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THE TYLENOL CRISIS
 Presented by:-Sudhir Singh Rajput
 Hitesh Mishra Sumit Kumar
 Manish Kumar
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Introduction• Johnson & Johnson formed by
 Robert Wood Johnson, James Wood & Edward Mead Johnson in 1985, is an American multinational pharmaceutical, medical devices and consumer packaged goods manufacturing corporation.
 • The corporation includes 250 subsidiary companies with operations in over 57 countries and products sold in over 175 countries.
 http://en.wikipedia.org/wiki/Multinational_corporation
 http://en.wikipedia.org/wiki/Pharmaceutical
 http://en.wikipedia.org/wiki/Medical_device
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THE TYLENOL CRISIS• On September 29,
 1982,"Tylenol Crisis" began when the first of seven individuals died in metropolitan Chicago, after ingesting Extra Strength Tylenol that had been deliberately laced with cyanide.
 http://en.wikipedia.org/wiki/Metropolitan_Chicago
 http://en.wikipedia.org/wiki/Metropolitan_Chicago
 http://en.wikipedia.org/wiki/Cyanide
 http://www.youtube.com/watch?v=roWJnYbevMY
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TYLENOL CAPSULEExtra strength analgesic and sedative drug which relieve pain and reduce of irritability.Holds 35% of the $1.36 million analgesic market.7 % to the company’s worldwide sales and almost 20% to its profits.Millions of users with good profits and sales growth.
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Tylenol Crisis• In 1982 an unknown criminal
 replaced Tylenol Extra-Strength capsules with cyanide-laced capsules, resealed the packages, and deposited them on the stores in the Chicago area.
 • Tylenol capsules were loaded with 65 milligrams of cyanide, 10,000 more than what is necessary to kill a human.
 • The poison capsules were purchased, which lead to seven people’s deaths in the Chicago area.
 http://www.youtube.com/watch?v=ZVgQHbL78kA
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Victims- September 29, 1982
 • At 7 am 12 year-old Mary Kellerman was found on the bathroom floor and rushed to the hospital where she was pronounced dead.
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Crisis communication Strategies
 •Formed seven member team and two question addressed•Convinced for little chances of discovering any more cyanide coated tablet•leadership performed superbly during the crisis
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Cont…
 • Several major press conferences were held at corporate headquarters
 • set up a live television feed via satellite to the New York metro area
 • Company established 1-800 hotline for enquiries
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Impact of the strategies
 • Employed forgiveness and sympathy strategies for the crisis.
 • Remediation and Rectification strategies.
 • Immediately put up reward of $100000
 for nabbing & nailing the killer.
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• Continuing news conferences• Handle 2,500 media queries• Reintroduction: News conference w/
 CEO James Burke• Announce comeback plan at national
 sales conference• Offered $2.50-off coupons• Comeback plan: tamper-resistant
 packaging• Toll-free consumer number
 Johnson & Johnson's strategy to win back public trust
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• TV ads• 2,250 sales people trained
 &dispatched for local medical presentations
 • Established relation with the chicago police, the federal bureau investigation, Food & Drug Administration
 Cont…
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COMPANY’s CREDO

Page 14
                        

The success of the comeback trail
 • J&J put customer safety first.
 • J&J used both public relations and advertising to communicate their strategy, keeping customers informed . 
 • They offered answers.
 • Fully cooperated with the media
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Reasons for Success of Efforts Taken by Johnson & Johnson in the Tylenol
 CrisisThey acted quickly, with complete
 openness
 Proper utilization of media
 Provided the victims families counseling and financial assistance
 The company developed a triple sealed package and tamper free sealing
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Cont…
 Pulling the Tylenol product across the country
 Leadership of the company
 Ready for losses
 Communicate well with public
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Conclusion
 Coming of crisis cannot be controlled, it may come at any time.
 However it can be controlled by proper planning and decision making.
 A good example of how to deal with crisis and make good use of the situation is in Johnson and Johnson's dealing with Tylenol crisis they faced in 1982.
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Cont…
 However with proper steps and decisions, they didn’t only recover from crisis but came out with stronger customer relations.
 Other companies may also learn from this experience of company and prepare themselves for any sudden crisis.
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