Workshop
Starbucks: Align Every Employee to Core Values
In April 2018, two men went to a Philadelphia Starbucks to meet a friend. They sat at a table waiting to order and asked to use the restroom. The result? The manager on duty called the police and the two African American men were—wrongfully—arrested for trespassing. 
The video of the arrest went viral and by the next day, #boycottStarbucks was trending on social media. What might have started as a store manager attempting to follow a company policy turned into a racially-biased encounter that even the Starbucks CEO called a “reprehensible outcome.”
That CEO, Kevin Johnson, instantly released a statement that included a direct apology to the two men. To employees and customers, he said, “You can and should expect more from us.  We will learn from this and be better.”
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He also outlined a list of internal actions the company would take. A month later, Starbucks closed 8,000 stores to train 175,000 employees on racial bias and how to make every customer feel like they belong. 
· Realign the entire organization to the company’s core values and mission.
· Encourage bottom-up feedback from partners on how the company was doing from their perspective.
· Adopt best practices and review policies that create a culture of inclusion and equality. 
Recognizing the major failure in their internal communication procedures and how their “practices and training led to a bad outcome”, Starbucks did an internal investigation into their policies. It was widely seen as a transparent, authentic response. 
https://www.beekeeper.io/blog/3-internal-communication-failures-that-turned-into-pr-disasters/
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Related: Video: A follow-up message from Starbucks ceo in
Philadelphia

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




