOTBT�(PW�
FSOPS�.JLF�)VDLBCFF�JOJUJBUFE�B�$IJDL�öM�"�"QQSFDJBUJPO�%BZ�NPWFNFOU�
to counter a boycott of the restaurant launched by the company’s op�
QPOFOUT���5IF�QVCMJD�SFTQPOTF�XBT�TUBHHFSJOH���0WFS��������JOEJWJEVBMT�
TJHOFE�VQ�UP�BUUFOE�UIF�FWFOU�PO�'BDFCPPL���0O�"VHVTU��TU�$IJDL�öM�"�
restaurants experienced a show of public support across the nation 
SFTVMUJOH�JO�VOQSFDFEFOUFE�TBMFT�	8FJMFS�7��(FSBSEP�1��'BSSJT�1�8����
4JNLP�1�+������
���"�DPOTVMUJOH�öSN�UIBU�BOBMZ[FE�UIF�FWFOU�FTUJNBUFT�
UIBU�UIF�BWFSBHF�$IJDL�öM�"�SFTUBVSBOU�JODSFBTFE�TBMFT�CZ�SPVHIMZ�����
OFUUJOH�PO�BWFSBHF�����NPSF�DVTUPNFST�UIBO�B�UZQJDBM�8FEOFTEBZ�
	#MPPNCFSH
�����'SPN�UIFTF�TUBUJTUJDT�JU�CFDPNFT�DMFBS�UIBU�BMUIPVHI�
there was considerable backlash stemming from the comments by Dan 
Cathy, the bottom line financial performance remained positive, due in 
MBSHF�QBSU�UP�PVUTQPLFO�BOE�XFMM�DPOOFDUFE�TVQQPSUFST�PG�UIF�CSBOET��
$ISJTUJBO�SPPUT�	J�F��(MFOO�#FDL
�

Eat Mor Chikin…?
%VF�UP�UIF�GBDU�UIBU�$IJDL�öM�"�JT�B�QSJWBUFMZ�IFME�DPNQBOZ�ö�

OBODJBM�EBUB�JT�OPU�SFMFBTFE�UP�UIF�QVCMJD���)PXFWFS�BDDPSEJOH�UP�UIF�
DPNQBOZ�T�XFCTJUF�iTZTUFN�XJEF�TBMFT�JO������SFBDIFE������CJMMJPOy�
UIFTF�öHVSFT�SFQSFTFOU�B����QFSDFOU�JODSFBTF�PWFS�UIF�DIBJO�T������
QFSGPSNBODF�BOE�B�TBNF�TUPSF�TBMFT�JODSFBTF�PG���QFSDFOUw���'VSUIFS�
UIF�SFTUBVSBOU�DIBJO�IBT�DPOTJTUFOUMZ�HSPXO�JUT�TBMFT�UP�SFBDI������CJM�
MJPO�JO������BOE����CJMMJPO�JO������	$PNQBOZ�'BDU�4IFFU�����
���5IF�
BWFSBHF�$IJDL�öM�"�TUPSF�SFQPSUT������NJMMJPO�JO�TBMFT�BOOVBMMZ�DPN�

QBSFE�UP�JOEVTUSZ�HJBOU�.D%POBME�T������NJMMJPO��BO�JNQSFTTJWF�GFBU�
HJWFO�UIBU�$IJDL�öM�"�PQFSBUFT�POMZ�TJY�EBZT�B�XFFL�	#JYMFS�����
�

