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The moment
Chief Marketing & Growth Officer Kellyn Smith Kenny and her team 
re-engaged SYP to help envision new external and internal moves 
for AT&T to become the most loved brand in its industry.

The work
In Spring of 2026, SYPartners designed and facilitated an 
immersive workshop for ~60 VPs and SVPs in Dallas, to surface 
ambitions and implicit tensions, and to align around a shared vision 
and ideas for increasing brand love across every AT&T customer 
touchpoint. 

For my part, I did the following:
• �Orchestrated immersive brand perception experience, 

designing all collateral and coordinating vendor team through 
fabrication and on-site installation

• �Synthesized 12+ customer personas using generative AI on  
an accelerated timeline—enabling research depth that 
traditional methods (stock photography, casting models)  
could never deliver on budget or schedule

• �Transformed 2,000 sq ft boardroom into six interactive 
customer stations using AI-generated personas paired  
with real-world furnishings, enabling participants to  
engage directly with customer contexts via immersive, 
museum-style narratives

The impact
Leaders aligned on a set of strategic imperatives and differentiated 
customer experience ideas, as well as a roadmap for an evolved 
AT&T customer experience. 

AI-forward customer experience installation  
for leaders at AT&T’s Dallas headquarters
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The moment
Transformation takes hold when an organization’s purpose, vision, 
and strategy connect viscerally with the lived experience of the 
employee. SYP was called on to build the narrative that connects 
vision, strategy, and culture while retaining and augmenting the 
Equinix magic by designing a set of experiences that enrolled 
teams in a bold new future.

The work
Equinix’s 2024 Global Leadership Offsite presented an opportunity 
for SYPartners to design and execute a complete immersive three-
day gathering. 

I executed the following:
• �Designed two immersive experiences combining large-format 

printing, integrated audio, and real-world artifacts to drive 
leadership alignment on Equinix’s strategic goals

• �Orchestrated full vendor network for fabrication and installation 
across multiple concurrent workstreams, delivering all materials 
on time and on budget despite venue size constraints

• �Produced print collateral and general session presentations 
that anchored two full days of programming for over 150  
global executives.

The impact
Equinix leaders were inspired and became equipped to support  
the strategy and embrace the culture, and leadership left feeling  
a strong sense of connection to the company and to each other.

Immersive design and build-out for annual 
Equinix’s annual global leadership offsite
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After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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Envisioning what  
belonging could  
look like in our  
neighborhood.
W H AT  YO U ’ L L  N E E D

Time to do itTeam Guidebook

I N S T R U C T I O N S

1.  Consider the prompts and questions  
on the following pages.

2.  Fill your answers into the bubbles.

page

38

The team

Who’s in our store?

Who’s in our store?

Who’s in our store?

Sunrise

Midnight

Noon

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!

min20

Envisioning what belonging could  
look like in your neighborhood.
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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End2 hrs 2.5 hrs 3 hrs 3.5 hrsStart 30 min 1 hr 1.5 hrs

Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.

6766

Confronting bias and recommitting to the third place

After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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I N S T R U C T I O N S

1.  Consider the prompts and questions  
on the following pages.

2.  Fill your answers into the bubbles.
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The team

Who’s in our store?

Who’s in our store?

Who’s in our store?

Sunrise

Midnight

Noon

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!
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Envisioning what belonging could  
look like in your neighborhood.
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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End2 hrs 2.5 hrs 3 hrs 3.5 hrsStart 30 min 1 hr 1.5 hrs

Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.

6766

Confronting bias and recommitting to the third place

After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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on the following pages.
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to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  
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What would  
they need to feel  

welcome?

What would  
they need to feel  
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Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.

6766

Confronting bias and recommitting to the third place

After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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P R AC T I C E

Envisioning what  
belonging could  
look like in our  
neighborhood.
W H AT  YO U ’ L L  N E E D

Time to do itTeam Guidebook

I N S T R U C T I O N S

1.  Consider the prompts and questions  
on the following pages.

2.  Fill your answers into the bubbles.

page

38

The team

Who’s in our store?

Who’s in our store?

Who’s in our store?

