
 
 

COMPLAINT NUMBER 20/290 

ADVERTISER Hell Pizza & Best Wine Company 

ADVERTISEMENT Hell Pizza & Best Wine Company, 
Website 

DATE OF MEETING 25 August 2020 

OUTCOME 
Settled in Part, Not Upheld in Part 

Ad Amended and No Further 
Action Required 

 
Summary of the Complaints Board Decision  
The Complaints Board settled in part a complaint about Hell Pizza and Best Wine Company 
advertising a combined food and alcohol delivery option.  The Complaints Board said the 
Advertiser amendment to provide an opt-out option settled part of the complaint on the 
frequency of prompts. The Complaints Board did not uphold the use of the counter in the 
advertisement and confirmed the advertisement was not directed at minors. 

 
Advertisement 
The Hell Pizza website ordering system has four screens to purchase and pay for food and 
includes prompts on each page explaining Hell is also delivering wine and beer via the Best 
Wine Company.  On the fourth screen a counter begins counting down from 6 minutes until 
the delivery leaves the shop, giving the time remaining to add alcohol to the order before the 
delivery departs. 
 
Summary of the Complaint  
The Complainant is concerned the advertisement excessively prompts the consumer to 
purchase alcohol when ordering a pizza, even when it’s a children’s promotion. The 
Complainant said the advertisement has four prompts to add alcohol to the food order and 
includes a time counter which adds to the sense of urgency to purchase alcohol which could 
be difficult for those struggling with alcohol issues. 
 
Issues Raised: 

• Social Responsibility 

• Alcohol moderation  

• Alcohol Directed at Minors 
 
Summary of the Advertisers’ Response  
The Advertisers, Hell Pizza and Best Wine Company, defended their commitment to selling 
alcohol in a responsible manner.  It has order ratios in place to limit how much can be 
purchased and a three-step verification process.  The Advertisers said they have tried to 
address the Complainant’s concerns about the frequency of prompts by adding a disable 
prompts function, for account holders. They said the prompts do perform an explanatory 
function and shows the delineation between the food and alcohol purchase.  The Advertisers 
said the counter was about the food order being ready to go in 6 minutes rather than creating 
urgency about purchasing alcohol. 
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Relevant ASA Codes of Practice 
 
The Chair directed the Complaints Board to consider the complaint with reference to the 
following codes: 
 
Code for Advertising and Promotion of Alcohol 
 

Principle 1: Alcohol Advertising and Promotions shall observe a high standard of 
social responsibility. 
 
Principle 2: Alcohol Advertising and Promotions shall be consistent with the need for 
responsibility and moderation in alcohol.  
 
Principle 3: Alcohol Advertising and Promotions shall be directed at adult audiences.  
Alcohol Advertising and Promotions shall not be directed at minors nor have strong or 
evident appeal to minors in particular.  This applies to both content and placement. 

 
Complaints Board Discussion 
 
Consumer Takeout   
The Complaints Board agreed the likely consumer takeout of the advertisement is you can 
purchase limited amounts of alcohol when ordering Hell Pizza food online from certain stores 
in accordance with their terms and conditions. 
 
Is the frequency of the alcohol prompts consistent with the need for responsibility and 
moderation in alcohol advertising? 
The Complaints Board acknowledged the messaging in the advertisement which said for every 
$10 of food ordered, a customer can buy a six pack of beer or bottle of wine, explained a new 
service.  However, the Board said the frequency of the prompts which appeared four times 
during the ordering process was excessive.  The Board said the advertisement repeatedly 
encouraged the consumer to consider the purchase of alcohol which breached Principle 1 and 
Principle 2 of the Code for Advertising and Promotion of Alcohol.   
 
The Complaints Board noted that as part of the self-regulatory process, Advertisers have the 
option of amending their advertising to comply with the Advertising Codes.  Upon receiving 
the complaint, the Advertiser reviewed the frequency of the prompts for alcohol purchase on 
the website ordering system and added a disable function to allow consumers to turn off the 
prompts.  Given the Advertiser’s co-operative engagement with the process and the self-
regulatory action taken in amending the advertisement, the Complaints Board said this 
element of the complaint was Settled. 
 
