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[bookmark: _Toc26861991]1.0 Introduction
The Fast Moving Consumer Goods Company (FMCG) has produced a new chocolate bar for the first time in almost five years. It was very successful in the beginning and sales were positive. Unfortunately, some ingredients are not shown on the label. I think there are three issues in this incident that we should consider: Firstly, whether these customers who are not reflected in the chocolate bar can eat; Secondly, the financial loss caused by this incident to the company, and finally how can we protect the brand image.

Our company will apologize through social media, write apology letters and make videos about apologies, post them on Facebook, Twitter, etc. At the same time, we will post a notice of withdrawal or send an email on our company's official website to provide customers with an address to facilitate mailing. We can also follow social media, collect customer reviews of the company, modify the chocolate bars to meet customer needs as much as possible. At the same time, we can also set up a team to oversee activities such as chocolate recall and communication with the media. Secondly, we can also use Google Trend to understand the impact of the incident on the company's reputation and brand image. In order to restore customers' in age of our company, and once again believe that we buy our products. After the new chocolate bar is modified, we will distribute small packages of chocolate bars to old customers for free, and provide all customers with a 50% discount for one week. We can also publish the surveillance video of our food factory on the internet, and post the production process as an animated video and publish it on the official website and social media.

[bookmark: _Toc26861992]2.0 Cooperation department
PR managers need to work with sales and marketing team, customer service, financial department, production department, and SMT.

[bookmark: _Toc26861993]2.1 Sales and marketing team
As a PR manager, I need to work with the marketing team to deal with product quality and find ways to convince customers to buy our products again. And find methods and strategies to establish the company's brand image again.
The sales team plays an important role in an enterprise, and the sales person is the contact between the enterprise and the customer. And the sales team can provide customers with products and services that best meet their needs. Moreover, I need to work with sales team in order to discuss new sales strategies with the sales and marketing teams. Like we can give small chocolate bars to regular customers, and 50% off all customers one week after reopening sales.

[bookmark: _Toc26861994]2.2 Customer service department
The customer service department is essential in an enterprise. Through the customer's consultation, feedback, complaints and other problems, the company's shortcomings are found to improve product quality, improve service specifications, and improve service concepts. The purpose of the customer service department is to increase customer confidence and loyalty to the company, thereby improving the company's credibility and reputation, and enhancing the performance of the company. Customer service has an important role in the long-term development of the company.

I can understand the feedback and complaints from customers in this incident from the customer service department, and use these feedback to modify the plan. At the same time, the customer service department can assist PR management personnel, send emails to customers, and issue recall information. And collect the information of each customer, appease the customer, explain the cause of the incident in the most sincere and professional way, and do our best to maintain customer loyalty.

[bookmark: _Toc26861995]2.3 Financial department
The financial department is mainly responsible for managing the company's funds. Its main role is to ensure the funds of the company's operations, participate in business operation forecasting and decision-making, reasonably allocate the company's capital income, and monitor the financial plans and implementation of other departments. The financial sector is the company's most important department, and it holds the company's funds.

I need to work with the financial sector in this incident. The financial sector needs to calculate how much economic loss the company has caused to the company. And plan with the PR manager to repair the incident, the budget needs to be issued to each department. Secondly, there will be pricing for future new chocolate bars. Find the most appropriate and controllable range of funds to maintain the company's operations, in order for the company to continue to grow.

[bookmark: _Toc26861996]2.4 Production department
The production department is also an indispensable department in the company. It organizes production and cooperates with relevant departments to do a good job in the organization of the production process, such as the production process of samples and the basic production process. At the same time, in order to ensure the realization of the production plan, to ensure the quality and quantity, products must be produced within a specified time. At the same time, the implementation of each production link must be organized, inspected and coordinated daily.

The production department had a great responsibility in this incident because they did not show all the ingredients on the label. So they are also very important for the transformation of new chocolate bars. I need to determine the time for re-production with the production department and communicate how to modify the label of the chocolate bar. At the same time, the production department also needs to install cameras in the production factory to transparentize the production process and publish it on the company's official website in order to allow customers to eat chocolate bars with ease.

[bookmark: _Toc26861997]2.5 SMT
All plans and actions formulated by PR managers require the communication and consent of SMT. Therefore, PR managers need to ask, modify and discuss opinions with SMT before doing everything. Regarding the chocolate bar incident, the PR manager decided to make a video about the apology. After it was produced, it needed to be played on the board and then approved by most board members before it could be posted on social media and official websites.

[bookmark: _Toc26861998]2.6 DBA
In this incident, the DBA is required to perform statistics and analysis on the customer's comments on the company to help PR managers adjust the plan of the incident. At the same time, the DBA also needs to analyze and sort out the impact of the incident on the company's reputation and brand image in Google Trends. It is the source of all data for PR manager.

