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1.0	Executive summary 

The following report for internal marketing is consisting of the approach and definition of different internal marketing departments and how the departments collaborate during a crisis. The aim of this report is to outline internal marketing by interpreting internal departments and finding out how they work within a crisis situation, this crisis situation is the fact that the chocolate bar has been recalled.


2.0	Introduction


	The following report will be about the recall of 'COCOA' chocolate bar. The senior management team has asked how we are as a company are going to deal with this recall. Senior management teams are responsible for 'overall operations and profitability of a company or institution' (Nauvoo. Ca, 2017).  This report will include an overview of key issues, internal departments in whom we need to collaborate with, a marketing campaign including smart objectives, commination channels, and tools for monitoring effectiveness. Recommendation's on dealing with a future crisis will also be mentioned. 
The overall purpose of internal marketing is the promotion of a company's objectives, products and services to employees within the organisation. The main purpose is to increase employee engagement with the company's goals and foster brand advocacy (Rouse, 2017). Most common internal marketing efforts can include:
· Ensuring that all employees know that their contributions are essential to the company’s successes.
· Educating all employees about the company’s products and services 
· Reinforcing the concepts that customers are, when all is said and done, the source of employees’ salaries (Rouse, 2017).




3.0	Brief overview of issues 

After the recall of ‘Cocoa’ chocolate bar SMT has asked the PR manager to look and collaborate with other departments within the organisation on how we are going to deal with the recall correctly. The recall was due to some ingredient’s not being declared on the chocolate bar packaging. If a factory makes a product containing an allergen, the company must declare it, even if the allergen doesn’t feature in the ingredients for that particular product, this is due to the smallest trace can trigger a serious medical reaction to certain individual’s (ALIW, 2017).  
The following issues identified are the non-declared ingredients in the chocolate bar, this is a massive problem due to the public having intolerances and allergies. Not declaring the right ingredients on the labeling is the lack of basic legal information. Basic legal requirements include product name, ingredients list, manufactures details, legibility and expiry dates (HACCP Mentor, 2016).
Another issue will reflect badly on the organisation and competition can occur. The food industry is highly competitive, it is important to stay up to date with nutritional trends and consumer tastes, due to this recall it will affect the business badly and competitors will use it to their advantage. The food industry is highly competitive, world food retail sales generate over $4 trillion per year. According to market research, the food industry has evolved over the past twenty years due to technological advances, keeping pace with growing demand for convenience foods (Research, 2020). 
Lastly false advertising, customers may not want to trust the organisation again, this could decrease profits and lose our customers. Although it’s just the ingredient’s which has been false advertisement it still will have major effect. According to (GOV.UK, 2020) the consumer protection from unfair trading regulations means you cannot mislead or harass consumers, this includes:
· Including false or deceptive messages
· Leaving out important information
· Using aggressive sales techniques 
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Internal departments include ‘anyone who contributes to the company’s internal functions. Internal departments involve making sure they are engaged in a company’s goals (Habas, 2018). According to Nilson (2006: P170), internal stakeholders are those in the management, marketing experts, designers, purchasing, manufacturing, assembly, and sales. According to studies two out of ‘three persons believe that the communication between departments in their companies is quite poor’ and 39% of employees believe that people in their own organisation do not collaborate enough (Blog in. Co, 2020).
	
Marketing team
The marketing team is one of the first that need to know about the recall so they can prepare. The marketing team promotes the chocolate bar and drives sales, the marketing team provides the necessary research to identify target customers and other audiences (S. Johnson, 2019). The marketing team can then create communications to our customers to inform that the chocolate is being recalled but is also being dealt with. It is important to collaborate with the marketing team to try and avoid more negative PR.
Sales team
The sales team is also one of the first that also need to know about the recall in order to deal with the recall correctly. A sales department does more than increasing sales for the business, they build relationships with customers. The sales team helps identify a customer's unique needs and makes sure that those needs are met correctly (Levinson, 2018). 
The sales team needs to be aware due to how closely and directly they work to customers, the sales team will need to know how to handle complaints and questions regarding the recall. 
Legal team
The legal department is responsible for all legal reflated external matters such as litigation, investigations, compliance, mergers, and acquisitions (Argo point, 2020). The legal team needs to be collaborated due to them helping apply effective risk management techniques and offer proactive advice on possible legal issues if any external stakeholders wish to take legal actions. They also can provide specific internal governance policies and regularly monitor compliance, deal with complex matters with multiple stakeholders and forces and provide clarification on legal language or specifications to everyone in the company (Recruiting Resources, 2020).

