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1. Purpose: 
To ensure that all complaints regarding products are investigated in a timely and consistent manner so an informed decision can be made on further actions, and whether a recall will be necessary.
2. Who: 
Recall Coordinator or trained worker designated by Recall Coordinator
3. When: 
[bookmark: _Hlk225513156]Each time a product complaint and/or product return occurs.

4. Procedure:
(1) Obtain the Complaint/Returned Product Record. 
· Interview the person by telephone or in person, filling in the Complaint/Returned Product Record with as much detail as possible. If the complaint is received by email, follow up via telephone or in person. The complaint shall be recorded in the ‘Complaint/Returned Product Record’ within 24 hours of being contacted. Record all comments. Do not make any judgement calls at this time.

Information Required from the for the Complaint/Returned Product Record:
· Name and telephone of person/s with the complaint
· What is wrong with the product? (as much detail as possible)
· Is anyone ill or injured from the consumption of the product and what was the extent of the condition?
· Was Medical attention required? When, where and by whom? 
· Date and location of purchase or delivery.
· Is there any identification tags, labels or proof of purchase (invoices)?
· How was it transported?
· Description of product, package size, production date, batch codes.
· Determine if there is product remaining. Ask if product can be brought to the facility if the person is not onsite with the product already. 

If product is brought to the facility: 
· Visually examine product for signs of complaint before unloading. Note any abnormal conditions (contamination, smells, off color, damaged packaging).
· Do not allow the product into the Plant until directed to by Management and/or Meat Inspector.
· The receiving, identification and storage of returned product will be done as directed by management and/or meat inspector:
· Place the thawed product in the cooler on the “Returned Product Shelf or Rail for Re-inspection by the RSD Meat Inspector, or 
· Place the frozen product in the freezer on designated shelf for Re-inspection by the RSD Meat Inspector, or
· Move the product directly to the Inedible Room for detention and/or disposal.

If the product is not brought back to the facility (example: no product remaining to be brought to the facility or if the customer will not bring the product back):
· Record the reason why the product is not available or will not be returned. 
· Ask the customer to provide as much supporting information as possible, such as photos of the product, label, lot code, packaging, proof of purchase, and details of how the product was stored and handled. 
· Complete the Complaint/Returned Product Record using the information available- this will be used to determine whether it is a product quality issue or a possible food safety concern. 

· Have Complainant sign the Product Return or Complaint Information Sheet (in-person, fax or email).
· Present Product Return or Complaint Information Sheet to Management for immediate review.

(3) Use the information on the record to determine if the issue is a product quality issue or a food safety issue.

a. Product Quality issue 
· It is a defect that affects the appearance, texture, flavour (taste), smell or packaging of the product, but does not pose an immediate health risk.
· Examples: Off-colour or off-odour within normal variation, packaging seal failure (product kept refrigerated, no health risk), weight, etc.

b. Food Safety issue
· It is a potential hazard, that could cause illness, injury, or death if the products is consumed or used as intended. It requires immediate escalation, and may lead to recall of the product.
· Examples: Illness reported following consumption of the product, undeclared allergen, physical contamination (glass, metal, bone fragments, plastic), microbiological contamination (Listeria, Salmonella, E.coli), chemical contamination, etc.

Note: When in doubt, the complaint shall be treated as a food safety concern. It is always safer to escalate and investigate than to dismiss a complaint. A complaint that appears minor (e.g., “off odour”) may be the first indication of a contamination event affecting an entire lot.

(4) Hold the products in the facility associated with the complaint lot (if applicable). Label: “ON HOLD – DO NOT USE/ DO NOT SHIP – [Date] – [Lot Code]

(5) Investigate:

a. Product Quality issue 
· Conduct a visual examination of returned product, if possible, to determine if there are any signs of contamination, off-colour, odour or damaged packaging. Record all observations on the Complaint/Returned Product Record.
· Use the information recorded to determine if the issue came directly from the facility or from possible abuse on the customer’s behalf (e.g., transportation, holding at room temperature).
· If the results of the examination show no possible food safety concern, check “no” on the Recall Decision section and note that it is a quality issue. Proceed to the Verification step below.

b. Food Safety issue
· If the product complaint is associated with an illness complaint, record as much detail as possible on symptoms, how many people are sick, duration of symptoms or sickness, etc. 
· Use inventory / production / distribution records to account for any suspect product that is still in the facility’s control. Place product on hold until a decision can be made regarding disposition.
· Examine the product for contamination, odour, off-colour, or damaged packaging, and document this information. Review the facility’s production records to determine if there were any food safety issues during production of the product.

If the customer has no additional product, offer to replace the product, finish filling out the Complaint/Returned Product record, and file. Monitor complaint file for any past or future complaints regarding this production batch.  

The investigation for any food safety issue shall be initiated within 48 hours of complaint being filed.

(6) Decide if recall is required and document in ‘Complaint/Returned Product Record’.
· If the issue with the product is an immediate food safety risk, proceed to recall steps immediately. Record decision on Complaint/Returned Product Record. 
· Forward a copy of Complaint/Returned Product Record to the resident MDIS Inspector and maintain the retained products on HOLD until the MDIS Inspector has reviewed and re-inspected it.
· Follow up with the complainant within 5 business days. 

(7) Close the File:
· Confirm all required actions are complete and signed off.
· Recall Coordinator and manager will sign the completed Complaint/Returned Product Form.
· File the original record with all supporting documents (photos, lab reports, distribution shipping records) in the Complaint File.
· Enter the complaint in the Customer Complaint Log

If three or more complaints about the same product or lot is received, treat it as a food safety concern. Place the product on hold and notify the Recall Coordinator or Operator immediately.

5. Deviation and Corrective Action Procedures:
If the complaint is not recorded within 24 hours of being contacted, complete the Complaint/Returned Product Record, document the reason for delay and retrain the employee responsible.

If the recorded complaint for a food safety issue is not investigated within 48 hours of complaint being received, Complaint/Returned Product Record, document the reason for delay and retrain the employee responsible.
7. Verification Procedures:
· Recall Coordinator shall review all complaints within 5 business days and confirm that all fields in the Complaint/Returned Product Record are complete, and appropriate action taken. Recall Coordinator shall review the Customer Complaint Log at least quarterly to identify patterns, trends, or recurring issues.

8. Records:
· Complaint/Returned Product Record
· Customer Complaint Log

9. Review:
This procedure must be reviewed annually and revised in case of any changes in procedures. Any revision or review must be recorded in the Revision/Review Log below, with the date of revision/review, version #, description of change and the personnel involved.

9.1 Revision/ Review Log:
	Version#
	Revision Date/ Annual review date 
	Description of Change
	Revised/ Reviewed by
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