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Executive Summary

To summarise this report, it displays out a crisis plan on what all departments need to do and what not to do. Even though the PR team and marketing team will be mainly handling the chocolate bar re call, it will be affected by all departments. As long as all departments are understood of the campaign plan and are kept up to date on any information in the crisis and are able to project information to any external stakeholders then the Business will walk away with a satisfactory end to the recall.


Introduction

This report consists of a collaboration plans of all departments for our organisations chocolate bar re call. We are also Identifying the issues that have already been placed, what the internal departments that PR are going to be collaborating with so every internal stakeholder is clearly understood on what’s going on, our crucial marketing campaign that everyone needs to follow and be understood and informed regularly of the organisations key messages and what our whole organisation would do differently if any minor incident or crisis was to happen again.

The issues to identify

 The Main issues we have encountered are potential losses of Brand loyalty from customers and potential customers. When losing brand loyalty it is incredibly hard to build back up and for people to forget the incident. We have also had to get rid of the batch that did not have the listed ingredient and re dispute the new batch which caused a massive loss of thousands of pounds. There could’ve also been allergy issues from consumers but luckily there has not been any incidents reported in.
The Profit margin has of course decreased since the recall which also means employees and even other stakeholders could be at risk of losing their jobs which is also why we need to move on from the incident as quickly as possible. When the reputation of the Business is in trouble it’s very hard to move up from that but not just the Business as a whole, but every internal department has to move on from it in their own way also. Other departments have not been entirely clear on what our key messages are and what our main goal is so every department needs to be understood clearly on our SMART objectives and our whole organisational campaign that we are following. 

The internal departments in collaboration

Due to the recall affecting all areas we are in collaboration with all departments so we are all on track of what everyone needs to do to get through the recall and there will be no misplaced communication. The main departments that are affected by the recall and are in collaboration with is the sales team, Finance and of course the Marketing team. 

Internal Marketing Campaign

The Marketing campaign is the most crucial part of the recall because it’s where all internal stakeholders are going to be viewing the Business and it is where they are going to be updated by regular information, timelines of any external PR activity and any key messages. The marketing teams department is going to be most affected by this recall because they also join with the PR team which means they also run social media sites and a lot of other forms of platforms of communications to external stakeholders. The sales team and financial department comes close hand in hand with roles to play in the campaign also because those are the departments that are monitoring our progress and can then forecast what the future situation with the stock and finance will look like. Without monitoring sales and finance we will then be acting without knowing the potential damages.     We need to take into consideration of the potential stakeholders we could offend or be affected by other the obvious (customers), investors and are own employees could be at stake. Our campaign instructs that when communicating with stakeholders all messages must be prepared properly, be honest and open and keep all employees of all departments up to date. Digitally dealing with the Recall can be the trickiest due how easily computers can be hacked these days. Employees must monitor and respond to all social media posts, make sure accounts are secure, feedback customer response and sentiment and to be aware of scheduled posts. We must monitor progress frequently and that area will mainly come down to the sales team and the finance team. The tools that we are going to use to monitor the progression are platforms such as Microsoft Excel and Weka. The Communication channels that we will be using for stakeholders externally will typically be social media because that is where all the latest updates on the recall will be announced or any other general information on the chocolate bar or Business will be announced. Twitter is a great platform for announcing information and also to get a feel of the general public or any other stakeholder’s opinions on the matter so we can be on top of where we are at with our general audience’s opinions. Instagram will mainly be used for promoting the product and will not be used as an external communication platform but for more advertising and keeping everything positive. The other ways that we are going to communicate to external stakeholders is through the press (journalists etc.). It is crucial that whatever is communicated to the press is honest and apologetic, but not too apologetic and always turn around the situation on a lighter note because we have to be prepared for the backlash so if we try and make it as positive as possible then the external backlash shouldn’t be as negative.
The communication channels that will be used externally will be mainly through email and this internal communication will be to employees and investors. A lot of face to face communication can be misinterpreted or misunderstood which is just a human error mistake but in a time like this and the whole Product is having a recall, all information that is communicated should be stated clearly in email or in any other form of document so all internal stakeholders are clearly understood of any information or updates.
Our SMART objectives are crucial for our understanding on what the Business needs to achieve during the recall. We are hoping Increase sales and create a new face for the chocolate bar and by doing so we are hoping the public will forget about the small incident of the ingredient not listed and make them have a different intake of the chocolate bar. The old batch must all been taken back in and the new batch must be placed back on the shelves of various retailers all in the scale of a month. This then allows enough time for the backlash to die down and for the new chocolate bar image to be introduced.


Strategies for future crisis

If any future crises occur then there are many things that can be done. As soon as crisis strikes you need to be prepared for it. There needs to be a crisis management plan already made and typically in that plan there will be a SWOT analysis to help the Business understand the strengths, weaknesses, opportunities and threats. Our mistake as a business was that we did not react and take action quick enough. Things can get escalated quickly these days all because of the internet and a small incident such as an unlisted ingredient can be blown up so quickly and you get to hear all sorts of opinions even from non-stakeholders. When delivery information and updates to the public it must be stated clearly and in one main press conference so information cannot be then rumoured into other statements and be twisted. Hiring a publicist on the team is very handy because having a professional telling you how to deal with the public does the job for you, you (the business) then just has to be the reprehensive behind it. When delivering the messages it has to be pure honesty and be very clear so things aren’t misinterpreted. If any other crisis happens then there are other ways to approach it other than a formal approach, in our most recent situation a formal approach was necessary due to allergy issues of the unlisted ingredient which can be in some cases serious but it doesn’t always have to be formatted formally. The way people look at a business and if they have respect for it is their morals and typically whatever is written in their mission statement but you can also tell a lot by a business just from the way they handle complaints or a crisis. Some Businesses have replied to some complaints in a humourist manner which then simply makes people laugh. The best medicine is always comedy and there has been lots of Businesses to prove that.
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Minor situations like the situation above can always been shaken off with humour just depending on how bad the situation is, depends if the business can get away with humour.



Conclusion

In conclusion to dealing with all departments in the Business on how to deal with the recall of the new chocolate bar, every department must be understood and reminded of the key messages from the PR team because it is crucial that everyone is on the same page in the Business. This crisis is also helping us understand what we are doing well and what we could’ve done better so far. Already we have handled digital complaints very well, formally and left the reply off in a positive way. As long as we keep on top of all external feedback and opinions and reply as quickly as possible the better because the recall will then be over much sooner. Our SMART objectives are also very important to our organisation because if we follow the objectives strictly then we will soon enough achieve our goals. Hopefully in the time period of one month the whole media storm will be over, we have taken in all the old batches of chocolate bars and released the new batches on all store retailers’ shelves.
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