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A CURE FOR ‘CLAMPING UP’ SYMPTOMS

/ “Strategic Patience” \

as advised by the business
and the global team

Monitoring the situation
quietly

Letting the issue "burn out’
naturally

Assuming involvement

/ Aggressive Denial \

as often explored by the
industry peers

Deny that problem exists
Deal with the situation only
by publishing official

statement on the website

Refuse to engage in
an open dialogue

will make things worse

\_ /

- r

/360° Communications\

Transparent Approach
as chosen by the local team

Initiate the investigation
Address every comment

Use a selected social media
channel as “lightening rod”

Work with influencers

to communicate the TRUE
K message /




A CURE FOR ‘CLAMPING UP’ SYMPTOMS

JAShraf Chaudhry-@

Pulc Faure

Likes

More +

Timeline About Photos

About Ashraf Chaudhry
El Ashraf Chaudhry @ Public
Page Info PAGE INFO PRl -0 Friends
Launched in 2012 This video is circulating at whatsapp, There can be three motives behind thisvidea——
1. The video maker found the worms and she has every right to inforrrothers

2. Someone from trade trying to damage Lipton's reputation

Ashraf Chaudhry Associates 3. A pissed offemployee canalsodo it

The Sales Trainer & Author of The Craft of Selling
"YOURSELF". Based in Karachi & Lahore. My video o PS: We will also p
http://ow.ly/pLbza e

MBA from IBA Karachi (1990-1992)

Author of The Craft of Selling "YOURSELF"
-Sales Trainer
-Career Coach

i Inviting Lipton 318,000 views
Chau SRS rers 1 17 to respond increased by 13,000
“ i In a couple of hour‘.z
February 22 pm




FRAMING THE DEBATE AND ‘FRIENDLY FIRFE’

N Kathy Dierking 8 months ago . = S
These are not worms. They are not moving. They are lemon flavor pieces that melt in hot water. U s I n g a S e l.e Cte d S O C I a I. m e d l a

i ¥

r channel as a “lightening rod”

+Kathy Dierking Lipton have posted about it on their facebook. It is stupid that people would believe it is worms.

Reply = 1 1y

facebook

109,874 views  YoulT3)

Pavi Bansal In the previous video...we can clearly see the worms moving....i
dont buy..what u r showing here.

= Like - Reply - Message -0 2
9m VIewsi = Lipton @ HiPavi,
300+ comments

Thank you for reaching out.

We reassure you that these are not worms. You could test this for
yourseif by opening any pack of Lipton Green Lemon variant, and you
will find that the lemon pieces dissolve when you put them in water.
Have a great day!

Like - Reply -« 1

bR y Oo@‘u‘ )‘O' @katemalhawajes Viorms in Lipton Lemon Green tealll Evwwww. Share now!
¢ - : i g . B e
2 Gl - ¥l g2 04 3 Inis/www.youtube.co... »= @YouTube %
- + - ‘>



FRAMING THE DEBATE AND ‘FRIENDLY FIRFE’

Upton

226K 5372 462K o m

LIPTON® Tea ©

@Lipton

Inspiring you to break out of your daily auto-pilot and see the world with a fresh-brewed

perspective. #BeMoreTea

Where you are. « LiptonTea.com

R tiny
Retw I iimes

LIPTON® Tea & @Lipton - Fet
There are no worms in Lipton Lemon Green tea bags. They are flavor pieces
which dissolve in hot water. Watch here

il

Unilever

Lipton Green Tea Bags Clear of Any Animate
Objects

y arimate objects inside a Liplon green tea bag have been crculating

n recognized for s quality and prog

00N 16a lemon Navor port

K confirmaton of the authenticity of th

bemors tea

Home OUR TEAS WORLD OF TEA

LIPTON LEMON GREEN
TEA BAGS VIRAL VIDEO
PROVEN FALSE

J Creenteay. |

FOR YOUR ACTION \

SOCIAL MEDIA .
RESPONSES FOR 5‘&%
YOUR USE B

Lipton Green Tea Issue

28" February, 2016

Dear Colleagues,

Please find below responses that you can use on your social ! Freshigrast tate for .
media if you come across any incorrect information regarding light and active day e d
worms in our tea bags; -