Sunrise

Midnight

Noon

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!

min20

Envisioning what belonging could  
look like in your neighborhood.
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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End2 hrs 2.5 hrs 3 hrs 3.5 hrsStart 30 min 1 hr 1.5 hrs

Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.
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After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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Envisioning what  
belonging could  
look like in our  
neighborhood.
W H AT  YO U ’ L L  N E E D

Time to do itTeam Guidebook

I N S T R U C T I O N S

1.  Consider the prompts and questions  
on the following pages.

2.  Fill your answers into the bubbles.

page

38

The team

Who’s in our store?

Who’s in our store?

Who’s in our store?

Sunrise

Midnight

Noon

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!

min20

Envisioning what belonging could  
look like in your neighborhood.
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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End2 hrs 2.5 hrs 3 hrs 3.5 hrsStart 30 min 1 hr 1.5 hrs

Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.
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ANDREW OGLESBY  |  Senior Studio Designer  |   (415) 810-7962  |  andrew.maxwell.oglesby@gmail.com  |  LinkedIn  |   San Francisco, CA 94110

Massive print and iPad rollout to 8,000 
Starbucks locations in seven days
The moment
After a troubling 2018 event in Philadelphia, Starbucks called on 
SYPartners to help them navigate perhaps their boldest move yet—
closing all 8,000 stores for racial bias training. SYP collaborated 
with a number of experts to envision, design, and ultimately 
execute this half-day, multi-platform experience.

The work
The concept of a public-facing training session that prevented 
American consumers from getting their afternoon caffeine fix was 
a high-risk, high-reward proposal. 

Beyond working on the team’s planning, research and interviews,  
I contributed the following:

• �Designed, resourced and coordinated newsprint vendors to 
produce and deliver 52,000 broadsheets (64pp) and 200,000 
supporting notebooks to 8,000 locations in 7 days, successfully 
navigating industry consolidation and 24/7 press constraints  
to hit the launch window

• �Collaborated with documentary filmmaker Stanley Nelson to 
produce and prototype video content deployed across 23,000 
iPads, designing the clone workflow that enabled rapid at-scale 
distribution

The impact
This work, along with Starbucks’ commitment to ongoing and 
concrete policy changes, was a bold move to restore their image 
of “the third place,” and a healing moment for Starbucks to show 
empathy to their customers and their staff.

After the troubling events in Philadelphia, Howard Shultz and Kevin Johnson 
together called SYPartners to help them navigate perhaps their boldest move 
yet—closing all 8,000 stores for racial bias training. SYPartners collaborated 
with a number of experts to envision, design, and ultimately execute this full 
day, multi-platform experience. 
 
As conveyed by Starbucks:  
“The day is structured to help Starbucks partners understand  
racial bias and systemic bias. We examined the importance of Starbucks—as a 
public accommodation—not just honoring the law of equal access for all, but to 
be a special place where all feel welcome.  

We invested time to identify our own biases that might stand in the way. We 
did work to envision a diverse Starbucks that systemically includes all. And, 
together, we took first steps to build the life skills of inclusion, welcoming, and 
creating a feeling of belonging. A full range of human response was unleashed 
by the day—from pointed criticism to grateful engagement, and all in between. 
That was the point.”  
 
These trainings on 5/29 created a remarkable moment for the  
company and for America. But they are the first step in a long journey to build a 
more inclusive culture. At the core of Starbucks’ identity is  
the idea of the third place. We are now in the process of working with Kevin to 
modernize that core idea for a new era—where everyone  
feels welcome.
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Envisioning what  
belonging could  
look like in our  
neighborhood.
W H AT  YO U ’ L L  N E E D

Time to do itTeam Guidebook

I N S T R U C T I O N S

1.  Consider the prompts and questions  
on the following pages.

2.  Fill your answers into the bubbles.

page

38

The team

Who’s in our store?

Who’s in our store?

Who’s in our store?

Sunrise

Midnight

Noon

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What do they need  
to feel they belong?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

What would  
they need to feel  

welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who isn’t here  
because they don’t  

feel welcome?

Who do we want to serve?

We’d love to hear from 
you! If your group feels like 

sharing your experience, 
just speak to your store 
manager. They’ll know 

how to help you!
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Envisioning what belonging could  
look like in your neighborhood.
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Video 1

I N S T R U C T I O N S

1. Put an iPad above.
2.  Select Video 1 on the iPad. 

Starbucks evp Rossann 
Williams on showing 
your respect today.

