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Agenda

1. Debrief on Cotter Costumes’ crisis communications
2. Reminder: components of reputation

3. Case studies: Tylenol, Pfizer
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Shaping Reputation — and Reaping Benefits
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Related: Johnson & Johnson’s Tylenol, 1982
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Tylenol, “Teaching Model”

TIME

CRIME

How Poisoned Tylenol Became a
Crisis-Management Teaching Model

Jennifer Latson
Sep 29, 2014



Tylenol, “America’s Most Admired Lawbreaker”

Ehe New Jork Times

Risk on All Sides as 4,800 Women Sue
Over Johnson’s Baby Powder and Cancer

By TIFFANY HSU SEPT. 28, 2017



Case Study

“There were a lot of Pfizer-firsts
for this campaign.”

“...today, people want to ‘feel’ a
brand... They are looking for
brands with a soul.”

“Because with reputation,
you gain it in drops and
lose it in gallons.”

“If it looks too much like

pharma, it’s not right.” “../ROR’: ‘Return on

Reputation’ is our indicator.”



Key Takeaways

What are your key takeaways?

* |dentify key audiences .

* Analyze how they “see” and “feel” your company

e Think in terms of:

— Products/Services
— Innovation

- Workplace

— Governance

— Citizenship

— Leadership

— Performance

* |dentify appropriate communication and engagement channels

Image source: amazon.com



Reminders

Register by Monday to do Reputation Audit
assignment individually or as a pair

Check out revised schedule in Course Outline
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