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Company Background

Mission:

“to meet everyday needs for nutrition, hygiene, and personal care with
brands that help look good, feel good, and get more out of life.”

Vision:

“We believe beauty should be a source of confidence, and not
anxiety. That's why we are here to help women everywhere
develop a positive relationship with the way they look, helping
them raise their self-esteem and realize their full potential.”

Values:

o Sustainability
° Self-confidence
e |Inclusivity & Empowerment




What Happened?

The Ad - =

Diverse trio of women
sequentially lifting their shirts to
reveal one another: a dark-
skinned woman, a white woman,
and an Asian woman.

Viral meme by Naomi Blake
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https://www.youtube.com/shorts/pAIgDredHpw?feature=share

2017

Three-secondbody  pacebhook Major Dove Nigerian
wash ad on . e .
removes publications publishes model
Facebook as part of ,
its of Real Beauty. Ad and like New York  apology Lola
issues Times publish in Ogunyemi
Naomi Blake, apology news lenghth defends
comments on pOSt on FB Dove

and receives a
generic response

Blake shares the
response and Ad

Ad goes Viral
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The Reaction




Evoked Dark History

19th-century Ads
implied that people of color were "dirty"
and could be purified to white with soap.

- s
r e '
. ¥ ‘o s
L
¥ I“-f"'q- . — q g
a?

N - '
-

¥

T ;E : .
-._ i -

' - ¥

= ; .1 :.I. -. -".-—-‘.- .* \ - ? :"
._"' % - A.L &, -

= i _
e Jf 1 "
"WHY DOESNT YOUR MAMMA WASH.‘W%LM#W FAIRY SOAP?

‘Made only by THEN. K. FAIRBANK COMPANY.
CHICACE AT L0, NEW YORM AOsroN, FrILADEL




Social Media \@

More than 40

percent of online
V\ discussions related
. to the ad referred to

. Dove with some form
U of the word "racist."
44.6 percent of posts

expressed negative

sentiment for Dove

65.2 percent of
the soclal media
conversation




Unilever Stock
#BoycottDove campaigh =

Little Impact
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_ | ££1 39 Unilever Personal Care
Share pricing actually peaked in the wake il §60
of the October 7, 2017 ad controversy (Dove's category) earned
The steep decline seen on October 19 i $5.9 billion revenue
resulted from a disappointing Q3 eamings
release. 10/19- $50

| $57.65 | Q4 2017 Sales Growth for

a5
Dove was 4.4% (non-GAAP)
in
e e S e UN e musD) T rmd el Overall yearly gains of 2.9%

in 2017
source: Unilever, 2018



The Significance of Culturally Sensitive &
Socially Aware Marketing Strategies!

THE FDWEH; OF THE MULTIEIJLTIJFIAI. [:[IHSUMEH [l[ILLhFI
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Nielsen's 2018 report
CATEGORY SPEND BY TOTAL SPEND % OF TOTAL SPEND "Black Dollars Matter"
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People of color including
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e Brand Reputation e Brand Image Vulnerablity-

e Global Recognition Real Beauty may be seen as

e Realistic Marketing fake

e Affordable e Sustainablity Concerns

e PETA Approved/Cruelty W e Concentrated in Metro
Free cities

e Mergers with small e Negative Publicity

businesses e Competitors eq:
e Expand Target Audience Olay,Nivea
e Eco-Friendly packaging e Changing Consumer

and making of products Preference
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Dove's Response

o xobecole
DOUE a Onecoue
= Thought that Dove ad was fake until the
I:L—ﬂ D ove apology happened. People actually sat
at atable and said "Yeah post that
pictura"? a8
. &:34 AM - Oct B, 2017

An image we recently posted on

4,948 Reposts 1854 Quotes 6,977 Like

Facebook missed the mark in
representing women of color
thoughtfully. We deeply regret the
offense it caused.
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wews Racist Dove ad: Model Lola Ogunyemi speaks out - BB..

e

BEC is a British public broadcast
service.

B|B|C
NEWS

Watch on 3 YouTube

Buzzleed News

Dove &
@ Dove

Follow

As a part of a campaign for Dove body wash, a 3-second video clip was
posted to the US Facebook page which featured three women of different
athnicities, each removing a t-shirt to reveal the next woman. The short
video was intended to convay that Dove body wash is for every woman
and be a celebration of diversity, but we got it wrong. It did not represean
the diversity of real beauty which is something Dove s passionate about
and is core to our belefs, and it should not have happened. We have
removed the post and have not published any other related content.
This should not have happened and we are re-evaluating our internal
processes for creating and approving content to prevent us making this
type of mistake in the future. We apologize deeply and sincerely for the
offense that it has caused and do not condone any activity or imagery
that insults any audience.

ﬂ) Apologized

Removed Ad
Interview




Communication Objectives




Alternative Strategies

Key Alternative Media
Stakeholders Objectives Opportunities




" WHAT WE DO ~ W

& Posts Follow nepTral k.

matthewacherry Day 1 @youngsheldoncbs

Present

/.j matthewacherry &
2022 Reputation Score

0SCAR-WINNING SHORT FILM
INSPIRESDOVE'HAIRLOVE €D
PRODUCT LINE 72.4 =

CFLAF MeE

LR

New line launching in Walmart is designed to

foster self-esteem for girls with natural hair and Strong B
features film's central character Zuri on packages '

f||w||in| |S]||D||= Brand value of Dove worldwide from 2016 to 2023 (in million U.S. dollars)
e G Bess o Comparably  companies 0

Comparably is excited to introduce our all

6,470

Rared

#32 BRAND PAGE
- e - r
= Dove

2,094

il 4.822

& Posts Follow

oQv - R
2 O matthewacherry @

1,200 likes

matthewacherry Have you tried our @dove curly kids

hair care line inspired by our Hair Love short film and

book yet? It's available at @walmart. There's shampoo,

conditioner, curl cream and refresher spray each with a 1,000
different image of Zuri on each bottle. Check it out if you

haven't yet. |
View all 53 comments 2016 2017 2018 2019 2020 2021 2022 2023

Source Additional Information:

widn: Brand Financa: 2016 10 2083




What’s Next?

Future Goals for Dove

Regain consumer trust

Improve internal creation &
approval oversight for
future content

Embrace proactive &
actionable listening



Discussion Questions




|.The noted economist Milton Friedman once said, “There is one and only one
social responsibility of business — to use it resources and engage in activities
designed to increase its profits...” The CEO of the investment management firm
BlackRock, Larry Fink, said, “To prosper over time, every company must not only
deliver financial performance, but also show how it makes a positive

contribution to society.Who's right and why?




2.ls it possible for multinational corporations and brands to
pursue a social responsibility agenda and have such efforts

perceived by the public as genuine? If so, how?




3.How do you think Dove’s Real Beauty CSR program may
have helped it weather this latest communications misstep

and protect its long-term reputation?




4. What could the Dove brand have done internally to avoid
yet another racially insensitive communication that missed

the mark so dramatically
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