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[bookmark: _Toc13345]Summary
This report will introduce the concept of internal marketing, and how the head of public relations can use internal marketing methods to provide consistent information to relevant departments to ensure that the various departments cooperate effectively to quickly resolve the public relations crisis facing the withdrawal of chocolate bars and a series of adverse effects brought by this crisis. In the recommendation section, this report will introduce how to solve the PR crisis in the market.
1.0 [bookmark: _Toc22284] Introduction
In Task 1, FMCG encountered some problems in the second sale of chocolate bars. Because the chocolate bar packaging lacked some necessary information, they had to withdraw it. During the exit process, FMCG products will face customer loyalty and product popularity decline issues. Therefore, the company will notify all relevant departments through internal marketing to let them know the consistent information about the withdrawal of the chocolate bar to solve the problem accurately and quickly.
[bookmark: _Toc5153]2.0 Main Finding
[bookmark: _Toc17234]2.1 Department responsibilities and cooperation reasons
PR manager needs to cooperate with the following departments. In this case, the responsibilities of each department and the reasons for cooperation and the role of each department will be introduced in this section.
Marketing team
The marketing team mainly studies the situation of the company to determine the target market of the company's products and how to promote the company's products to the target group. Marketing teams usually use surveys, focus groups, and questionnaires to understand customer preferences and customer needs and consumption motives, while collecting this customer information to develop or improve the company's products. Marketing teams can also use competition analysis to compare the company's solutions with other companies. Besides, the marketing team is good at planning advertising and public relations programs to improve product brand awareness and produce promotional products. (Kokemuller N., 2017)
In this case, the marketing team will help the company to collect customer sentiment and customer information from different groups after the chocolate bar is withdrawn. The marketing team can take different measures according to the response of different customer groups and different groups to the measured back of chocolate bars. Then
the marketing team create different customer retention plans and advertisements according to different groups to ensure that the withdrawal of the product is not misunderstood and maintain the popularity of the product. The marketing team will pay close attention to the movements of other companies during the product withdrawal to prevent things that are not conducive to the future sales of the company.

Sale team
The sales team is mainly responsible for product sales, business development and maintaining the relationship with customers to improve the profitability of the company. The sales team is the bridge between the company's products, services and customers. So the sales team must maintain good customer relations and be able to manage all customer satisfaction. Excellent sales personnel will communicate with customers according to their personal needs, making sales interaction friendly and successful. (Levinson C.,2018)
In this case, the sales team will actively find ways to improve the relationship with distributors and customers and take proactive actions to communicate with customers, so that customers know that the chocolate bar is being recalled. The reason for the return and apologize to the customer. Finally, the salesperson can communicate directly with the customer to maintain the customer's enthusiasm for the product or indirectly inform the customer of the apology of the chocolate bar company through the dealer.
IT department
IT department is usually responsible for the network, software, hardware and architecture of the company's computers. IT department needs to ensure that every employee of the company can access the computer system regularly. Usually, as a member of the IT department, he needs to be good at programming, technical support, website update and other technical fields. (Kelchner L.,2018)
In this case, the IT department is a vital department, which can ensure that the withdrawn information of chocolate bars is transmitted to the sales team and marketing team in time so that they can take immediate action to avoid the negative impact of the withdrawal of chocolate bars.
Financial department
The finance department is mainly responsible for the company's fund management. They use relevant financial and accounting knowledge to analyze the company's capital situation to reduce the company's unnecessary expenditures and control and detect the company's fund movements to ensure that the company has sufficient funds for daily operations to respond to crises. (Associates& J.A Smith,2014)
In this case, if the company wants to eliminate the harmful effects of the recall of the chocolate bar, it must cooperate with the company's financial department to minimize the cost of handling the crisis. Besides, the company needs the financial department to reserve enough funds to maintain communications equipment, corporate network, media equipment to ensure that relevant information can be transmitted on time. Therefore, the cooperation between the company and the financial department is essential.


[bookmark: _Toc15008]2.2 The definition of internal marketing
Internal marketing is a kind of management strategy to increase the production and marketing power of employees by establishing company vision, company goal, company culture or by issuing company declaration. (Rautakoura A.,2017)
[bookmark: _Hlk27843258]Internal marketing is a strategy for a company to improve organizational performance. It mainly improves the company's caring for employees by solidifying the relationship between employees and all levels of the company, as well as the relationship between colleagues and the work attitude of the employee, while internal marketing can also effectively help employees understand the strategic direction of the company's development and the responsibilities that employees should bear to achieve this strategic direction. (Harnida W. Adda & Syamsul Bachri & Harifuddin Thahir,2019)
[bookmark: _Toc23943]2.3 The internal marketing activity
SMART of the internal marketing
The SMART principle is a simple tool used by companies to clearly define corporate goals and test whether a plan is feasible. SMART is an abbreviation of five elements. They are specific, measurable, achievable, relevant, and time-based goals. (Zahorsky D.,2019) In this report, the SMART will be used to analyze internal marketing.
In this report, the purpose of internal marketing is to ensure that all relevant departments are aware of critical messages passed from the outside. Therefore, the SMART goal of internal marketing is to let the managers and employees of all relevant departments understand the reason for the withdrawal of the chocolate bar within three days and  the external customers' evaluation of the chocolate bar and the series of negatives that this incident may bring influences. Public relations managers can use monitoring tools such as questionnaire surveys and company internal data analysis to understand the management and employees' understanding of the incident in relevant departments. When employees and managers in all departments pass the company's various departments within three days and this information is obtained and understood through various communication channels, the internal marketing SMART goals are achieved. With the help of the finance department, this company usually has sufficient emergency funds to hire enough staff who are good at IT technology to quickly release information through various information channels and allow managers and employees of each relevant department to get it within three days. In every process of publishing and transmitting information, there are sufficient funds reserves to maintain media tools, and all relevant professionals are responsible. Therefore, the SMART goal of this internal marketing is practical and can be accomplished.

