
TYLENOL MURDERS CASE STUDY

Prior to , Tylenol was just the little bottle you grabbed out of your medicine Analysis Earlier in the case study I mentioned
that J&J did a.

Officials stated that the tampered capsules of Extra-Strength Tylenol came from four different manufacturing
lots. In the early stages of the crisis Tylenol was informed about what was going on from a Chicago reporter.
The organization was able to reestablish the Tylenol brand name as one to the must trusted over-the-counter
consumer products in American. Because Burke was the CEO, and was so clearly and publicly intertwined
with both the organization and the crisis, it is clear that if things were to go wrong for the public, they would
go wrong for Burke, too. Today, Tylenol enjoys the highest ratings for consumer confidence, and is the most
prescribed over-the-counter pain reliever. Nothing good happens without trust. One victim, year-old Adam
Janus, took Tylenol for minor chest pain and died within hours. The first issue Burke and his team wanted to
address was how to protect the people, as well as how to save the product. Within the year, the FDA
introduced more stringent regulations to avoid product tampering. His brother and sister-in-law, Stanley, 25,
and Theresa, 19, of Lisle, Illinois, rushed to his home to console their loved ones. On Sept. He told us that the
medical examiner there had just given a press conference-people were dying from poisoned Tylenol. The
story, written with the Kellerman family's consent, was proposed by FBI criminal analyst John Douglas on the
theory that the perpetrator might visit the house or gravesite if he were made aware of their locations. Due to
these efforts, the media used the company and their spokespeople, in addition to the federal authorities, as the
primary sources for news information. To increase their sales after the incident, there was over 2, sales
personnel making presentations to the medical community to ensure product confidence Mitchell,  More
importantly, Tylenol is really the benchmark on why values matter. Within the first week of the crisis, they
created a hotline for consumers to call for any information. He wanted our comment. His title and position
within the company displayed his competence in handling a situation of this magnitude. Often, a situation is
created which cannot be blamed on the company - but the company finds out pretty quickly that it takes a huge
amount of blame if it fumbles the ball in its response. Several major press conferences were held at corporate
headquarters. Sympathy strategy wins support from the public by portraying the organization as the unfair
victim of an attack from an outside entity. Jim Burke got more positive media exposure by going on 60
Minutes and the Donahue show and giving the public his command messages Fink,  With the phone line, any
reporter could easily call in, no matter what agency they came from. After a lengthy cat and mouse game,
police and federal investigators determined that Lewis lived in New York and had no demonstrable links to
the Chicago events. In addition to the impact on the company's share price when the crisis first hit, the lost
production and destroyed goods as a result of the recall were considerable. Primary Evidence. Evidence
suggests that the capsules were taken from different stores over the period of a few weeks to a couple of
months. In a news conference, Mr. This allowed all press conferences to go national. Broom, G. Police believe
that a bearded man seen just feet behind Prince may be the killer. The article further stated that "this is no
Three Mile Island accident in which the company's response did more damage than the original incident", and
applauded the company for being honest with the public. Working with FDA officials, they introduced a new
tamper-proof packaging, which included foil seals and other features that made it obvious to a consumer if
foul play had transpired. Several months after the poisonings occurred, James W. There are 5 crisis
management truths we can learn from Mr. It acted quickly - ordering that Tylenol should be recalled from
every outlet - not just those in the state where it had been tampered with. Says Dr.