Does the presence of the counter in the advertisement create a sense of urgency for 
purchasing alcohol? 
The Complaints Board said the counter, which displays the time left before the pizza order is 
ready to leave the store, is part of the functionality of making the on-line system and links the 
food and alcohol purchase.  The Complaints Board said the amendments made by the 
Advertiser in adding a disable function for the alcohol prompts meant the combination of the 
alcohol messaging and the counter is more balanced and less likely to create a sense of 
urgency around the purchase of alcohol. 
 
The Complaints Board said the counter was not in breach of Principle 1 or Principle 2 of the 
Code for the Advertising and Promotion of Alcohol and this element of the complaint was Not 
Upheld.  
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Is the advertisement directed at an adult audience? 
The Complaints Board said despite the alcohol messaging appearing when ordering a 
children’s pizza promotion, the Advertiser had the necessary age verification processes in 
place at point of sale and on delivery, which ensures the advertisement is directed towards an 
adult audience.  
 
The Complaints Board said the advertisement was not in breach of Principle 3 of the Code for 
Advertising and Promotion of Alcohol.  The Complaints Board said this element of the 
complaint was Not Upheld. 
 
Outcome 
The Complaints Board ruled the complaint was Settled in Part / Not Upheld in Part. 
 
No further action required.  
 
 
 
  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 calendar days of receipt of this decision. 
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APPENDICES 
 

1. Complaint 
2. Response from Advertisers 

  
 
Appendix 1 
 
COMPLAINT  
I just wanted to run this past you - not sure whether this technically breeches any legislation, 
but I did have some question marks around it. 
 
When ordering from Hell Pizza’s website, the landing page takes you to an advertisement for 
alcohol. This is the first image the customer is presented with (it’s even above the kids pizza 
promo - and it’s school holidays right now!) 
 
Another ad pops up when selecting the delivery address, and another before entering card 
payment. Once the transaction is complete, another ad appears, this time with a counter - 
which as we know is used to tap into our fear of missing out and to create a sense of urgency- 
feelings that are easily manipulated in a person who may be struggling with alcohol. 
I’ve attached screenshots. 
 
Again, not sure if they are breaking the rules with this. But having to ignore four ads (especially 
the last one with the timer) just doesn’t seem right. Especially when so many people are 
struggling with alcohol over- consumption. Saying no once or twice is hard enough. 
 
Appendix 2 
 
RESPONSE FROM ADVERTISERS, HELL PIZZA & BEST WINE COMPANY 
Both Best Wine Co. and Hell Pizza have contributed to the systems review and following 
amendments to our systems. To that end, the following is an agreed joint response to the 
raised complaint. 
 
Best Wine Company is committed to its duty of selling alcohol in a responsible manner that 
minimises alcohol related harm. We have gone above and beyond in this duty, adding in order 
ratios (you may only order 1 x 6-pack of beer or 1 x bottle of wine per $10 spent on food; three 
step age verification process etc). With so much time spent on creating this responsible selling 
and delivering environment, it was disappointing to see a complaint come through. 
 
Our understanding is that the complaint is two-fold: 
 
1. The frequency of prompts 
2. The countdown timer creates a sense of urgency 
 
However, the complaint has given us an opportunity to review our set-up and we believe that 
the following tweak will help alleviate the concerns over the number of prompts. 
 
* If you have an account with Hell, then you will be able to disable the alcohol prompts with a 
check box from your account settings. We will link to this on the first 2 offers displayed so no 
more prompts will appear unless you un-check this box sometime in the future. This will be 
implemented within the next 30 days. 
 
While we would love to remove the prompts, they perform the explanation function for 
customers who do not understand how to use the service (which includes that we have put a 
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ratio on what they order - an effort to reduce alcohol related harm). It also explains the 
delineation between the food and alcohol order - they are transacted separately by law, and 
we want to be explicit about this so there is no confusion. 
 
Unfortunately, the countdown timer is a function of utility. As the delivery for the food is 
conducted by Hell delivery drivers, the alcohol order must also be included on the same 
delivery run. The food order is processed first (as we aim to make sure that our customers are 
well fed) but given the nature of a quick-service restaurant, the food orders are ready to go 
out the door within 6 minutes. This is the available ordering window after which time the 
customer can no longer purchase the beer and wine from Best Wine Co. for delivery with their 
Hell Pizza food order. 
 
While we feel that we have gone over-and-above in our duty of care, we are all ears if you 
have suggestions about how to improve this. 
 
 


