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THE BATH & BODY
WORKS CANDLE
SCANDAL

CRISIS COMMUNICATIONS WHEN A
CANDLE BECOMES A "KLANDLE"

Presented By : Elle Simonsen




BATH AND BODY WORKS BRAND

"We make the world a brighter, happier place through the power of fragrance"

BTN - 000inNewalbany,ohio

e 2003 Q4 sales were
almost 2.91 billion

e Publicly traded on NY
Stock Exchange "BBWI"

e Body lotion, shower
gel, fragrances, hand
soap, hand sanitizer

e Became the largest bath
shop chaininthe USin

1977

e More than [,850

company-operated
locations in the US and

Canada

e Global beauty and home
fragrance brand

e 2023 net sales amount
to 7.43 billion US dollars

https://www.liberty-center.com/stores/bath-body-works/?location=e172



SITUATION: FROM PRODUCT
LAUNCH TO PR CRISIS

i} i . j Q@ nbathandbodyworks @ Search in r/bathandbo... @TikTOk
e Headinginto the 4th quarter of the holiday
sales period (40% of sales), the Snowed In
. icked to go strip all the KKK candles &) £ Let me just say
candle was launched October 14, 2024 B s i e byt

j to LIGHT UP.... Ummmm did they not notice the eyeballs when they did the test run.. helloc

e Social media users noticed that that the paper
snowflake images on the candle label
resembled robes of Klansmembers of the Klu
Klux Klan (KKK), one of the oldest white
supremacists hate group
e Online sentiment was a range of "offended” to
"fake outrage” to "“laughter”
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CANDLE CONTROVERSY v

abc7chicago

@ 2bc7chicago-10-14 m

Bath and Body Works has stopped selling a candle that was emblazc
winter theme that many commenters online compared to a Ku Klux k

https://www.reddit.com/r/bathandbodyworks/
comments/1glkbur/kkkkandles/
https://www.tiktok.com/@abc7chicago/video/7
425681238897249566


https://www.reddit.com/r/bathandbodyworks/comments/1g1kbur/kkkkandles/
https://www.reddit.com/r/bathandbodyworks/comments/1g1kbur/kkkkandles/
https://www.reddit.com/r/bathandbodyworks/comments/1g1kbur/kkkkandles/

BACKLASH

e Reddit user first posted: "l know it's one of those paper snowflakes, but
| can’t be the only one who sees 'it,’ right?" Post quickly gained

attention
e Some people saw it as an honest mistake, others saw racism
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How did that design even make it to “Your lack of diversity in the TN ReE YWOO

she.lves? TI:|is isn't ju.st a branding W::Ikep!::; fehoc‘;"tsaexa:s‘l";r",hy BATH & BODY WURKS A 0L06|ZES AND
mistake; t's 2 reminder of how BRI PULLS CANDLE DEPICTING KKK HOOD-

sensitive cultural symbols can be.”
LIKE DESIGN, SOCGIAL MEDIA REACTS

"This was an honest
mistake it looks like a Q466 Q91 V N

sn OWfI d ke' B u t t h ey S tl I I Reddit. (2021). [Reddit commentary on candle]. Retrieved October 27, 2024, from
t 00 k accoun t a b i I ity-" https://preview.redd.it/ord7pni8niudi.jpeg?auto=webp&s=d107bc27617196dd7cfa528979590c6062290c06




A CHOICE TO MAKE IN CRISIS PR

e PR Team had to evaluate the risk and determine if a response would create more news stories

e "Klandle" "Klu Klux Kandle" - would it stop or get worse?

e How much money would they lose if they pulled all candles from shelves? Would it affect

stock? Affect company reputation?

DECISION: I) Put out a statement highlighting
"unintentional mistake" and steps to remedy 2)
pull the candles from shelves

At Bath and Body Works we are
committed to listening to our teams
and customers, and committed to
fixing any mistakes we make- even
unintentional ones like this one. We
apologize to anyone we've offended
and are swiftly working to have this
item removed and are evaluating our
process going forward.
https://afro.com/bath-body-works-
holiday-candle/



HOW THEY HANDLED IT:
QUICK STATEMENT = SMART CHOICE

e Bath and Body Works PR's quick statement DID cause many news stories
e CNN, Washington Post, Fox, Today.com and many others
e Even though the statement made more people aware of the issue and
caused news stories, it was the smart thing to do:
o It showed they cared about customers and did not want to offend
anyone .
o They care about racism and cultural issues Che {Ilaﬁl]mgton ﬂﬂﬁt
o They pulled candles quickly before it could blow up into something
more
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HOW THEY HANDLED IT:
QUICK STATEMENT = SMART CHOICE (CONT'D)

e Bath and Body Works stock

. Date Open High Low Close ®

was not dramatically affected — ) . " -

I I u h d Oct 24, 2024 29.74 30.14 29.41 29.95 29.95
e |t actually went up in the days
Oct 23, 2024 29.96 30.22 29.20 29.47 2947
[ |

fol IOWI ng the IO/I4 res ponse Oct 22, 2024 30.52 30.52 29 40 29.82 29.82
Oct 2., 7004 31.80 31.92 30.26 2N E7 30.57
Oct 18, 2024 32.31 32.36 31.66 31.94 31.94
Oct 17, 2024 BPA3 32.68 31.66 32.02 32.02
Oct 16, 2024 31.39 32.76 21.20 32.47 32.47
Oct 15, 2024 30.87 32.20 3077 M1 1 311

launch date Oct 14, 2024 31.90 31.97 30.75 31.03 31.03



WHY WAS HANDLED THIS WAY?

e Public companies have to think about how a crisis/reputation
could affect stock price and sales

e You have to "do the right thing" for customers, stock
shareholders and as a big company that employs a lot of people

e Having a perceived KKK candle would NOT make the world a
"“brighter, happier place” as their website describes them

e Crisis Communications means PR departments need to
evaluate the problem and react quickly before the coverage
online or in the news gets out of control. They were successful
with this.



RELATION TO CLASS CONTENT

@ Crisis Communication The crisis communication department
Lecture Definition - the approach had to weigh in all the factors that
organizations use to manage and mitigate would negatively or positively effect

the impact of an event or situation that
poses a threat to their reputation,

their brand if or after they reacted to

stakeholders, or operations the issue.

‘ Co Py Testi ng Could be likely that the design team
Lecture Definition - to test campaign became blind to their product and
materials on a sample of target instead of asking a target audience or
audiences before distributing on a others in the company they released
larger scale

the product on the largest scale and
had to deal with the consequences.



WHAT WE THINK BATH & BODY WORKS COULD
HAVE DONE DIFFERENTLY?

@ The candleis now selling on Ebay for around
$300... they should work with eBay to have that
removed

@ Future focus group tests with new product
labels should be reviewed by many different
departments that aren’'t “too close” to the .

2024 VHTF Snowed in Bath & Body

design Works 3 Wick Candle




AUDIENCE ENGAGEMENT

How can companies incorporate cultural awareness training into their
practices to prevent similar issues in the future?

How might this incident impact Bath & Body Works' brand identity and
consumer perception in the long run?

In what ways can consumers effectively hold brands accountable for their
actions, and what role does social media play in this?
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