
“Building Future Success” 

Key Concerns and Indicated Actions 

Rebuild trust 
Franchisee concerns: 
Lack of trust in leadership. Lack of recognition of franchisees’ core role, 
knowledge & expertise- “Too much top down, condescension, arrogance, 
lack of listening, understanding, bullying”. 
63% don’t believe that financial data, used to make business decisions, is 
shared in an open & effective manner. 71% don’t believe that the current 
brand vision & strategy are clear. 84% don’t believe that franchisees & KFCC 
leaders work jointly, in a spirit of trust & mutual respect, toward brand growth 
and success. 80% don’t believe that franchisees & KFCC are responsive 
to each others’ concerns- not enough give & take on KFCC’s part. 74% of 
franchisees don’t believe that healthy debate and two-way dialogue is 
occurring between franchisees & KFCC. 

 
Action: 

Top KFCC leadership needs to rebuild the trust & credibility they’ve lost with 
all the franchisee community. KFCC Leadership needs to demonstrate 
leadership with honor and integrity. KFCC needs to listen to, respect & trust 
franchisees’ knowledge, expertise & viewpoints.  
“Quit bullying, bulldozing, attacking & policing. This is a partnership, not a 
dictatorship. Drop the ‘old school’ management techniques. 
Listen to the voice & ideas of franchisees & support them.  
Create a climate where honest exchange of ideas are encouraged; more 
transparency. More & better sharing of information & data- financial, 
marketing, facilities. Provide straight answers to questions & stop dancing 
around the issues and data. 

New Products 
Franchisee concerns: 
Too many new and unprofitable products are “killing bottom line.” 
 71% feel the brand vision and strategy are unclear. 80% believe that the new 
products and promotions are unprofitable. 83% don’t believe we have a 
strong marketing calendar that will drive sales growth. 81% don’t think that 
KFC’s product development process provides a pipeline of innovative and 
cost-effective products.  
“We are making quick product changes, but some are too quick, not thought 



out enough, and/or are not the right changes we should be making.” “NCAC 
needs to get its act together & not simply sit back & blame KFCC for poor 
products.” 

 
Action: 
Need much better process and discipline prior to new product launches. A 
more disciplined approach is needed than is currently followed. Adopt and 
follow the Restaurant Ready Process. Early Franchisee participation is essential 
to help ensure all aspects of a specific promotion get a green light, with no 
backtracking, and to increase the odds of a successful product launch. More 
rigorous product testing before launches is required. “Red Lights” must be 
adhered to. “Emotional Green Lights” are very risky. Franchisees should be 
involved throughout the development process. Last-minute, “up-or-down” 
franchisee votes are very risky. 

Operational Excellence and Training 
Franchisee concerns: 
Only about one-third of respondents believe there are currently productive 
ways to share information and “best practices” and that information about 
the brand is communicated and distributed in a timely & effective manner. 
Less than half (48%) believe that sufficient knowledge, resources & support are 
provided to achieve operational goals & objectives.  
Less than half (46%) of the franchisees believe that operational & 
performance standards are clear & reasonable and that they are consistently 
applied and executed on a nationwide basis, including inspection standards. 
“KFCC needs to get their vindictive Inspectors off our backs.” Inspections 
need to be fairer & more balanced. Inspectors sole mission appears to be to 
support KFCC’s agenda of putting franchisees out of business to gain more 
control”. 
60% do not believe that training is reliable, accessible & cost-effective. 
Although the move towards digital, on-line training appears, on the surface, 
to be a good idea, KFCC has done a very poor job of providing quality, “bug-
free” training for the monthly fee it charges franchises. Most restaurants have 
a very limited number of computers to support training initiatives. 60% don’t 
believe that training is reliable, accessible & cost-effective. 
 
Action: 
Improve availability of tools, knowledge, resources & support, incl. reliable, 
cost-effective & accessible training. Improve cross-system sharing for sharing 
best practices. 
Training needs to be accessible to all Franchisees, easy to use and reliable.  
Learning Zone should be free, to the entire system, so we can Step Change 
operations at every store and more effectively deliver customer service.   



Business Model 
Franchisee concerns: 
Business is not profitable. Overly-rigid upgrades not cost-effective & require 
urgent attention. 
82% of franchisees don’t believe that we are doing all we can to improve 
business profitability. Many are hurting. 63% don’t believe that financial data, 
used to make business decisions, is shared in an open & effective manner. 
Overly-rigid upgrades are not cost-effective. 84% don’t believe that new 
builds & remodeled restaurants are cost-effective.  
 
Action: 
“Care about the business growth & success of franchisees, which clearly isn’t 
the case now.” 
Jointly identify initiatives directly aimed at improving both KFCC & franchisee 
profitability. Identify processes & joint actions to ensure cost-effective builds & 
remodels, incl. development of innovative products & promotions. Develop 
profitable marketing & promotional programs that clearly add to bottom line. 
Include franchisee input in preparing the business case. 