3.2	Internal marketing campaign 



Key messages allow businesses to control communications, enhance relationships with target audiences, key messages are an important feature of a PR campaign (Pollard, 2017). Creating smart objectives will create goals for the business to move forward with the recall, smart objectives are a form of objective setting which allows managers and employees to create, track and accomplish, short- and long-term goals (Clear Review, 2019).  Smart stands for Specific, measurable, attainable, relevant, and time based (Kerpel, 2019). The main purpose of creating a smart objective provides a sense of direction, motivation and a clear focus on clarifying what is important. By setting these goals with employees or yourself, you are providing a clear target to aim for (Corporate Finance Institute, 2020).
Smart objectives 
One of the smart objectives will be relaunch 3,000 newer, improved chocolate bars by March 31st, 2020. Another smart objective will be improving product knowledge for all employees by March 31st, 2020. Both of these objectives have been set because they are both realistic and can be achievable on the company’s behalf. Employees need to have a better knowledge of the ingredients in the new chocolate bar encase there are any external questions and newer improved chocolate bar needs to be relaunched within this time frame due to competition on the market for food.
Communication channels 
Internal communication channels within the business is a way in which a company and its employees interact with each other. These channels can be meetings, reading posters or emails internal comminations should happen every day (Holtman, 2018). Some of the communication channels used to communicate with 'COCOA' internal departments are emails, this is an effective way of communicating with employees within the recall and relaunch. One benefit using email is that you can keep communications as basic or elaborate as the business wishes, from plain text to video and templated emails.				Another communication channel used within the business is notice boards. Posters and visual displays on the walls of the company can show targets and can be kept up to date. The benefit of this communication channel it's very inexpensive and can be easily maintained (Sinclair, 2019).
Tools for monitoring effectiveness 
Measuring sales performance, by doing this tool of monitoring will help the company get correct figures and know exactly who is affected the most from this recall whether it is internal or external. By keeping in contact with internal departments it will keep them up to date with what our new objectives are. Tools for keeping in contact with internal departments are emails, the preferred choice for organisations of all sizes, 98% of internal communications terms used emails for critical information (Bovet, 2016). Intranet, this is a crucial tool for sharing information and resources, it can be anything from an enterprise tool to shared files in Google Drive (Bovet, 2016). Digital signage, according to a study in 2016 50% of communications professionals use is digital signage as a channel in different organisations (Bovet, 2016). All of these tools will also be useful to achieve the two smart objectives set. Feedback is important on both sides as well, if customers aren’t happy then internal departments have to fix this problem. A tool used for feedback is online surveys and social media posts.





3.3	Recommendations 


After the recall and the negative PR future strategies and recommendations will be in place when dealing with any future crisis’s some of these include:
· Deciding on the best response 
One of the first strategies is deciding on the best response to take and do so as quickly as possible, this could potentially help with the negative PR. The response that is taken is heavily dependent on the type of story you’re dealing with (Conway, 2018).
· Always be honest and upfront 
Owning and taking responsibility for any wrongdoings is key to avoid making the situation worse and losing the trust of existing and prospective customers, clients and employees (Conway, 2018).
· Create a positive message
The purpose of a positive message is redirecting the individual's focus on the positive aspects of the chocolate bar. Dealing with both good and bad messages comes with being popular and is essential. Always be prepared for the possibility of negative PR and have a contingency plan to help resolve the situation (Conway, 2018).
 Other recommendations such as take a deep breath, reach out to PR representatives and get employees on the same page, acknowledge the mistake and continue to monitor the news and social media (Driver, 2018).  


4.0	Conclusion 


This report has outlined the key issues in why the recall happened and what it means for 'COCOA' as a company, some of the key issues are majorly important and others are just about the status of the company. From this report, it has also identified different types of internal departments in which companies need to collaborate with when dealing with negative PR these were legal team, sales team, and marketing team. Developing an internal marketing campaign to help the PR crisis regarding the chocolate bar, by creating two SMART objectives will provide a positive message. The communication channels which are used for internal purposes have been identified and described as well as tools for monitoring effectiveness. Finally, three future recommendations for strategies when dealing with any future crisis PR activities have been suggested. 
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