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CUSTOMER COMPLAINTS

Customer complaints will be managed in accordance with the Customer Complaint SOP and recorded in the Customer Complaint Logbook or Customer Complaint Investigation Form. 


RETURNED PRODUCTS

Returned Products will be managed in accordance with the Returned Products SOP and recorded in the Returned Products Logbook. 

In the event that during the investigation of either a Customer Complaint or a Returned Product that the carcass or meat product may not have been processed, packaged, labelled, handled, shipped or stored in accordance with the Regulations the Inspector will be contacted immediately.


NOTIFICATION OF REGULATORY AGENCIES

Once the company has gathered all the relevant information and assessed the situation, the next step is to notify the Canadian Food Inspection Agency. This may be done directly via the inspector in charge. 


OFFICE OF FOOD SAFETY AND RECALL(ONTARIO) 				 1-416-665-5049 

If, after consultation between THE COMPANY and the inspection staff, it is decided to initiate a recall, then formal notification must be given in writing. Liaison will then be set up with the Health Protection Branch at both regional and headquarters level.

Once it has been determined that a product must be recalled it is THE COMPANY ’s responsibility to determine the nature and extent of the problem in a timely manner and to take prompt and appropriate action to protect the health of consumers. 


RECALL 


The following steps will be taken in the event of a recall:

STEP 1		ASSEMBLE THE RECALL MANAGEMENT TEAM

· All members of the Recall Management Team will be briefed in detail of the Recall by the Plant Manager and/or the HACCP Coordinator. 

· A review of the responsibilities of all members of the Recall Management Team will be performed to ensure each member is clear on their responsibilities. 

· The HACCP Coordinator will be responsible for taking the minutes of the meeting. 


THE RECALL TEAM

The Recall team consists of persons who can be contacted either at the plant or office or at home. A list of their telephone numbers and addresses are kept on file. The following is a list of the members of the Recall team, their contact information and function in the recall:

	NAME
	POSITION
	CONTACT INFORMATION
	FUNCTION IN RECALL

	
	
	
	· 

	
	
	
	· 

	
	
	
	· 

	
	
	
	· 

	
	
	
	· 

	
	
	
	· 








STEP 2		NOTIFY OMAFRA AND THE CFIA

In the event that the recall is from product that may pose a serious risk to consumers, the CFIA / OMAFRA Inspector will be immediately notified at the number listed in the contact list. 

The following information will be supplied to CFIA / OMAFRA:


· If applicable, a description of how the carcass or meat product may not have been processed, packaged, labelled, handled, shipped or stored in accordance with the Regulation(s) 

· The reason for the recall - the real or potential problem which exists and the event which triggered the recall

· Product identification - product name, establishment number (Canadian or Foreign) and identification codes, date of production, etc.

· Amount of product involved, broken down as follows:

· Amount originally involved

· Amount remaining in operator’s possession

· Amount distributed

· The distribution records for all affected carcasses and meat products

·  Distribution date

· Areas, cities, 

· Names of wholesalers, retailers, customers, etc.

· Details of recall strategy - extent of recall, communication measures, notification of recall, etc.

Note-. Information about any other product which might be suspected of being defected. This would be appropriate if the full extent of the problem was not known and could involve production before and after the identified problem production.

Step 3		Identify All Products to Be Recalled

Depending on how the recall was identified, either from in-house inspection or customer complaints, product will be traced from the information provided. 

The following records may need to be retrieved and reviewed by the designated Recall Team Members to determine the products affected by the Recall:

a) Shipping Manifests / Invoices / Distribution Records
b) Work Orders
c) Production Records e.g., smokehouse logs, green room logs, etc.
d) Receiving Records (if it has been determined the product was affected by incoming materials (raw materials, spices, packaging)
e) Inventory Records


Step 4		Detain and Segregate On Site Products to be Recalled 

In the event there is product remaining on-site it is the designated Recall Team Member’s responsibility to identify and segregate in a designated, identified area all affected product.


Step 5		Prepare the Press Release

In the event that the recalled product poses a potential, serious health risk to the consumer a press release must be prepared. 

The press release must be completed within 2 hours of the recall being initiated.

It is the responsibility of the designated Recall Team Member to prepare a press release and present it to the CFIA for approval. In the event that the CFIA is not in agreement with the press release, they may prepare their own. 


Step 6		Prepare the Distribution List


Using the information provided from the records a distribution list must be prepared. It will contain the following information:

· the accounts that have received the recalled product
· lists the accounts names and addresses, contact names and telephone numbers
· identifies the type of account (e.g., manufacturer, distributor, retailer)

This list must be provided to the CFIA within 24 hours.

