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Introduction
This report will state how the PR team for a chocolate bar company will deal with the issue of a product recall and how the department will communicate these issues with the other departments within the company. As well as this the report will be discussing the development of an internal marketing campaign that will be use to update the organization of any key messages including smart objectives and the timeline of these objectives. The report will also be making recommendations to the organisation for strategies that can be used in the event of a future PR crisis. ‘’Most companies would see a recalled product as a death sentence for their business, but smart brands should see it as an opportunity.’’ (Forbes.com, 2020)

Brief overview of key issues 
Recently our company released a chocolate bar to the public in which not all the ingredients within the product were stated within the label. This products recall could have a massive impact on sales of other products and the business in general. this report will cover the what the PR team have discussed in terms of the next steps the company should take to ensure there is minimal impact to the business and how different departments within the company are going to work together to achieve this. ‘’The team members’ first task is to establish the seriousness of the situation. Such an evaluation will help them determine the speed and type of response and will be especially useful when there is a risk of customer injury or illness.’’ (Harvard Business Review, 2020

Identification of internal departments

Marketing department
This department will need to be informed about the issue as the marketing team deal with the external image of the company and the product itself as the marketing team deal with the customers. ‘’Marketing is managing profitable customer relationships.’’ (Kotler and Armstrong, 2012) This department will try to ensure that the brands reputation remains as positive as possible and that the PR crisis has minimal bad exposure, but still informing the public of the current issue. This department should firstly revoke any publicity or advertisement for that product as it is unsellable, by making sure that adverts are taken down and marketing for that product is put on hold until further notice. ‘’If product recalls are handled properly, a company not only can keep damage to a minimum but also may find opportunities to reap unexpected benefits.’’ (Harvard Business Review, 2020) This department will then need to analyse data and assess the impact that this recall has had on the public and people who are loyal to the brand and to the company itself. This will be done by assessing the social media image the brand currently holds and by gathering information on what consumers have said online about the recall. This will give the company a good insight into how the public feels about the scandal and where to go from. 
"People prefer to do business with those they can trust to act in furtherance of, or at least not opposed to, their best interests. Once that trust breaks down, it can be difficult to salvage a relationship." (Relationships, 2020)
The marketing team should start thinking about how they could re market the chocolate bar in the future as the idea isn’t going to completely disposed of. In the meantime, the team should concentrate also on marketing other products that are already successful contenders of chocolate bars to ensure that the profits of the business don’t fall too bad by pushing other products to the public, this is also a good way of distracting from the current situation. 

Sales team
This department will have to ensure that the customer service department is fully informed about the issues with the product so that they can accurately and professionally inform the public about the issue. “89% of companies now expect to compete mostly on the basis of customer experience.” (Salesforce.com, 2020) This is important as the customer service will be the front man for many consumers contacting the company with their concerns. It is important that the company insures it remains professional and tries its best to keep their customers loyalty. The sales team will also need to deal with stock control of the products with the manufacturers and the retailers that sell and make said items. Dealing with these departments is an important issue revolving this recall as this inconvenience could greatly weaken the trust and compliance they have with the company. ‘’What really distinguishes trusting from distrusting relationships is the ability of the parties to make a leap of faith: they believe that each is interested in the other’s welfare and that neither will act without first considering the action’s impact on the other.’’ (Harvard Business Review, 2020)
By offering full refunds to the retailers and manufacturers ensures that the trust and loyalty they have with the company is maintained for further purchases. As this was a fault on the company’s part, it will show that the company is willing to take full responsibility for its actions and that it won’t directly affect the retailers and manufacturers other than it being an inconvenience. 