In the present day, the continued financial growth and resiliency 
PG�$IJDL�öM�"�JT�QFSIBQT�NPSF�VOEFSTUBOEBCMF�HJWFO�UIF�JODSFEJCMF�
JNQBDU�JUT�GPPE�BOE�TFSWJDF�IBT�IBE�PO�DPOTVNFST��4VQFSJPS�MFWFMT�
PG�TFSWJDF�RVBMJUZ�TVDI�BT�UIPTF�GPS�XIJDI�$IJDL�öM�"�IBT�CFFO�PGUFO�
recognized, have been found to produce customers who become loyal 
to the organization, in turn producing favorable financial outcomes 
GPS�UIF�öSN�	;FJUIBNM�#FSSZ���1BSBTVSBNBO�����
��5IF�DIBJO�SFHVMBSMZ�
wins awards in the quick service category from notable organizations 
TVDI�BT�+%�1PXFS�BOE�243�.BHB[JOF�$IJDL�öM�"�IBT�BMTP�SFDFJWFE�
top honors from Sandelman & Associates’ QSR Awards of Excellence, 
where scores obtained from consumers were significantly higher than 
strong competitors such as Chipotle and Five Guys Burgers & Fries 
	4BOEFMNBO���"TTPDJBUFT�����
���1FSIBQT�KVTU�BT�JNQPSUBOU�BT�JUT�IJHI�
levels of quality, the restaurant chain occupies a very unique space 
JO�UIF�RVJDL�TFSWJDF�JOEVTUSZ���8JUI�B�IJHIMZ�SFDPHOJ[BCMF�BEWFSUJTJOH�
campaign, proud declarations of their scholarships, incredible atten�
UJPO�UP�DIJMESFO�BOE�B�EJTUJODU�SFTQPOTF�UP�DVTUPNFST�	i.Z�1MFBTVSFw
�
$IJDL�'JM�"�JT�DPOTJEFSFE�CZ�NBOZ�UP�CF�B�TVQFSJPS�PWFSBMM�FYQFSJFODF�
JO�DPNQBSJTPO�UP�JUT�DPNQFUJUPST���

The effects of Dan Cathy’s statements may have brought an up�
swing in sales temporarily due to strong support from certain quarters, 
IPXFWFS�UIF�öSN�GBDFT�PQQPTJUJPO�UP�PQFOJOH�TUPSFT�JO�OFX�NBSLFUT���
"T�$IJDL�öM�"�BUUFNQUT�NBSLFU�FOUSZ�JOUP�/FX�:PSL�BOE�UIF�OPSUIFBTU�
SFHJPO�PG�UIF�6�4��MPDBM�QPMJUJDJBOT�IBWF�NBEF�UIFJS�PQJOJPO�PG�UIF�SFT�
UBVSBOU�DIBJO�BCVOEBOUMZ�DMFBS���:FU�UIF�BQQFBM�PG�UIF�DIBJO�DBOOPU�CF�
EFOJFE��JO������$IJDL�öM�"�DBQUVSFE�UIF�NPTU�NBSLFU�TIBSF�	�����
�
for chains that served chicken as its primary meal, overtaking the spot 
MPOH�IFME�CZ�,'$�	�����
�	#JYMFS�����
���"T�XFMM�BOE�QFSIBQT�NPSF�
TJHOJöDBOUMZ�$IJDL�öM�"�IBT�CFDPNF�UIF�NPTU�ALJE�GSJFOEMZ��SFTUBVSBOU�
PWFS�MPOH�UJNF�JODVNCFOU�.D%POBMET���5IJT�EJTUJODUJPO�TJHOJöFT�UIF�
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TJHOJöDBOU�QSPHSFTT�$IJDL�öM�"�IBT�NBEF�JO�CFDPNJOH�B�GBWPSJUF�PG�
UIF�.JMMFOOJBM�HFOFSBUJPO�BOE�ZPVOHFS�GBNJMJFT�	4BOEFMNBO���"TTPDJ�
BUFT�����
���5IF�QPUFOUJBM�HSPXUI�PG�UIF�DIBJO�XJUI�JODSFEJCMF�SPPN�
for expansion into the heavily populated Northeast cities, has been 
predicted to launch the firm into a top five competitor for the quick 
TFSWJDF�SFTUBVSBOU�JOEVTUSZ�	#JYMFS�����
���

