Charleys Philly Steaks turns to WestRock
for fresh packaging ideas
New clamshell container keeps “World’s Number One Philly Cheesesteak”
hotter, crisper longer

Building a Philly Cheesesteak Empire
Charleys Philly Steaks founder and CEO Charley Shin tasted his first Philly cheesesteak in 1985 while attending The Ohio
State University. As an undergrad with an appetite for success, Shin knew he wanted to share this sandwich experience with
others in a big way and went about perfecting his own recipe.
Only a year later, Shin turned his entrepreneurial dreams into reality when he opened his first
restaurant with the support of his mother—Charley’s Steakery in Columbus, Ohio, quickly became
a hit with college students who craved the Philly cheesesteaks, gourmet fries and fresh lemonade.
More rave reviews soon followed, and Shin began to grow his business in leaps and bounds, opening
the first franchise store in 1991 and first international location in 1995. A food sensation was born
as cheesesteak fans across the globe sought their Charleys fix.
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Great taste ready to go
Today, Charleys Philly Steaks is the largest Philly cheesesteak brand with more than 570 locations in 20 countries dedicated
to crafting “The World’s Number One Philly Cheesesteak.” And thanks to a new partnership with WestRock Company,
a leading paper and packaging solutions provider, each satisfying 100% USDA Choice steak or all-white-meat chicken breast
selection is being served up hotter and fresher than ever.
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That’s because Charleys recently made the decision to switch from foam containers and foil-lined wrappers to a new
clamshell to-go box that lets its grilled-fresh-to-order sandwiches breathe better. This helps keep meats savory, buns crisp,
and hand-cut vegetables flavorful.
At the same time, the new packaging solution has improved service time by allowing employees to assemble sandwiches faster.

Help from a friend
While Charleys’ fans have few complaints, customers had been asking for a better container to get the great taste all the way
home. They noted that to-go orders could get a bit messy as cheese and toppings would sometimes stick to wrappers,
and foam boxes tended to make buns soggy. In response,
Charleys set out to re-engineer the way it
packaged its signature product.
Purchasing Manager Jeff Channell swiftly
placed a call to WestRock’s Owen Glock,
vice president of sales, food service
packaging, to help support the
initiative. Longtime colleagues, Jeff
and Owen had a working relationship
built on the mutual respect that comes
with solving some of the largest packaging
needs for the biggest brands.
“You tend to get a lot of quick responses when
you’re the big guy,” said Channell. “Charleys certainly
isn’t small, but suppliers aren’t necessarily beating
down our door. When it came to Owen and WestRock,
they treated me just like I was part of a larger team.
That’s the service you hope to get, and I got it right away.
We felt like someone they wanted to do business with.”
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“They treated me just like I was part of a larger team. That’s the service you hope to get,
and I got it right away.”

Finding the right fit
WestRock quickly went to work, steering
Charleys through considerations for the new
container while demonstrating several options
along the way. To help customers build a better
box, WestRock studies both the market
and the science of packaging. It is this
deeper understanding of the challenges and
complexities brand owners face that Channell
and Charleys had hoped to find in a partner.
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Ultimately, the sandwich-maker settled on a
compact 6-inch by 8-inch, bleach white, F-flute
corrugated clamshell box that would allow its
cheesesteaks to fit easier inside. Rather than
serve a full-length wrapped sandwich, to-go
orders could now be cut in half and placed sideby-side. This made for a cleaner presentation
of the product, allowed moisture to escape and
helped sandwiches stay hotter longer.
Soon after, Charleys began to test market the container in 12 stores to collect customer and franchisee
feedback. Employees liked that sandwiches were easier to manage, which reduced preparation time
by as much as 20 seconds. Customers enjoyed the fresh-grilled taste and less time spent waiting in line.
“This really helped get the franchisees behind the new box,” said Channell. “It’s a goal of our operations team
to ensure a consistent product, and that includes packaging. Presentation is important to our store owners—they have
incredible pride in how their businesses operate, and we want customers to feel that same care every time they sit down to enjoy
a Charleys Philly Cheesesteak.”

