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AN INTRODUCTION TO SOCIAL RESPONSIBILITIES AND BUSINESS ETHICS

COKE EXPLAINS BELGIUM CRISIS TO SHAREHOLDERS 

In a letter to its shareholders, The Coca-Cola Company has delivered an explanation of the recent crisis in Belgium. Citing that there was never a problem with the actual Coke products, as well as political influences in Belgium, Coke attempts to maintain respect with its shareholders:

Dear Fellow Share Owner,

You have likely heard about the recent recall of some of our products in Belgium and France due to quality concerns. I want to tell you what happened and assure you that your Company is focused on maintaining the highest product quality and ensuring consumer confidence in our brands.

In the space of a few days, our system experienced two very limited quality problems at bottling/canning plants in Belgium and France. At no point was any health hazard present in our products. However, these problems resulted in an off taste and off smell of products and packages, and some consumers reported feeling ill after drinking our beverages. Any quality issue, of course, is unacceptable. Nothing is more important to us than the integrity of our products, and I have apologized to our consumers for any discomfort or inconvenience.

Many outstanding Coca-Cola people responded quickly to the situation, working diligently to recall the products, determine the causes and share our findings.  We kept our consumers informed while remaining careful to gather all the facts and respecting authorities’ wishes that we deal with them directly, not through the press. Those discussions with the government of Belgium were complicated, took place in a locally politically charged environment, and took time. But the process cleared the way for our products to return to the shelves. The official government reports ultimately confirmed what we have consistently said: Nothing in Coca-Cola or any of our other brands threatened the health of consumers.

An extensive unrelated food safety issue complicated the whole situation with numerous food items in Belgium, an election, which the incumbent government lots, as well as other factors. Our people worked long and hard to resolve this situation, and I’m grateful for their efforts. I am also appreciative of the support and encouragement offered by a number of you, our shareholders. Part of the reason that we’ve been at the centre of attention is he meaning Coca-Cola has to people worldwide. For 113 years, it has represented the essence of quality refreshment. I can assure you that your Company remains totally committed to maintaining the quality of our products, the strength of our brand and the trust of our customers and consumers, as we continue to seize the vast opportunities before us to build value for you.

QUESTIONS

1. Outline two possible causes of the quality problem suffered by Coca-Cola in Belgium
2. Discuss how companies like Coca-Cola should react once they have discovered a product quality problem
3. Explain why a production problem like the one suffered by Coca-cola can result in a long-run drop in profitability
AN INTRODUCTION TO SOCIAL RESPONSIBILITIES AND BUSINESS ETHICS

You are a brand manager working for Imperial tobacco. For the last two years sales of “Pure Gold”, a leading cigarette brand have been declining. You need to take action quickly, but before doing so you wisely decide to commission market research to identify the causes of the decline.

You are horrified to learn that the main reason for your decline is the fact that your consumer profile is ageing. As a result you decide to reposition the brand so it appeals to younger consumers. 

The present government has banned TV advertising for tobacco products. The Advertising Standards Authority’s voluntary Code of Practice also forbids magazine advertising that contains images that are designed to appeal to young people.

1. Suggest a marketing strategy that you could use to reposition “Old 

     Gold”

2. What ethical issues have been raised by this case study?

3. In your opinion should firms focus solely on trying to maximise their 

     profits?