Legal department
This department will need to ensure that they are well equipped to deal with the backlash that this recall may cause to the company, there is still a risk of consumers still having reactions and the possibility of fatality’s following on from the recall. 
‘’Health and Safety at Work Act 1974, Section 3(1) - the duty of every employer to ensure, so far as is reasonably practicable, that those not in his employment, who may be affected thereby, are not exposed to risks to their health and safety’’ (Hse.gov.uk, 2020)
The legal department will need to inform all of the relevant sources and news outlets to inform the public and people who have already purchased the product. They will firstly need to inform the local authority’s and the Food Standards Agency (FSA) about the issue so that it can be placed on their websites. ‘’Management of Health and Safety at Work Regulations 1999, Regulation 11 - co-operation between employers, so far as necessary, to enable them to comply with legal requirements.’’ (Hse.gov.uk, 2020)

Financial team
The financial team will need to be informed of the recall and will have to under go some planning due to the refunds that are going to be issued and the financial effect this recall will have on the business’s profits. ‘’ …the finance department will assist with the preparation of the offering documents but will likely also use outside consultants to advise on this complicated process. (Smythe LLP Chartered Professional Accountants, 2020) 
They will need to ensure that the cash flow of the business and the overall finances are going to be supported during this public scandal. 


Internal Campaign
The company will issue refunds to the customers as well as the retailers as their stock is now unsellable. To deal with the inconvenience this has had to the retailers, the company should offer a full refund as this will keep a positive relationship within the business and for further sales. The manufacturers will call an immediate halt on the production of the products.
Following on from this product recall, the business should refund the manufacturers and retailers as soon as possible, this should be done within the first 20 days of the announcement of the recall as this will ensure that the relationship between the company and the manufacturers and retailers remains positive. ‘’What's more, good relationships give us freedom: instead of spending time and energy overcoming the problems associated with negative relationships, we can, instead, focus on opportunities.’’ (Mindtools.com, 2020)
The company should also take extra care when releasing products in the future. The company should visit the manufacturers and ensure that the factories in which the product is being made is up to the FSA standard and that all procedures are monitored and correct. The company should contact the local authority’s following the recall and advise an inspection of the factories. ‘’Local authorities are responsible for enforcing food hygiene laws. Authorised officers have the right to enter and inspect your premises at any reasonable time without making an appointment.’’ (Food Standards Agency, 2020)
The company is also not completely righting off the idea of this chocolate bar, it will go through some major reassessment to ensure that all the correct legal requirements and standards are met. This recall is caused by a labelling issue with the product. The following will state the legal requirements that need to be met for packaging according to the FSA website.
The requirements are:
· name of the food 
· list of ingredients
· ingredients or processing aids causing allergies or intolerances that are stated in the 14 Allergens  
· quantity of certain ingredients or categories of ingredients
· net quantity of the food
· date of minimum durability or the ‘use by’ date
· special storage conditions and/or conditions of use
· name or business name and address of the food business operator 
· country of origin or place of provenance 
· instructions for use where it would be difficult to make appropriate use of the food in the absence of such instructions
· the alcohol strength by volume for beverages containing more than 1.2 % of alcohol, by volume
· nutritional declaration

The aim for the company is to relaunch this product at a later date after some re-assessment. The product as it stands is aimed to be relaunched in 6 months, with a brand-new marketing campaign that is bigger and better than the previous. The relaunch date will be the 29th July 2020, the company’s first launch is aiming to sell 5000 units within the first month of re-launch. The company will only release the product in a few select stores for the first month or two to ensure that the damage done from the recall is minimal and that sales haven’t been drastically affected. We could promote the product by contacting a celebrity or influencer to promote their product on their Instagram story, this could be very beneficial for the brand as well as the product alone. ‘’…you may want to reach out to blogger by sending them a free copy so they can review it on their site and promote it to their followers.’’ (Anon, 2020)
All employees within the business will be informed of the next steps the company is going to take following the recall by issuing emails that will be sent to each individual. The CEO of the company will issue a meeting with the head of each department and managers so that they can also be fully informed to also tell the people under their supervision. The employees will need to be informed of the FSA standards in which each and every product created and sold need to meet to ensure that nothing like this happens again, in if so know how to correctly deal with the issue. 
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