
Papa John’s Case Study

Better Ingredients. Bigger Lawsuits.

A Papa John’s  employee pr inted the rac ia l  s lur  N*****  in  p lace of  a  customer ’s  name on a p izza 
box del ivered to the customer ’s  home.  This  ser ious inc ident  was taken to soc ia l  media and 
reached the press  caus ing a  wave of  back lash for  the company.  Papa John’s  i ssued an apology 
and f i red the employee in  response.

3rd largest pizza delivery chain in the world tackles hate speech with CleanSpeak

Unfortunate ly,  th is  i sn ’t  the f i r s t  t ime an inc ident  l ike th is  has  happened.  In  2012 a 
Papa John’s  employee typed in  a  rac ia l  s lur  to  ident i fy  an As ian customer.

Th is  ac t ion  i s  inexcusab le  and doesn ’t  re f lec t  our  company  va lues .  A f te r  an  
in te rna l  inves t igat ion ,  we  ident i f ied  the  cause  o f  the  i s sue  and the  employee  i s  
no  longer  a  member  o f  the  Papa  John ’s  team.  We s incere ly  apo log ize  fo r  the  
insens i t i ve  behav io r  o f  th i s  ind iv idua l .

Peter Col l ins
 Sen io r  D i rec to r  o f  Pub l i c  Re l a t i ons

One inappropr ia te  p iece  o f  content  has  the  potent ia l  to  become a  PR  n ightmare  
and a  f inanc ia l  s t ra in .  Inc idents  l i ke  th i s  can  cos t  corpora t ions  mi l l ions  o f  
do l la r s  each  year  in  l i t iga t ion  and payouts .

A New Jersey  woman of  Korean  descent  sued CVS for  $1  mi l l ion  a f ter  
c la iming that  a  s tore  employee used a  rac ia l  As ian  s lu r  on  her  rece ipt .
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The Center For American Progress  reports  
d iscr iminat ion based on race,  gender  or  sexual  
or ientat ion costs  bus inesses an est imated $64 
bi l l ion annual ly.  Unfortunate ly,  the bad news 
does not  s top there.  Customer sat is fact ion and 
sent iment  i s  c ruc ia l  to  the success  of  a  
bus iness .  According to a  s tudy conducted by 
the Cisco Internet  B i l l ing Solut ions 72% of  
customers  who have a  negat ive customer 
serv ice exper ience e i ther  reduce thei r  overa l l  
spend or  swi tch a l together.

72% o f  c u s t o m e r s  w h o  

h a v e  a  n e g a t i v e  c u s t o m e r  
s e r v i c e  e x p e r i e n c e

S W I T C H  
A LT O G E T H E R

R E D U C E  O V E R A L L  
S P E N D

Customer retent ion is  the key metr ic  to revenue 
and growth.  A wave of  bad press  that  causes 
even 0.1% customer at t r i t ion could impact  
revenue by $1M for  every  $1B in  annual  revenue.
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Papa John’s Engaged Inversoft to Solve 
This Problem

Protect Your Brand

Papa John’s  needed to catch inappropr iate content  f rom s l ipping through the 
cracks  of  the i r  POS system and found immediate va lue in  CleanSpeak.

They tested CleanSpeak on thei r  POS system and proved that  i t  would prevent  
profani ty  and hate speech f rom appear ing on receipts  going forward.  Inversof t ’s  
enterpr ise-sca le  f i l ter ing and moderat ion sof tware gave them 100% conf idence 
to know that  inappropr iate or  unwanted content  would no longer  go through to 
thei r  customers ,  e l iminat ing the r i sk  of  future PR disasters .

Pos i t ive communicat ion wi th  customers  i s  the key to success .  Companies  are 
now able to connect  wi th  customers  more f requent ly  through mult ip le ,  d iverse 
channels .   As  a  resu l t ,  i t  i s  no longer  poss ib le  to use employees to pre-screen 
a l l  communicat ions.

For  over  a  decade,  companies  ranging f rom star tups to the Fortune 500 have 
turned to Inversof t  to  keep customer communicat ions c lean and product ive.   
CleanSpeak makes i t  easy for  companies  to conf ident ly  leverage user-
generated content  wi thout  fear  of  offens ive or  inappropr iate content  reaching 
thei r  customers .

Hate speech inc idents  have a  mass ive impact  on revenue for  any company.  A solut ion 
to prevent future problems that impact revenue is  now a business requirement.
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