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Urban Outfitters 

● Company overview: Philadelphia-based clothing brand
● Controversies surrounding clothing design 



1. Released Kent State Shirt on September 15, 
2014

2. Buzzfeed reported the shirt on website
3. Design of the shirt outraged public
4. Removed the shirt immediately
5. Posted public apology on Twitter

Urban Outfitters: Kent State Sweatshirt



Urban Outfitters’ “appropriate” response

● Gave quick initial response
● Effectively used social media
● Showed sympathy for victims

1.
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“Appropriate” Response Analysis

Coombs:

● Provide a response after crisis occurs
● Use Social  Media to reach stakeholders
● Showing concerns helps reputation repair



Urban Outfitters’ “inappropriate” response

● Denied design’s inspiration 
● No promise to fix future problems 



“Inappropriate” response analysis

Coombs: 

● Denying shows lack control of surrounding crisis
● Follow-up communication is required



3 Takeaways 

1. Admit mistake
2. Give further implementation response
3. Train crisis management group 
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