For responses on Facebook:

In response to the video of Lipton's Lemon Green Tea bags, there
are no "worms” in our tez bags. These are small lemon flavour
pieces which have been mistaken for worms. If you put these
lemon flavour pieces in hot water they will dissolve as you can
see from this video. The tea is of the highest quality standard
and is absolutely safe to consume

If you have any questions, please contact us here (Within KSA:
800 897 1480 Within UAE 800 53837 Outside UAE: 49714 881 7263).

Home WORLD OF TEA LIPTON LEMON GREEN TEA B‘AGS V;Rhl VIDEO PROVEN FALSE
o oo [
LIPTON LEMON GREEN TEA BAGS VIRAL VIDEO PROVEN FALSE

therg are no worms” in o Jr”@c:aq Theze ore small

pton’s Lemon Oree

T us hare (Within KSA 300 897 1480. Withm UAE

Watch Video O
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NEWS ¢
—

News- Politics Football ~Sport- Celebs- TV&Film  Weird News l Most read # Videos @ Quizzes
ILLIAM AND KATE IN BHUTAN WILLIAM AND KATE IN INDIA Technology  Money  Travel  Fashion  Mums N 0, th ere are n Ot WwWOoms |P :’.Obr LI[Z‘ITF T€‘3 8 the Im'e Ii'd'e woms are JU St
really small lemon pieces!

[] + News - Weird News - Lipton Inc.

Lipton slam 'live worms' teabag claims with video —_— -
provmg what is REALLY m5|de their lemon green brew . PEOPLE KEEP DISCOVERING "WORMS"

Ere e IN THEIR LIPTON TEA BAGS
»
L >
Ismat Raza posted a photo showing ‘live, wriggling worms' in her teabag - but the -
ipton company claims she’s got it very wrong

0000 .. Q:
vvvvv RES COMMENTS

Enter your e-mail for our daily newsletter

Like Comment Share



SHIFTING PUBLIC OPINION
_ Llnked m Lipton has done a fantastic job of rumour management in this case by killing the ramour

Prabhakar Mundkur quickly and effectively wiping out all doubts about the quality of their products.

Lipton - A Lesson in Rumour Management H Fatima Haider Lipton has always been my favourite and i wouldnt stop using it

just because some stupid person used some bunch of old tea bags or created a

R rm— e e— | rumor stating lipton has worms. Love lipton ()

Unlike - Reply - Message - 2 33 - February 24 at 4:31
Earlier this month a mis-informed consumer threatened to damage the 125 year

reputation of Lipton, when she claimed to have found worms in Lipton Lemon Farrukh K. Pitafi

>0t response from @Lipton, these r not worms but lemon flavor. My veg friends 1

safe. hitps/t co/aV7Jc2

2 onA B @ 100

Green Tea bags and then uploaded a video on social media.

Live worm in Lipton Green Tea Leman Flavour Bag 0~

Nida Zuberi I've always had Lipton green tea! What extent other labels will go
to tarnish another’s image is just shameful. None of those lemon shavings are
moving. Not a single one. Thank you for the great taste and high quality.

Unlike - Reply - Message - 3 1 - February 25 at

Becky Hanemaayer 7 months ago

Lemon pieces and YOU can't tell they aren't worms!! Really a terrible video...why are you trying to ruin a good company like
Lipton?

They made their own video. WATCH IT!!!

https://www.facebook.com/LiptonUS/videos

Reply * 5 1y 9

View all 3 replies Vv
Lipton reacted swiftly to the video by putting out an informational video again on n Becky Hanemsayer 7 morths ago
social media and responding to the complaint in the shortest possible period of +Becky Hanemaayer

Lipton tea company could sue you...| recommend you take down your video!

time, quelling a dangerous rumour that could have harmed the brand. R ‘»
neply *
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