:FU�POF�IBT�UP�XPOEFS�JG�$IJDL�öM�"�XBT�GPSUVOBUF�JO�IPX�UIF�
QVCMJDJUZ�FWFOU�QMBZFE�PVU���"�SFDFOU�PWFSMPPL�JO�B�OFX�*OEJBOB�TUBUF�
law regarding the religious freedom of a business effectively allowed 
a business to discriminate against LGBT patrons by citing that the res�
UBVSBOU�DPVME�SFGVTF�TFSWJDF�CBTFE�PO�UIFJS�SFMJHJPVT�CFMJFGT���"�IBTUZ�
amendment closed the loophole, however not before bringing the 
JTTVF�UP�UIF�BUUFOUJPO�PG�UIF�OBUJPO���0O�B�XJEFS�TDBMF�EJTDSJNJOBUJPO�
JO�SFTUBVSBOUT�	BOE�PUIFS�TFDUPST�PG�UIF�TFSWJDF�JOEVTUSZ
�PO�UIF�CBTJT�
of sexual orientation is only protected against where explicitly stated; 
XIJDI�JT�OPU�UIF�DBTF�GPS�NVMUJQMF�TUBUFT�PS�PO�B�GFEFSBM�MFWFM�	5SJQQ�
����
��*G�UIF�EFöOJUJPO�PG�B�IPTQJUBCMF�PSHBOJ[BUJPO�SFGFST�UP�CFJOH�B�
kind and welcome host, than the exclusion of any individuals would 
TFFN�UP�SVO�DPVOUFS�UP�UIJT�DPODFQU���

Dan Cathy’s remarks may have reflected his personal beliefs, 
however these values have the potential to conflict with both internal 
IJSJOH�QSBDUJDFT�BOE�CVTJOFTT�PQQPSUVOJUJFT�JO�UIF�GVUVSF����5IF�HSPX�
ing population and legal protection of LGBT individuals and families 
IBT�UIF�QPUFOUJBM�UP�NBLF�UIJT�BO�JTTVF�XIJDI�$IJDL�öM�"�XJMM�IBWF�UP�
BEESFTT�JO�UIF�OFBS�GVUVSF��0OF�FTUJNBUF�QMBDFT�UIF�WBMVF�PG�UIF������
-(#5�USBWFM�NBSLFU�BU������CJMMJPO�HMPCBMMZ��B�OVNCFS�UIBU�XJMM�UBLF�
BOZ�öSN�T�FYFDVUJWF�UBLF�OPUJDF�	5SFKPT�����
��.BKPS�IPTQJUBMJUZ�öSNT�
such as Marriott and Hilton have been very forward about embracing 
UIF�-(#5�DPNNVOJUZ�JO�UIFJS�QSPQFSUJFT��8JUI�DVTUPNJ[FE�TFSWJDFT�UIBU�
allow for comfort and an acknowledgement of an alternative lifestyle, 
the hotel chains are recognizing the business potential for this market 
TFHNFOU�XFMM�BIFBE�PG�NBOZ�PG�UIFJS�DPNQFUJUPST�	5SFKPT�����
���4JNJ�
larly, Marriott’s diversity and inclusion policies show a commitment 
UP�UBLJOH�DBSF�PG�FWFSZ�HVFTU�SFHBSEMFTT�PG�EFNPHSBQIJDT�	.BSSJPUU�
����
���5IF�JODSFBTF�JO�MFHJTMBUJPO�BOE�BDDFQUBODF�PG�UIFTF�OPO�USB�
ditional lifestyles may also run counter to the equitable treatment of 
$IJDL�öM�"�T�-(#5�UFBN�NFNCFST���5IF�)VNBO�3JHIUT�$BNQBJHO�BO�PS�
ganization committed to auditing organizations in relation to a firm’s 
USFBUNFOU�PG�-(#5�FNQMPZFFT�SBUFE�$IJDL�öM�"�B�i�w��JO�DPNQBSJTPO�UP�
substantially higher scores from competitors such as McDonalds and 
#VSHFS�,JOH�	)VNBO�3JHIUT�$BNQBJHO�����
���

Moving Forward
*U�DBO�CF�BSHVFE�BT�FWJEFODFE�CZ�UIF�TBMFT�HSPXUI�UIBU�$IJDL�öM�

A still enjoys, that the negative publicity resulting from Dan Cathy’s 
comments still served to drive loyal customers to support their chosen 
CSBOE���)PXFWFS�JU�TIPVME�CF�OPUFE�UIBU�$IJDL�öM�"�IBT�RVJFUMZ�NBEF�
some concessions in response to the event, withdrawing their financial 