TRANSCRIPT:

2 hrs 2.5 hrs 3 hrs 3.5 hrs EndStart 30 min 1 hr 1.5 hrs

Video 1

Ground rules:

Hello partners, I wanted to share 
a few thoughts before you begin 
today.

First of all, thank you in advance for 
investing your time with one another. 
This is a needed conversation, and 
one that the Starbucks family is more 
than capable of having. We are about 
creating a culture of warmth and 
belonging, where everyone is welcome. 

With that in mind, please remember a 
few things:

• First, listen respectfully.

• Second, speak your truth and 
honor the truth of others.

• Third, if you need to take a 
moment feel free to do so.

Conversations about race can induce a 
feeling that experts call “racial anxiety,” 
and when we’re anxious we can’t 

always think clearly. If this feeling 
starts to derail the conversation, there 
are a few things you can do as a group 
to get back on track.

• First, let the group know you 
want to pause.

• Share what you are feeling in 
the most respectful way possible.

• Then as a group, have a  
short conversation about  
what was shared.

Remember to be present, and 
listen with respect. This is about 
you and your Starbucks family 
sharing this experience together.

If you find you need more support, 
please know that additional resources 
are available, and more information can 
be found at the bottom of this page in 
this guidebook.

Tips for getting back on track:

• Say you want to pause.

• Share what you are feeling.

• Talk about it. In your working group for 
today, acknowledge it: “We hear you…”
“We hear you. We can’t create a culture of warmth and 
belonging if we don’t first acknowledge that some of us deal 
with negative stereotypes everyday.”

“We hear you. We can’t connect with dignity and  
respect if we don’t respect the different starting points  
we all had in life.”

Write it down in your notebook,  
and revisit it later.

1.  Listen respectfully.

2.  Speak your truth 
and honor other  
people’s truth.

3.  If your conversations  
get off track, pause  
and restart.

If you need more  
help than that call:  

(800) 624-7174.
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Our mission and values

Ground rules

Why we are here today 
 Practice: Seeing difference as positive

Who we are, who we aspire to be  
 Practice: Reflecting on what belonging feels like

Understanding bias 
 Practice: Becoming color brave

Structural bias 
 Practice: Envisioning belonging

Making every customer feel they belong 
 Practice: See. Respect. Uplift.

Commitments 
 Practice: Building new habits 

S TA R T  H E R E

Agenda

Ready?
Let’s get started.

Because we want to uplift others, we exist

To inspire and nurture the human 
spirit —one person, one cup 
and one neighborhood at a time.

Because we want to deliver on our 
mission, we show up by

Creating a  
culture of warmth  
and belonging,  
where everyone  
is welcome.

Delivering our  
very best in all 
we do, holding 
ourselves 
accountable  
for results.

Acting with 
courage, 
challenging the 
status quo and 
finding new 
ways to grow our 
company and 
each other.

Being present, 
connecting with 
transparency, 
dignity and 
respect.

Our mission

Our values

Our mission and our values
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This is just the  
start of a journey  
we will take for 
weeks, months 
and years to come.

Video 21

I N S T R U C T I O N S

1. Put the iPad above.

2. Select Video 21. 

Starbucks ceo Kevin 
Johnson on sticking  
with it. 

Video 21

Finished watching Kevin?
Turn the page.

TRANSCRIPT:

To be “color brave” is to be brave, 
period. Whether it was easy  
or hard for you today, above all—
thank you for choosing  
to be here.

We began some very important 
conversations today, but let’s be clear, 
this is just the beginning. It’s a 
start. And now, more than ever, the 
world needs the third place, a place 
where everyone feels they can belong. 

This starts by first understanding that 
we each have biases, and then actively 
working to address them. But there 
is more that we can do to create 
the third place consistent with our 
mission and values. 

We can seek and eradicate bias and 
racism in our systems. 

We can work to change our policies 
and processes. 

And we can each commit to work  
on ourselves. 

The more you are aware of your bias, 
the more you can work to disrupt 
it—and help all people who walk 
into a Starbucks to feel seen, to feel 
respected, to feel uplifted. 

My biggest ask is that every 
single one of us commit to this 
journey. We won’t get it right every 
single time, but if we stay at this, we 
will get it right more and more. 

So thank you, for everything you 
brought to today. I am so proud 
to call you my partner, and I’m 
especially proud that we are  
on this journey together.
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