
 

 
 

COMPLAINT NUMBER 18/363 

COMPLAINANT K Keys 

ADVERTISER Oporto  

ADVERTISEMENT In store Oporto 

DATE OF MEETING 29 October 2018 

OUTCOME No Grounds to Proceed 

 
 
Advertisement: The In-Store advertisement for Chicken Wraps at Oporto Manukau showed 
wraps filled with pieces of chicken with lettuce and tomato.     
 
The Chair ruled there were no grounds for the complaint to proceed. 
 
Complainant, K Keys, said: The in-store advertisements were misleading as the food they 
received looked nothing like the images on the menu boards.  The Complainant sent images 
of food they ordered from the menu and what they received.  The Complainant raised the 
issue in-store but considered it was not taken seriously. 
 
The relevant provisions were Code of Ethics - Basic Principle 4, Rule 2.  
 
The Chair noted the Complainant’s concern the food they purchased looked nothing like the 
food advertised. 
 
The Chair acknowledged the Complainant’s frustration with the difference between the food 
advertised and purchased, based on the images provided.  The Chair noted there is a level 
of acceptance that advertisements for food products often feature an idealised presentation. 
 
The Chair referred to a precedent decision, 13/282 about a KFC burger which stated in part: 
 

“The Complaints Board then referred to a precedent Chairman’s Ruling 12/070 which 
related directly to the complaint at hand including a similar Advertiser and product. The 
precedent stated, in part: 
 

“that the poor presentation of the burger was probably due to poor product handling. 
As such the presentation of the burger was a service issue rather than the 
advertisement being misleading.” 

 
The Complaints Board then referred to the response from the Agency, who indicated 
that the “complaint related to operational issues in this instance” and not the 
advertisement itself. The Complaints Board said they agreed with the agency that the 
issue was with how the burger was made at KFC and not with the advertisement.” 
 

While the Chair noted the Complainant’s concerns, she considered the issue they raised 
related to the standard of service they received including the quality and quantity of the food 
purchased, not the image of the product in the advertisement.   
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In light of the above, the Chair said there was no apparent breach of Basic Principle 4 or 
Rule 2 the Code of Ethics.  
 
Therefore, the Chair ruled that there were no grounds for the complaint to proceed. 
 
 
Chair’s Ruling: Complaint No Grounds to Proceed  
 
 
 
 
 
 

APPEAL INFORMATION 

According to the procedures of the Advertising Standards Complaints Board, all 
decisions are able to be appealed by any party to the complaint. Information on 
our Appeal process is on our website www.asa.co.nz. Appeals must be made in 
writing via email or letter within 14 days of receipt of this decision. 

 


