
Dear Pepsi Cola: Another Customer Relations
Nightmare
When it comes to beverages, Pepsi Cola has long been a beloved choice for
consumers worldwide. With its iconic logo, refreshing taste, and extensive
product lineup, it's no wonder why Pepsi remains one of the leading soft drink
manufacturers in the industry. However, recent events have shown that even the
most successful brands can fall victim to customer relations nightmares, and
Pepsi is no exception.

Customer relations are vital to any business's success. Building and maintaining
positive relationships with customers ensures loyalty, brand advocacy, and
ultimately, business growth. Unfortunately, Pepsi has recently faced significant
challenges in this area, and their missteps have led to a public relations
nightmare and damaged reputation.

The Kendall Jenner Ad Debacle

In April 2017, Pepsi released a controversial ad featuring reality TV star and
model Kendall Jenner. The ad aimed to promote unity and understanding but
ended up sparking massive outrage and backlash. The commercial depicted
Jenner joining a protest by handing a can of Pepsi to a police officer, seemingly
solving all tensions in the process.
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People criticized the ad for trivializing serious social issues, such as police
brutality and protests against racial inequality. Many felt that Pepsi's attempt to
capitalize on these sensitive topics was tone-deaf and disrespectful. The ad was
widely condemned across social media platforms, and Pepsi was bombarded
with negative comments, boycott threats, and calls for an apology.

Handling the Crisis

As the backlash intensified, Pepsi initially defended their ad, stating that it was
meant to project a global message of peace and unity. However, as public
sentiment against the company grew stronger, they eventually decided to pull the
ad and issue an apology.

Pepsi's apology, however, fell flat, as it lacked sincerity and failed to address the
concerns raised by consumers. Many felt that the statement was insincere and
simply aimed at damage control rather than genuine remorse.

Impact on Brand Reputation

The Kendall Jenner ad debacle had a significant impact on Pepsi's brand
reputation. The public's negative perception caused a decline in brand trust and
loyalty. Consumers expressed their disappointment through social media
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campaigns, memes, and boycotting Pepsi products. Competitors also seized the
opportunity to capitalize on the situation, launching their own marketing
campaigns that highlighted Pepsi's misstep.

Furthermore, the controversy surrounding the ad had long-term consequences for
Pepsi's relationship with influencers and celebrities. Many high-profile figures
distanced themselves from the brand, refusing partnership opportunities. This
loss in support from influential individuals means a decline in brand exposure and
a potential impact on sales.

Learning from Mistakes

Customer relations nightmares provide valuable lessons for any company,
including Pepsi. Brands must remember that in an increasingly socially-conscious
world, it is crucial to handle sensitive topics with care and empathy.
Understanding cultural contexts and engaging in thorough research before
launching campaigns can prevent such missteps.

Moreover, when faced with a crisis, companies should respond swiftly and
sincerely. A genuine apology, backed by meaningful actions, can help rebuild trust
with customers and mitigate the negative impact.

Rebuilding Trust and Moving Forward

Pepsi has recognized the gravity of their mistake and has taken steps to rebuild
trust with their audience. They have invested in corporate social responsibility
initiatives and focused on supporting causes that align with their brand values. By
demonstrating genuine commitment to making a positive impact, Pepsi hopes to
regain the trust of their customers and stakeholders.



Dear Pepsi Cola, it's clear that your recent customer relations nightmare was a
wakeup call. The missteps made in the Kendall Jenner ad campaign should serve
as a reminder for brands to be more thoughtful and empathetic when addressing
social issues. Rebuilding trust will require humility, authenticity, and a sincere
dedication to making a positive difference.

As Pepsi navigates their way out of this crisis, it is essential for them to
acknowledge the concerns of their consumers and take appropriate actions to
rectify their mistakes. By doing so, Pepsi can once again establish itself as a
brand that listens to and respects its customers, ensuring long-term success in an
ever-competitive market.
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The long and eagerly awaited follow-up to the author's best-selling Dear Coca-
Cola. Once again master complaint writer Terry Ravenscroft casts his line into the
murky waters inhabited by food and drink companies to see which among them
will bite on the bait of his tempting opening letter. Victims this time include
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Starbucks, Nestlé, Subway, Heinz, Green Giant, and many, many more. All of
whom by now no doubt wish they’d never heard of him.
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