The Case of the Cheez-Its Crackers
On Tuesday, 20 September, my wife, daughter and I went shopping at Kroger’s at 6660 Poplar Avenue in Memphis,
TN. We bought a 21 oz box of original Cheez-Its™. On 23 September I opened the sealed box and found the bag
inside ripped opened. I did not rip open the bag; it was ripped as shown in the picture when I found it. Beneath the
bag were two aluminum foil pill wrappers, one having the word Acarbose on it and the other having the word
Ecosprin. Acarbose is a prescription drug used to treat type 2 diabetes mellitus. Ecosprin is a non-steroidal antiinflammatory drug.
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From this evidence, it appears that the box of Cheez-Its has been tampered with, and so I restored everything as it
was and set it all aside. I didn’t eat anything, of course. All consumers will encounter a situation like this sometime in
their lives, and after our initial irritation at not getting what we wanted, in my case, a snack, we throw the product
away and do nothing. Consumers can and should do better.
Food and water are safer today than in the past. Previous centuries saw thousands of deaths from tainted products,
with “Typhoid Mary” and the London Cholera Epidemic being among the most famous examples. To make food
healthier, Egyptians invented grain silos, Romans salted and dried foods, and Nicholas Appert of Napoleon’s Army
invented canning. The invention of refrigeration solved many of the problems of contaminated food.
In America, Abraham Lincoln established the Bureau of
Chemistry in the Department of Agriculture, which later
became the Food and Drug Administration. Upton
Sinclair’s famous 1906 novel, The Jungle, spotlighted
unsafe practices in the meat packing industry. In
response, Congress passed the Pure Food and Drug Act
of 1906 and the Meat Inspection Act of 1906.
Legislation and technology have gradually made food
and water safer in the century since, such as the Food
Safety Modernization Act of 2011. However, food and
waterborne illness and death still occur.
The last line of defense against disease from
contaminated food is the consumer himself or herself.
The US Food and Drug Administration (FDA) has useful
information on food safety and mechanisms to report
problems. The internet has a lot of good information
about how to tell when food is bad.
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Consumers can help manufacturers produce better foods by letting them know when a problem occurs. Sometimes
this is simple and sometimes it is not. I emailed Kellogg’s about my concern with the Cheez-Its, but unfortunately
they sent the following response:
Mark,
Thank you for letting us know that the package of the crackers you bought were ripped and had a little aluminum
wrappers. We are sorry about this and appreciate the opportunity to make it right.
Our packaging engineers work hard to prevent damage. The design, materials, storage, shipment and handling are
all factors that are taken into consideration and tested. Sometimes it’s hard to pin point where the damage
occurred especially after it's been shipped.
We want to assure you that your product has not been tampered with. Various types of tape are used to indicate
that the end of the roll of packaging material has been reached. This alerts the employees in our manufacturing
facility that it is time to change the roll of packaging material on the packing equipment. We are sorry that this
process failed and this material escaped our quality assurance measures.

Product quality is extremely important to us. Your comments about Sunshine® Cheez-It® Crackers will be shared
with our Quality team for continuous improvement.
We’ll be more than happy to provide you a replacement coupon for your purchased product. However, upon
checking our system, we do not have your complete mailing address. Please provide us your complete mailing
address by creating a reply to this email by clicking the link below..
Thank you again, Mark, for reaching out to us. We truly appreciate the time you have taken to share your
experience.
If you have additional comments or a photo to send to us, click here. Please do not use your “reply” button to
respond to this e-mail.
Sincerely,
Jomar Ralph R.
Consumer Specialist
Consumer Affairs
Since I do not believe that Kellogg’s has begun packing their Cheez-Its with aluminum medication wrappers, I
suspect that this product was tampered with. After receiving this reply, I responded to Kellogg’s and sent a note of
concern to the FDA. I sent an email to Kroger’s as well.
I have learned a few things in the process.
1. Let the manufacturer know when there is a problem. Most have websites to report issues, and they need to
hear from you. Sometimes they even want to hear from you.
2. It is easy to get irritated, but it is not generally helpful to vent your irritation. My reply to Kellogg’s could
have been more understanding.
3. Be persistent. The gentleman who replied to me clearly didn’t understand what the “little aluminum
wrappers” were. I described them in my initial letter but did not send photographs. The second time I sent
photos.
4. Keep records of what you sent. I replied on Kellogg’s website but did not copy my letters on to documents or
emails for my records. Now I have to recreate everything by hand.
5. Report to the manufacturer or store first, and then government authorities if you are not getting anywhere.
6. Assume that the people you are reporting to are reasonable human beings and want to solve the problem
and protect others just like you do.
7. If you do not get resolution from formal channels, use less formal channels, such as the internet.
I have waited a week for action from Kellogg’s, Kroger’s, and the FDA. Nothing yet. How this will end remains to be
seen, but manufacturers and governments cannot make food safe by themselves; consumers also have an important
responsibility. We all need to work together to get the best possible products and the best possible health.
I later received the following email
Mark,
This is a follow up email regarding your concern about the tampered package. We appreciate the opportunity to
respond.

Please know that we take this situation like yours as a serious issue, and we do believe there could be tampering
and would like to retrieve this back. We are sending you a retrieval kit and should arrive within 7-10 business
days. I have also enclosed a free product coupon to minimize your inconvenience.
Thanks again, Mark, for contacting us.
If you have additional comments or a photo to send to us, click here. Please do not use your “reply” button to
respond to this e-mail.
Sincerely,
Paul Joseph M.
Consumer Specialist
Consumer Affairs
I replied with my current address where they could send the retrieval kit. I also tweeted the pictures to @cheezits
and the company replied. It seems you get quicker replies to concerns using social media than using email or other
means.
On 11 October the Kroger’s store manager, Tony Fowler called and left a message for me to bring the box back to his
store. I was traveling, but returned on 15 October and took the Cheez-Its box and its contents to the Kroger’s at
6660 Poplar Ave, Memphis, TN 38138. I met with assistant store manager Lisa Whitmer who took the box and asked
for a statement. I showed her this article on the website. Ms. Whitmer said that she would send the Cheez-Its back
to the manufacturer and file a claim. She said that they will contact me later.
Still more to follow…