Easy to work with
From initial concept to introduction in stores, the switch to the new to-go box took less than a year—fast by food service
industry standards. Both companies attribute this to the relatively few meetings it took to launch the idea and having key
decision-makers from both teams closely involved in the process from the start.
“We were able to supply plain clamshells for store testing within five months,” said Glock. “Those stores actually never went
back to the old container, and we started to ship the first printed boxes nationally only four months after that.”
“The decisions we make tend to be more deliberate,” said Channell. “It really shows the value WestRock brought to the table
that we were able to roll out this solution in a matter of about nine months. From the start, it was a feeling of we’ll all sell more,
we’ll all win if customers like the result. The communication between our teams was terrific, and Owen was right there with
everything we needed, when we needed it.”
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“It really shows the value WestRock brought to the table that we were
able to roll out this solution in a matter of about nine months.”
“Charleys also took time to visit our facilities, which was very important to them and us because
of the direct food contact that takes place,” said Glock. “It gave us an opportunity to talk
about the steps we take to protect our customers’ integrity and reputation. We know that the
decision-making process really starts with understanding how a supplier can be
a better partner.”
Following successful test marketing, Charleys rolled out the new box with full graphics to a
strong customer reception in late summer of 2016. Besides keeping food fresher, the company
likes how the clamshell container also provides better eye appeal than traditional
wrappers and trays.
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In honor of innovation

Innovation
Award

For its efforts, WestRock was recently honored with an Innovation Award at Charleys’
national convention. The award recognizes suppliers who have contributed to the
success of Charleys and its franchisees.

“Focusing on the customer experience is what we’re trying to instill in our culture,” said Channell. “Our goal is to help our
franchisees become better operators and increase profits. The award was based on how the solution impacted our business;
how WestRock responded to the opportunity; what they did to make sure we got the best product at a reasonable price;
and that they presented some ideas that were different than what we had been doing for 30 years.”
“WestRock capitalized on this opportunity by responding quickly and making things happen. It was clear from the first phone
call that we had a problem-solving organization behind us.”
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A passion for improvement
From a single 16-seat restaurant in Columbus to more than 570 locations worldwide, including many in mall food courts and on
Army and Air Force bases, Charleys has enjoyed a tasty timeline of success since 1986.
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Moving forward, the sandwich-maker is focused on maintaining the record 10 to 20 percent
unit growth it has experienced in the last decade by reaching new markets—and mouths.
Charleys and WestRock are also exploring new to-go containers for Charleys’ gourmet fries,
loaded with cheddar cheese, bacon and other tasty toppings.
No matter its choice, there is no doubt Charleys’ decision will have customers’ complete
satisfaction in mind.

“The integrity of both companies is what stands out to me,” said Glock. “That’s the way Charleys operates. They’re privately held,
and it’s a family business. They give back to the community and grow their employees from within. And they want to see those
attributes from their suppliers.”

“I think WestRock has demonstrated that same kind of respect. From running overtime,
to preparing for the big launch, to expediting shipments—these things have been recognized
by the customer, and we’re thrilled to join Charleys on its journey.”

To learn more about superior packaging solutions, visit westrock.com. Even better, visit charleys.com to find the best
fresh-grilled Philly cheesesteaks near you.

About Charleys
In 1986, Charleys redefined the Philly cheesesteak. Today, more than 570 locations in 45 states and 20 countries in North America,
South America, Asia, Africa and Europe serve up the World’s Number One Philly Cheesesteak made with fresh, quality ingredients
grilled-to-order the Charleys way. Also known for its loaded gourmet fries and refreshing natural lemonades, the restaurant franchise
is quickly expanding to serve the world’s favorite cheesesteaks across the globe. For more information on Charleys Philly Steaks, visit
www.charleys.com, or follow us on Facebook and Instagram at @charleysphillysteaks and Twitter at @charleys.

About WestRock
WestRock (NYSE: WRK) partners with our customers to provide differentiated paper and packaging solutions that help them win
in the marketplace. WestRock’s 45,000 team members support customers around the world from more than 300 operating and
business locations spanning North America, South America, Europe and Asia. Learn more at www.westrock.com.

westrock.com
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