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0 O NOTHING TO JOKE ABOUTO [ Source Perriers global withdrawal of its product was the first of its kind
that didnt involve the malicious tampering of a product. Only a few years earlier] Johnson & Johnson bad been
forced twice to order a worldwide recall of its Tylenol pain reliever medication after some capsules had been
deliberately laced with cyanide. But the contrasts between the two incidents "made all the differencel] " said
Stephen Greyser[d a professor at Harvard Business School in Cambridge] Massachusetts. The key issue was that
Source Perriers problem "was of its own making. In that sort of situation] consumers are a lot less forgivingC] and
second the Tylenol incidents resulted in eight deathsC] while Perriers posed no real health threat."[0 [ Greyser
said that[J to a drinker of Pettier water who didnt read the newspapers[] watch television[J or listen to the radio
[ "Perriers response to the crisis would have seemed perfect. It withdrew the product swiftly(l cleared up the
problem[d] and reintroduced the product within weeks. But because Source Perrier fumbled its initial explanations
so badly[] the company got rotten press worldwide." Like the benzene residue that caused the problem in the first
placel] the fallout from the contamination incident and the companys mishandling of the entire situation lingered
on and on.J OJ In Britain; the companys subsidiaryl] Perrier UK was left on its own to allay consumer fears
about product quality. The subsidiary received no direction or coordination from parent Source Perrier[] SA[
for any concerted attempt to either explain the situation honestly[l or more important[] apologize to its
customers. Perrier UK launched its own campaign with advertisements in newspapers across the country stating
there "was no hazard to the publics health."lJ [J To add to mattersC] the British subsidiary found itself with 40
million unwanted bottles of Perrier water for disposal. The company decided to dump the water-after giving
assurances to government officials concerned about the possibility of ground water contamination-and recycle the
distinctive pearshapedl[] green bottles. This proved to be a tall order because the UK had virtually no market at the
time for recycled green glass. When the company announced that half of the bottles would be recycled it drew
loud criticism from several environmentalists who chastised Perrier UK for not recycling the entire lotC] and all
expectations of a positive public response were dashed.
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