Step 7		Prepare and Distribute the Notice of Recall


All affected accounts must be immediately notified of the recall. A written notice must be prepared containing all of the relevant information. The notice will include information for segregation and pick-up or return of the product. 

All customers will be asked to confirm receipt of the notice and that action has been taken. 

A copy of the notice will be submitted to CFIA for approval. If the notice contains inaccurate information or is incomplete, the CFIA may require a revision and reissue of the notice. 

The Notice of Recall will be transmitted via e-mail or fax to affected customers. In the event the customer cannot be notified via these methods, they will be contacted by telephone. 

Any customer that has not confirmed receipt of the recall notice will be contacted by telephone. 

The Distribution list will be used as a checklist to verify contact with and confirmation of receipt from all affected customers. 


[bookmark: _Hlk207979081]Step 8		Verify the Effectiveness of the Recall

The designated Recall Team Members are responsible for following up with the affected customers to ensure that they have stopped selling or distributing the recalled product(s). They will also ensure that the affected customers have returned the recalled products to the designated place(s) as per the instructions on the Notice of Recall. 


Step 9		Control of the Recalled Products


Recalled product will be identified and segregated in a designated area. Recalled product will be identified with a clearly written RECALLED PRODUCT – DO NOT TOUCH sign. 

All relevant information will be taken from the recalled product prior to entry into storage, e.g., customer, product name, quantity, etc. and cross referenced with the distribution list.


Step 10		Determine Disposition of Recall Product

Any action taken in regard to the recalled product should be approved by the CFIA. 
It is the responsibility of the designated Recall Team Member of THE COMPANY to determine the disposition of the recalled product.
Once a decision has been made it will be given in writing to CFIA for approval. 
Members of the recall team will be notified of the actions to be taken. 
The designated Recall Team Member will be responsible for ensuring that any recalled product that is re-introduced into regular production and/or inventory is tracked and clearly documented throughout the process. 

The actions taken will be documented in the Recall Records.


Step 11		Fix the Cause of the Recall

Once the investigation of the recall is complete and the reason for the recall has been determined, it is the responsibility of Plant Management to take the necessary corrective actions to ensure any future recalls are prevented. The corrective actions taken are documented in the Recall Records (including the Recall Report and Recall Effectiveness Check).


Performing a Mock Recall

Minimum annually, the designated Recall Team Member will initiate a mock recall.  The issue may deal with a raw meat product or ingredient where one would have to trace forward to discover the effected products, or it may deal with a finished product where one would have to trace backward to find the effected raw material(s).

A Customer Complaint Form is filled out, if applicable (if it is a notice from a supplier, this form is not necessary).  This will list the person(s) responsible for the complaint, their contact information, products, and a summary of any corrective actions and preventative measures taken.  A full Mock Recall Report is also filled out which has more detail on the products effected, quantities, customers, records reviewed, etc.

Similar steps are followed for a mock recall as with a genuine recall. Steps 2, 4 - 7, 9 and 10 are not followed as they are not necessary for a mock recall.  Instead, the information on the Recall Contact List is verified to ensure it is up to date. The same forms may be retrieved to determine the affected products.  

The Recall Manual is also reviewed during each mock recall to ensure accuracy. The Recall Team is informed of the mock recall and a review of the duties is carried out with each member.

Once the mock recall is complete, the Mock Recall Effectiveness Check is filled in to determine how many boxes/Kg were reconciled, how many were not accounted for, discrepancies during execution.  


Effectiveness shall be determined by the following grading system:

Reconciliation (worth 40%):  determining what products are affected, customers or suppliers affected, how many products were distributed versus in-stock.  If 5% of the product is not reconciled, this will count as a 1.0% reduction in total score.

Completeness of Records (worth 30%):  were records complete, did they capture the information that was needed.  For any discrepancy on records, 1.0% shall be deducted from the total score.

Recall Team (worth 20%):  do the members of the Recall team and their alternates know their responsibilities in case of a genuine recall, how easy were the personnel to access.  If personnel or their alternate is inaccessible, a 1.0% deduction will be incurred from the total score. 

Time (worth 10%): how quickly was the Mock Recall completed, how quickly were all members of the Recall team contacted/responded.   The goal to complete a Mock Recall is 2 hours.  Every half hour above this time will incur a 1.0% deduction.

For example, if during a Mock Recall, it is found that there are 5 missing pieces of information on records (-5.0%), 1 person and their alternate was inaccessible (-1.0%), and 5% of the product was not accounted for (-1.0%), the total score would be 100% - 5.0% - 1.0% - 1.0% = 93%.

100-90% = Pass
89-80% = System needs improvement
Less than 79% = System is not effective; a new mock recall shall be completed. 
Disclaimer: This template is for general use only and must be customized to meet your business’s regulatory requirements
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