[bookmark: _Toc26861999]3.0 Develop an internal marketing campaign
[bookmark: _Toc26862000]3.1 SMART objectives
Firstly, for the marketing team. My goal for them is to find a way to re-establish the brand image within a week, and turn this crisis into a good thing to expand the brand's visibility. And find out how to convince customers to eat our chocolate bars again. Secondly, for the sales team. The goal I set for them is to think of ways to resell our company's chocolate bars within a week, especially the labels, so that customers are willing to spend money on our products, and eat with confidence, thereby increasing the company's profits. Thirdly, for the customer service department. The goal I set for them is to ensure that they are on duty within 24 hours, to answer customer questions and explain in the most patient and sincere manner. Do your best to appease customers by phone or email. Fourthly, for the financial sector. The goal I set for them is to calculate the loss caused by this chocolate bar incident within three days, and the company's available funds and the approximate amount of funds allocated to each department. Fifthly, for the product department, I set a goal for them to speed up the transformation of new chocolate bars within a week, and to complete on time and ensure the quality, and no mistakes can occur again. The packaging of the new chocolate bar needs to be checked by the person in charge of the product department. Finally, I need the DBA to collect big data within three days. Including the impact of the incident on the company, and customer evaluation of the incident. And after the new chocolate is sold, the feedback data of new chocolate customers is also collected for analysis.

[bookmark: _Toc26862001]3.2Communication channels
Firstly, it is best to establish an advanced communication system. The coordination and cooperation between departments can sometimes be unexpected if they can be carried by a more advanced system. Therefore, you may wish to set up a local area network between departments, so that everyone can communicate and coordinate work together on such a common platform. If there is a problem, you can open a video conference or online conference in a timely manner, and everyone to discuss together. In this way, the work is carried out with reasonable amount, but the efficiency is quite fast, and the effect is satisfactory. Or the most common is to hold a meeting in the company and invite the heads of each department to discuss and discuss the division of labor together. If it is small cooperation or help, you can call or email to inform.

[bookmark: _Toc26862002]3.3 Tools for monitoring effectiveness
Firstly, we can focus on feedback from salespeople. For example, the supplier is not allowed to sell chocolate bars, and is it done as required. Secondly, we can also take a supervision team to go to the field to see if our company's chocolate bars have appeared on the supermarket shelves. Thirdly, we can set up a supervision system and rewards in the company, and colleagues from various departments can supervise each other to speed up the progress and complete tasks.

[bookmark: _Toc26862003]4.0 Recommendations on strategies for solving future crisis PR activities
Decisions within the organization. Firstly, all employees should be informed of the occurrence of time and the emergency plan formulated by the organization, and call on everyone to work together to survive the crisis. Secondly, we adopt different response strategies to different crisis events. Thirdly, formulate work plans and measures to restore and improve the image of the organization. Fourthly, reward those who have credit for handling the crisis and those responsible.

Make decisions about the victim public. Firstly, whether the victim is an employee inside or outside the organization, the public sector should immediately pass on their families, provide all conditions to meet their requirements, and arrange thoughtful medical and comfort work. Secondly, if the responsibility is the company, a public apology must be made, the opinions of the victims and their families must be carefully listened to, and the losses should be actively compensated to meet the requirements. Third, we must tell the victim the truth. Concealing the truth is dangerous. It can increase the anxiety and anxiety of the victims and their families, and even take revenge as if they were deceived. It is best to wait patiently for the victims and family members to release their anger, sadness and dissatisfaction before discussing with them the issue of compensation. Also in the handling of crisis events, if there is no special situation, do not replace the person responsible for handling.

Decisions on the media. Firstly, set up a temporary journalist reception station and identify a senior person in charge as the company's spokesperson. Secondly, respect facts, proactively provide truthful and accurate information to the news media, and publicly state the company's position and attitude, in order to reduce the suspicion of journalists and help reporters make correct reports. Thirdly, it must be disseminated carefully, and do not speculate on its cause until the facts are completely clear. Fourthly, show a cooperative, proactive and confident attitude towards the news media. Finally, I will report from the public's standpoint and perspective, and continue to provide information of public concern, such as compensation methods and aftercare measures.

[bookmark: _GoBack]
[bookmark: _Toc26862004]5.0 Conclusion
In this chocolate bar recall, PR managers and other departments worked together to resolve the crisis. In my opinion, the company's ability to weather the crisis is inseparable from the people in each department of the company. There are many aspects involved in this incident, and all professionals must work together to solve. 
[bookmark: _Toc26862005]
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