
Social Customer Care 
How a Restaurant Chain Blew It 

 
 The Business Has Locations 

 In Major Texas Cities. 

When They Turned Individuals  

Away Based On Questionable Clothing 

Criteria, Patrons Recorded Them  

and Posted on Several Social Sites. 

 

Located in a popular Dallas, Texas 

neighborhood, the owners of the 
restaurant advertise the business as a 
watering hole offering arcade games, 
a sports bar and dancing. 
 
Recently, a group of friends went to 
the business to celebrate a birthday, 
but one individual in the group was 
refused entrance.  
 

The front office employee who made 
the refusal stated the individual was 
wearing inappropriate gym shoes.   
As the group discussed the issue with 
the employee, they noticed other 
customers were allowed to enter 
wearing similar gym shoe styles and 
clothing. 

 

Discussions with the front office 

employee to clarify the dress code 
were unsuccessful.  Others in the 
group took pictures of the gym shoes 
in question and the individual’s full 
attire. Those images were then 
posted on multiple social sites with 
comments about the incident. 

The posts resulted in hundreds of 
global responses detailing similar 
experiences in other cities, and in 
two instances, uploaded videos 
showing refusal of service to other 
customers at the front entrance. 
 

• The business did not assume 
ownership of the problem, and 
failed to engage socially showing a 
positive resolution. 
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A Missed Opportunity 
 

For almost two weeks, the business 
ignored the public responses. The 
social posts grew, and the individual 
who was refused service posted 
videos on YouTube, and organized 
supporters who stood in front of the 
business in protest. 

 

After additional television newscasts 
questioning the legality of their dress 
code, the business posted a long 
response on Facebook denying the 
allegations and defending their front 
door practices.  A dress code is now 
on their website and posted at the 
entrance, but does not mention the 
shoes the individual was wearing 
who was refused entry. 

 

The Power of Social 
For Crisis Management 

Social systems are now a major 
component for engaging, building and 

maintaining customer care. 

Social Care 101 

  1.  When You’re Caught  
         Don’t Go Into  
          Denial Mode  

Be Sincere and Transparent 

Defense posturing alienates and 
destroys credibility.  In this instance, 
uploaded videos clearly showed  
a problem with customer refusal 
based on shoe style and color. 
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Social Care 101 
 
 

2. Analyze, Research, 
  and Pinpoint the 

 Exact Problem 
 

What is the Problem Level? 
Is It Systemic?  

Bad or illegal habits and work modes 
are costly and impede business 
success and growth. What criteria 
were front door employees using to 
refuse customers? 
 

What is the organizational process for 
handling customer complaints? 
 

Are policies posted on social sites? 
 
 

 

 
   
 
 
3.    Determine Who Was 
        Affected and the  
        Extent of Damage 

Gauging Social Content Helps Identify 
Complaint Volume and Intensity.  

Analyze roadblocks to customer 
satisfaction. Develop a viable and 
strategic editorial schedule for social 
content and promotional activities. 

Social metrics pinpoint preferences 
and provide a roadmap to customer 
satisfaction. 
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Social Care 101 
 

    4.  Communicate With 
          Those Affected 

Publish Changes Socially 
 

Personalized communications chart 
a before and after course and help 
revamp the customer experience. 
 

Customer Care Options 

• Maintain social contact with those 
affected, conveying empathy and 
solutions. 

• Post customer friendly notices 
and policies on social sites, so 
there are no gotcha moments. 

• Nurture relationships by extending 
special offers via mobile apps. 

 

  

   

  5.  Reintroduce Products 
        and Services Using 
   Strategic Social Campaigns 

 Communicate Positive Changes 

Repackage goods and services to 
show improvements and engage 
existing and potential customers. 

Maintain consistency and invite 
comments and suggestions from 
customers on social sites. 

#       #       # 
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