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Abstract: The case aims to give an insight into corporate crisis management with specific reference to
the various strategies adopted by multinationals like Pepsi and Coca cola following India-wide wide
pesticide contamination controversy and draw managerial lessons out of it. The case helps to learn the
difference and relationship between crisis and issues and the need for an issues management strategy to
preempt crisis situations. It demonstrates how integrity, trust and accountability to the customer
cannot be overlooked or put aside in any circumstance. By clearly bringing out the constant danger of
activist groups having a substantial influence on public opinion, it enables readers to acknowledge that
it is critical to anticipate pressure from them in all circumstances. The case reinforces the view that it is
essential for today's managers to understand the sensitivity of maintaining good relations with a
powerful stakeholder (in this case, the government) while trying to handle a crisis pertaining to another
important stakeholder (the customers)
Key words: Crisis management, pesticide in cola, Crisis PR, crisis communication,
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INTRODUCTION
August 7, 2006 was not a great morning for officials at the Indian headquarters of Coca Cola and PepsiCo.
New Delhi-based Centre for Science and Environment (CSE) had raked up an issue that they thought was
settled three years – presence of pesticide residues in their various soft drinks brands. “No more spins,
no more half-truths. Clean up your bottles”, CSE dared cola companies to come clean at a press
conference. (Exhibit 1) Media managers at Coca Cola and PepsiCo were only too conscious of the
publicity nightmare that lay ahead.
HOW IT ALL BEGAN
It all started exactly three years on Aug 5, 2003, when the highly respected Centre for Science and
Environment in New Delhi released a report on cola brands sold in and around Delhi. The CSE had found
that total pesticides in PepsiCo brands and Coca-Cola were on average 36 and 30 times higher than the
European Union limit respectively. Pesticides found included Lindane, which can damage the body's
central nervous system, and Chlorpyrifos, which can cause malformations in fetuses.
The report was part of its long-running campaign about the contamination of groundwater in India. It
pointed out that there were no regulations in India surrounding the treatment of water for use in the
manufacture of cold drinks.
The Centre for Science and Environment (CSE), a non-governmental organization based in New Delhi,
has set up the Pollution Monitoring Laboratory (PML) to monitor environmental pollution. PML is an ISO
9001:2000 certified laboratory, accredited by SWISO, Switzerland, doing pollution monitoring and
conducting scientific studies on environmental samples. The Lab has qualified and experienced staff
that exercise Analytical Quality Control (AQC) and meticulously follow what is called Good Laboratory
Practices. It is equipped with state-of-art equipments for monitoring and analysis of air, water and food
contamination. Its main aim is to undertake scientific studies to generate public awareness about food,
water and air contamination in India. Given the state of scientific research in India -- most of it being
restricted to national defense and food security – CSE's efforts were widely acknowledged for their use
of scientific research to achieve ecological security. (www.cse.org)
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