Brains Brewery locked out of Facebook page during crucial rebrand appeals to Meta for help
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Brains Brewery, a cornerstone of Welsh brewing with over 140 years of heritage, is currently facing a significant challenge after losing access to its Facebook page due to a hacking incident in January. This page, boasting over 34,000 followers and having been in existence for more than 15 years, has been a vital communication tool for the brewery. A spokesperson expressed the gravity of the situation, stating, “Our Facebook page is one of our most important tools for staying connected with customers, marketing new products, and sharing our story. Being locked out for this long is genuinely damaging.” 
Despite their best efforts to regain access, including multiple submissions of identification and calls to customer service, the company has had no success. Each time they reach out, their case is closed without resolution, leading to mounting frustration. "I’ve spoken to call centre agents on 18 separate occasions,” the brewery representative recounted, highlighting the exhaustive nature of their attempts. Similar stories are echoed across various sectors; for instance, the Jones Family Farm in Indiana faced a two-month ordeal to reclaim their Facebook page after it was compromised. Their struggles, like those of Brains, point to a systemic issue affecting businesses reliant on social media platforms for community engagement.
Currently, Brains Brewery is gearing up for a major brand refresh, a critical strategic move after recent challenges in the market. The spokesperson noted, “This rebrand is a comeback moment. Losing access to our largest communications channel at a time like this is devastating.” While they manage to maintain an Instagram presence with around 4,000 followers, it pales in comparison to their Facebook audience, underscoring the irreplaceable value that Facebook represents for business engagement in the digital age.
Amidst their public plea for Meta to intervene, the brewery has resorted to rallying support from its customers and community. They stated, “We didn’t want to go public, but we’ve run out of options. We’re not asking for anything unreasonable. We’re simply asking Meta to help a legitimate, historic business regain access.” This echoes a broader sentiment seen in similar cases, where small businesses have struggled with account security and retrieval processes that are often opaque and unresponsive. 
The importance of having secure social media accounts cannot be understated, especially as platforms like Facebook, now rebranded as Meta, pivot towards broader digital ambitions. With the shift towards the metaverse and immersive online experiences spearheaded by CEO Mark Zuckerberg, the everyday accountability to small businesses, particularly those with a legacy, may be overlooked. This highlights not just an issue of customer service, but a vital conversation around the ethical obligations of these large tech firms towards their long-standing users.
As Brains Brewery continues to explore avenues to restore its Facebook presence, the implications of such a loss extend beyond mere digital access. It affects customer relationships, brand identity, and the very essence of community that businesses like Brains embody. The brewing company remains resolute, calling on Meta to rectify a situation that has left them feeling sidelined in an increasingly digitised marketplace.
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