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PURPOSE AND SCOPE

The purpose of this procedure is to describe the necessary actions to take when Customer Complaints in regards to product safety, legality, regulatory compliance and quality, are received in an effort to resolve them. 

RESPONSIBILITIES

The Plant Operations Manager, Sales Manager, Manager of Q.A. & Regulatory Affairs, Sales Team and/or HACCP Coordinator are responsible for taking any Customer Complaints. 

The person responsible for taking any necessary corrective actions is determined by the nature of the complaint. 

FREQUENCY

This procedure is to be followed for each customer complaint in regards to product safety, legality, regulatory compliance and quality. 

PROCEDURE

When a complaint is received from a customer it can be received in the following formats:

1) Telephone
2) Fax
3) Email (May be Customer Specific Complaint Form)
4) Site visit from company representative
5) Regulatory Bodies

[bookmark: _Hlk522708005]It is the responsibility of the employee receiving the complaint to accurately document all of the required information from the customer in Sections 1, 2 and 3 on the Customer Complaint Investigation Form. In the event that the customer has submitted the complaint on their own document/form, this form will be completed in addition to the Customer Complaint Investigation Form. 

In the event the complaint is in regards to customer illness, injury or allergic reaction Page 2 must be completed. 

Once complete the Customer Complaint Investigation Form must be saved using the following File Name format: CCI YY-### (check the Customer Complaint Log Book for the next 3 digit number). 

The person responsible for completing sections 1 through 3 will log the complaint into the Customer Complaint Log Book. 

The complaint is then submitted via email to the party responsible. Please see chart below for delegation of authority for the complaints. 




The complaint will be investigated by the recipient of the complaint. The investigation will consider the following questions:

· How did the problem happen?

· Did the problem happen in our manufacturing plant or was it caused by a raw ingredient or package received from a supplier?

· Could the problem affect other products?

· All products that may be affected by the problem shall be investigated. 

The following information will be recorded in the complaint file:

· the name of the person who investigated the complaint
· date and time of the investigation 
· investigation findings
· other products which may be affected by the problem

After all the information has been gathered, a decision of the action to be taken must be made. This decision will include:

· what to do with the affected product
· how to correct the problem

The corrective actions taken will be documented on the Customer Complaint Investigation Form Sections 4 through 5. 

For each customer complaint a food safety assessment will be performed in accordance with the Food Safety Assessment SOP. The results of the assessment will be documented in Section 6 of the Customer Complaint Investigation Form.

If the nature of the complaint is deemed a food safety hazard, e.g. E-coli 0157:H7 is confirmed, the Plant Operations Manager will initiate the Recall Procedure. 

Upon completion of the investigation and corrective actions the Customer Complaint Investigation Form is to be saved. 

The Sales Department is responsible for communicating any corrective actions or resolutions to the customer. 

The Manager of Q.A. and Regulatory Affairs and/or HACCP Coordinator is responsible for communication with the Regulatory Agencies and/or Sales Team. There may be cases where direct communication with the customer may occur by the Manager of Food Safety and Regulatory Affairs or HACCP Coordinator

It is the responsibility of the person completing the investigation to then complete the Customer Complaint in the Customer Complaint Log Book. 


DEVIATION PROCEDURES
If deviations are encountered, an assessment is made by the Manager of Quality Assurance and Regulatory Affairs and/or HACCP Coordinator as to whether food safety has been compromised and recorded on a Nonconformance Report Form. If food safety has been compromised the product is held, tested and subsequently released, reworked or destroyed and recorded on Nonconformance Report Form. The HACCP Coordinator records the description of the deviation, the corrective action and the date of completion on Nonconformance Report Form. If required, the cause of the problem and the action plan to prevent reoccurrence is also recorded on Nonconformance Report Form.

RECORDS

Customer Complaint Investigation Forms are maintained on file by the Manager of Quality Assurance and Regulatory Affairs and/or HACCP Coordinator for a period of minimum one (1) year. 

Nonconformance Report Form
 
Customer Complaint is received. Sections 1 to 3 Completed



Manager of Food Safety and Regulatory Affairs	or HACCP Coordinator

Quality and Food Safety Complaints


Communicate with Regulatory Agencies if required


Communicate corrective actions/resolution to sales team, initiator of complaint, or customer if required


Sales Manager and/ or Sales Team

Pricing and Logistics


Communicate corrective actions/resolution to customer
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