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Bill George

Senior Fellow, Harvard Business
School and Former Chairman
and Chief Executive Officer,
Medtronic, Inc.

Johnson & Johnson CEO “Jim Burke's” leadership during the
1982 “Tylenol” crisis is what we at “Harvard Business School”
teach as the standard for handling a high-stakes public crisis,
Now, we have a new exemplar: “Starbucks” CEO; “Kevin John-

son”.
(Bill George)
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Richard Quest

Richard Quest is CNN's foremost international
business correspondent and presenter of Quest
Means Business, he is one of the most instantly
recognizable members of the CNN team.

This is a lesson for every other CEO out there: Don’t head for
the hills! at the first sign of disaster; like Facebook (FB), and
Equifax (EFX), Take a sip from Starbucks’ cup and face it head-
on, Do what’s right, Your investors and your customers will
thank you for it.

(Richard Quest)
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@Starbucks The police were called
because these men hadn’t ordered
anything. They were waiting for a friend
to show up, who did as they were taken
out in handcuffs for doing nothing. All
the other white ppl are wondering why
it's never happened to us when we do
the same thing.
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We apologize to the two individuals and
our customers for what took place at our
Philadelphia store on Thursday.

We apologize to the two individuals and our customers
and are disappointed this led to an arrest. We take these
matters seriously and clearly have more work to do when it
comes to how we handle incidents in our stores. We are

reviewing our policies and will continue to engage with the
community and the police department to try to ensure
these types of situations never happen in any of our stores.
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Starbucks Newsroom

Starbucks ceo: Reprehensible outcome in Philadelphia incident

Dear Starbucks Partners and Customers:

By now, you may be aware of a disheartening situation in one of our Philadelphia-area stores this past
Thursday, that led to a reprehensible outcome.

I'm writing this evening to convey three things:

First, to once again express our deepest apologies to the two men who were arrested with a goal of doing
whatever we can to make things right. Second, to let you know of our plans to investigate the pertinent
facts and make any necessary changes to our practices that would help prevent such an occurrence from
ever happening again. And third, to reassure you that Starbucks stands firmly against discrimination or
racial profiling.

In the coming days, | will be joining our regional vice president, Camille Hymes—whao is on the ground in
Philadelphia—to speak with partners, customers and community leaders as well as law enforcement. Most
importantly, | hope to meet personally with the two men who were arrested to offer a face-to-face apology.
We have immediately begun a thorough investigation of our practices. In addition to our own review, we
will work with outside experts and community leaders to understand and adopt best practices. The video
shot by customers is very hard to watch and the actions in it are not representative of our Starbucks
Mission and Values. Creating an environment that is both safe and welcoming for everyone is paramount
for every store. Regretfully, our practices and training led to a bad outcome—the basis for the call to the
Philadelphia police department was wrong. Our store manager never intended for these men to

be arrested and this should never have escalated as it did.

We also will further train our partners to better know when police assistance is warranted. Additionally,
we will host a company-wide meeting next week to share our learnings, discuss some immediate next

steps and underscore our long-standing commitment to treating one another with respect and dignity. |
know our store managers and partners work hard to exceed our customers’ expectations every day—which

makes this very poor reflection on our company all the more painful.

Finally, to our partners who proudly wear the green apron and to customers who come to us for a sense of
community every day: You can and should expect more from us. We will learn from this and be better.

Respectfully,
Kevin Johnson

ceo
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We regret that our practices and training led to the reprehensible outcome at our
Philadelphia store. We're taking immediate action to learn from this and be better.
A statement from ceo Kevin Johnson:

Starbucks ceo: Reprehensible outcome in Philadelphia event
The basis for the call to that led to the arrest of two men in a Philadelphia
Starbucks was wrong and it should never have been made, wrote ceo Ke
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Lol 11 @GMA @ Good Morning America
FULL INTERVIEW: "I personally apologize..." Starbucks CEO Kevin Johnson one- ‘_\G%.
on-one with @RobinRoberts in his first interview after two black men were
handcuffed at a Philadelphia store.
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% Starbucks Newsroom

A follow-up message from Starbucks ceo in Philadelphia

Kevin Johnson apologizes, says he will personally address issues that led to situation in Philadelphia: “I will
fix this."
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On 5/29, we'll close US company-owned stores to conduct racial-bias training to
address implicit bias & prevent discrimination. We're taking a hard look at who we
are as a company. We're ashamed & recognize that racial bias is a problem we
must address.

v i W - @Starbucks @ Starbucks Coffee %

Starbucks to Close All U.S. Stores for Racial-Bias Education

Starbucks will close more than 8,000 company-owned stores on May 29 for
nearly 175,000 partners to receive education geared toward preventing...
news.starbucks.com
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Starbucks boss Kevin Johnson: | am
accountable, | am going to fix it!
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Oxfam boss Mark Goldring: Anything we say

is being manipulated. We " ve been savaged!
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