support for the majority of the controversial organizations associated 
XJUI�BO�BOUJ�HBZ�QPJOU�PG�WJFX���%POBUJPOT�UP�PSHBOJ[BUJPOT�QSFWJPVTMZ�
identified as hate groups have dwindled to almost nothing, with the 
foundation responsible for the funds, the Winshape Foundation, fad�
JOH�GSPN�UIF�IJHI�MFWFM�PG�BUUFOUJPO�PODF�QBJE�UP�JU�CZ�$IJDL�öM�"�QSFTT�
	$PNFS�����
���*O�JUT�QMBDF�UIF�$IJDL�öM�"�'PVOEBUJPO�XBT�DSFBUFE�JO�
�����BT�B�DIBSJUBCMF�PSHBOJ[BUJPO�UIBU�DPVME�EJTUJOHVJTI�JUTFMG�GSPN�
previous entities which were seen in a negative light by LGBT political 
HSPVQT���#Z�GPDVTJOH�PO�OPO�QPMJUJDBMMZ�NPUJWBUFE�BSFBT�TVDI�BT�GPPE�
banks, public schools and assisting impoverished youths, the founda�
tion remains relatively neutral in its funding and provides an outlet for 
DIBSJUBCMF�HJWJOH�GSPN�UIF�DPNQBOZ��

More recently, Dan Cathy has expressed regret for his remarks, 
commenting that in the future, he would leave social issues to politi�
DJBOT�BOE�TQFDJBM�JOUFSFTU�HSPVQT���8IJMF�UIF�$BUIZ�GBNJMZ�T�QFSTPOBM�
values with regards to the institution of marriage remain unchanged, 
Dan recognized that the debate is better suited outside of the restau�
rant chain and serves to alienate market segments from the company 
	4UBòPSE�����
���$BUIZ�T�EFDJTJPO�UP�CBDL�BXBZ�GSPN�UIF�MJNFMJHIU�IBT�
been answered with consternation from other Christian groups, who 
had championed the chain as a rallying cry in the debate over gay 
NBSSJBHF��*U�JT�BMTP�FWJEFOU�UIBU�UIF�TUJHNB�BTTPDJBUFE�XJUI�$BUIZ�T�
beliefs remains strong to this day, with politicians in many major 
NBSLFUT�TIPXJOH�UIFJS�PQQPTJUJPO�UP�$IJDL�öM�"�T�FYQBOTJPO���/FX�
TUPSFT�QMBOOFE�GPS�/FX�:PSL�$JUZ�JO�QBSUJDVMBS�IBWF�CFFO�NFU�XJUI�
hostility from local politicians, who are concerned that the message 
TFOU�CZ�$IJDL�öM�"�JT�TUJMM�SFøFDUJWF�PG�BOUJ�HBZ�WBMVFT���*O�UIF�XPSET�PG�
POF�/FX�:PSL�$JUZ�DPVODJMNBO�i5IFZ�BSF�OPU�XFMDPNF�IFSF�VOMFTT�
UIFZ�DBO�FNCSBDF�BMM�PG�/FX�:PSL�T�EJWFSTF�DPNNVOJUZ�JODMVEJOH�UIF�
-(#5�DPNNVOJUZw�	,BVGNBO�����
���&WFO�NPSF�SFDFOUMZ�UIF�4UVEFOU�
Government Association of Johns Hopkins University voted to deny a 
$IJDL�öM�"�TUPSF�PO�DBNQVT�DJUJOH�UIF�BOUJ�-(#5�SFNBSLT�GSPN�UISFF�
ZFBST�QSJPS�	'JMMPPO�����
�

7KH�4XHVWLRQ�RI�:DIÁLQJ
"T�B�öSN�UIF�NBOBHFNFOU�PG�$IJDL�öM�"�IBT�BO�POHPJOH�EFDJTJPO�

UP�NBLF���"�TUSPOH�DPSQPSBUF�JEFOUJUZ�IBT�CFFO�TIPXO�UP�CF�WJUBM�UP�
differentiating a firm from its competition, as well as giving customers 
B�TPMJE�UPVDI�QPJOU�VQPO�XIJDI�JNQSFTTJPOT�DBO�CF�GPSNFE�	"MCFSU���
8IFUUFO�����
���*U�DBO�CF�BSHVFE�UIBU�UIF�TUBODF�UBLFO�CZ�$IJDL�öM�"�JT�
a reflection of this concept, creating a relatively clear definition of how 
UIF�DPNQBOZ�XBOUT�UP�CF�QFSDFJWFE���5IF�OFHBUJWFT�TUFNNJOH�GSPN�UIJT�
identity, in this case, supporters of LGBT values and rights, are hoped to 
CF�DPNQFOTBUFE�CZ�IJHI�MFWFMT�PG�RVBMJUZ���4FSWJDF�BOE�QSPEVDU�RVBMJUZ�
have been shown to drive customer retention, yet in the face of a chang�
ing society, it remains to be seen how far quality can carry a company 
öOBODJBMMZ�	$SPOJO�#SBEZ���)VMU�����
���5IFSF�JT�B�EJTUJODU�QPTTJCJMJUZ�UIBU�
UIF�TUJHNB�BTTPDJBUFE�XJUI�$IJDL�öM�"�T�QPTJUJPO�NBZ�PVUXFJHI�UIF�QVC�



43Journal of Hospitality & Tourism Cases

MJD�QFSDFQUJPO�PG�UIF�öSN�T�GPPE�BOE�DVTUPNFS�TFSWJDF�

For now, a few key questions remain to be answered by the man�
BHFNFOU�PG�$IJDL�öM�"��TIPVME�UIF�öSN�CPX�UP�QPMJUJDBM�BOE�QPQVMBS�
QSFTTVSFT�UIBU�SVO�DPVOUFS�UP�UIFJS�CJCMJDBM�CFMJFGT �0S�EPFT�UIFJS�TUSPOH�
commitment to the ideals upon which they were founded represent 
TPNFUIJOH�FWFO�NPSF�WBMVBCMF�GPS�UIFJS�CVTJOFTT ��'JOBMMZ�BT�UIF�öSN�
grows into new markets, how will the perceptions of potential custom�
FST�MJLF�%BWF�CF�SFBMJ[FE ��8JMM�UIF�TBNF�MFWFM�PG�öOBODJBM�TVDDFTT�CF�
realized, or will the negative perceptions of the Cathy family’s personal 
CFMJFGT�IJOEFS�TBMFT 

Discussion Questions
t� *G�ZPV�XFSF�JO�%BWF�T�QPTJUJPO�XPVME�ZPV�HJWF�$IJDL�öM�"�ZPVS�

QBUSPOBHF �%PFT�UIF�FYQSFTTFE�PQJOJPOT�PG�B�DPNQBOZ�T�MFBE�
FST�SFøFDU�UIF�CVTJOFTT�BT�B�XIPMF 

t� As gay marriage legalization and acceptance grows, do you be�
lieve the negative results of Dan Cathy’s remarks will continue 
UP�IVSU�$IJDL�öM�"�T�CSBOE�JNBHF ��*G�TP�JO�XIBU�GBTIJPO 

t� *O�XIBU�XBZT�EPFT�UIF�CSBOE�JNBHF�DSBGUFE�CZ�$IJDL�öM�"�EJòFS�
FOUJBUF�JUTFMG�GSPN�PUIFS�RVJDL�TFSWJDF�SFTUBVSBOU�öSNT 

t� $IJDL�öM�"�JT�B�QSJWBUFMZ�SVO�DPNQBOZ�XJUI�OP�QSFTFODF�PO�UIF�
TUPDL�NBSLFU���*G�UIF�SFTUBVSBOU�XBT�B�QVCMJD�FOUFSQSJTF�IPX�EP�
you believe the Cathy family’s response to the negative public�
JUZ�XPVME�EJòFS 

t� *G�UIF�UZQF�PG�OFHBUJWF�QFSDFQUJPO�FYQFSJFODFE�CZ�$IJDL�öM�"�
was attributed to a competitor such as McDonald’s, do you 
CFMJFWF�UIF�SFTVMUJOH�SFBDUJPO�XPVME�IBWF�CFFO�TJNJMBS ��8PVME�
UIF�öOBODJBM�PVUDPNF�IBWF�CFFO�BT�GBWPSBCMF 

t� Pick a hotel or restaurant that you are a fan of and find the 
DPNQBOZ�T�NJTTJPO�WJTJPO�TUBUFNFOU�	UIJT�DPVME�CF�MJTUFE�BT�B�
QVSQPTF�TUBUFNFOU�BT�XFMM
���%P�ZPV�GFFM�UIBU�UIJT�TUBUFNFOU�
BEFRVBUFMZ�QPSUSBZT�IPX�UIF�CVTJOFTT�PQFSBUFT 


