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Urban Outfitters inappropriately handed the crisis because the company did not follow

up on its initial crisis response, which ruined its reputation by showing a lack of preparation for
the crisis. After Buzzfeed reported on the website at 3:08 am, Urban Outfitters immediately
removed the Kent State sweatshirt and posted a public apology at 7:00 am. Later that afternoon
at 4:33 pm, “In an emailed statement, Kent State University lashed at the retailer’s decision to
sell the sweatshirt. ‘We take great offense to a company using our pain for their publicity and
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profit’”” (Ohlheiser 2014). Urban Outfitters did not provide any further explanation or response
about the incident after the initial response. W. Timothy Coombs, a crisis expert, states, “There
is important follow-up communication that is required” for crisis responses (Coombs 2014).
Because Urban Outfitters continuously released controversial shirts that outraged different
groups of people, the company needed a prepared integrated plan to rebuild the public’s trust
and repair its reputation. Additionally, Coombs stated that the organization needs to release
updates on the recovery process and corrective actions (Coombs 2014). If Urban Outfitters were
to publicly publish regulations on new designs, the company would be able to rebuild its
reputation as consumers would begin to trust the brand and, thus, reconsider purchasing from
the company. Because of Urban Outfitters’ ineffective crisis management and crisis preparation,
in the same year, “same-store sales fell 7% at the namesake brand, which courted controversy in
the third quarter,” (Huddleston 2014). From this situation, Urban Outfitters resolved the crisis

inappropriately because the overall crisis response was unprepared, which increased

reputational damage.
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