The communication way of internal department
In this report, the following communication channels will be used to communicate with the teams I want to work with to let these teams know the reason why the chocolate bar is measured back and the seriousness of the matter.
Newsletters
[bookmark: _Hlk27845598]A newsletter is a report that presents news about a company or organization's activities in printed or electronic form. The report is mainly sent to customers, employees, etc. Newsletters in electronic form are mainly based on email. (Wikipedia,2019)
Intranet
[bookmark: _Hlk27846145] An intranet is a computer network that shares company information, operating systems, collaboration tools, and other computing services only within an organization, and is generally restricted to employees within the company. (Wikipedia,2019)
Webinar
A webinar is a real-time video conference using the internet as a communication medium. This communication method can be used to connect audiences who use the web to watch the webinar and speakers around the world and the speaker can also invite guests to co-host a webinar. Besides, the webinar also has an interactive function. This interactive function builds a platform for the audience to chat with the host and can effectively communicate between the audience and the host. (Moreau E.,2019)
With the help of these communication channels, the reason for the recall of the chocolate bar and the seriousness of the event will be understood by these teams. They will use their expertise to take corresponding measures to reduce the negative impact of the withdrawal of the chocolate bar.
The monitor tool to ensure the effective
Questionnaire
A questionnaire is a research tool to collect information about the target audience. Its form usually consists of a series of questions. Its advantages are that it is cheap and that the answers have reference standards to facilitate the analysis of survey data. (Wikipedia,2019)
In this case, the company can design a series of questions about the withdrawal of chocolates and distribute them as a questionnaire to the staff of various departments to answer the work to check whether the employees care about the problem or realize that the chocolate bar has been withdrawn. The severity of the negative effects. Finally, data analysis can be made on the employee's answer sheet to check whether all employees understand the reason for the withdrawal of the chocolate bar and the severity of the negative impact it caused.
Data analyze software
Data analysis can find valuable information by examining the data, cleaning the data, transforming the data, and establishing a data model. Finally, it can provide conclusions based on the data and facilitate the decision-making of the information acquirer. Data analysis can help decision-makers make more objective and practical decisions and help companies operate effectively. (Wikipedia,2019)
In this case, the data analysis software can collect the data of internal employees of the company and analyze the performance of the employees in the questionnaire to know whether the current news of the recall of the chocolate bar is understood by employees in all departments. With the help of data analysis software, the company can also collect customer market data through the network to understand the severity of the adverse impact brought by chocolate measurement rounds. The PR management notifies the marketing team and sales team to reflect the current situation promptly through the company's media so that they can adjust their marketing strategies on time.

[bookmark: _Toc21516]3.0 Conclusion
The company may be affected by negative factors such as the decline in the popularity of chocolate bars and the questioning of the quality of chocolate bars. In order to minimize the negative impact of this incident, the company needs to let each department understand their work direction through internal marketing as soon as possible to take PR action and curb the spread of negative effects. The internal marketing can make every employee of the company understand the corporate culture through the rendering of corporate culture, and make employees work in the direction specified by the corporate culture. In this case, the company's internal marketing will enable employees in various relevant departments of the company to understand the reasons for the withdrawal of chocolate bars and the severity of the negative impact of the withdrawal as soon as possible. In this way, employees in these departments can know what strategies they should take in this company crisis to eliminate the negative impact of the chocolate bar exit, reorient their work, and focus on allocating and maximizing the response of various departments Crisis ability. Internal marketing can specify a clear direction for employees in each department of the company so that employees of the company can perform their duties and cooperate to minimize the adverse effects of this crisis.
[bookmark: _Toc9667]4.0 Recommendation
1. When facing a PR crisis, the company should respond to customers 'complaints and irrationals in time with a positive attitude, baseless complaints, and value any valuable opinions and minor emotional changes of customers to avoid the deterioration of customer groups' emotions and the negative impact of the future be expanded. (Flaunter,2017)
2. The company should take the initiative instead of shirk responsibility. The company should publish the real information and the actions and attitudes of taking responsibility on social media as soon as possible to increase the transparency of the incident and reduce the dislike of the customer group to defend the company's reputation. (Forbes Agency Council,2017)
3. The companies usually face the problem of spreading rumors. At this time, the company should find out the truth of the incident as soon as possible and describe the cause of the incident with clear, accurate and rigorous text to avoid being found wrong in the article and lead to worse results. Finally, this information needs to be published on authoritative and accessible media or even contact the media for interviews to ensure that the customer group can hear and trust the information. (Nicholls T.,2018)
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